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Shopee va cac gidi phap thuc tien bao vé nguoi
tiéu dung
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Ba Nguyén Thi Hong Nhéat - Trudng phong Bao vé nguoi tiéu dung Shopee Viét
Nam da chia sé cac giai phap thuc tién bdo vé nguoi tiéu dung trong giao dich
truc tuyén tai Shopee. Theo dd, cdc quyén cda ngudi tiéu dung dugc bdo dam
theo qua trinh trdi nghiém mua sam truc tuyén tu: Can nhac, giao dich mua,
nhan hang, ddnh gia.

Thu nhat, la quyén dugc yéu cau hod trg trong subt qud trinh trai nghiém. Téng
dai ho trg da kénh, 24/7 véi thong tin céng khai, minh bach bao gém: Cac kénh
mién phi nhu Nhan tin/Tro chuyén trén (ng dung bao gém ca tu dong (Chatbot)
va nhan vién ho trg truc tuyén (Chat), dia chi email cskh@hotro.shopee.vn, va
cac biéu mau thong tin hé trg. Kénh hotline truyén théng 1900 1221. Shopee
chld dong dang tai/cap nhat thong tin trén cac kénh giao ti€p mang xa hoi va
Trung tam HO trg Shopee Viét Nam (cé thé truy cap ca trén ing dung va theo
duong lién két chia sé).
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VGi Shopee, khach hang c6 quyén dugc yéu cau ho trg trong sudt qua
trinh trdi nghiém

Thang 10/2023, Shopee da cho ra mat kénh goi truc tuyén trén (ng dung
(Internet Call) mién phi dé ti€p nhan nhanh cac yéu cau tir nguoi tiéu dung,
thuén tién cho cac yéu cau can ho trg gap, thuan lgi cho nguai 1é6n, ngudi khong
guen vdi cac gidi phap cong nghé (email, chat)

Thi hai, khi tao tai khodn la quyén chinh chd va dugc bdo mat thong tin cé
nhan.

Do la gidi phap céng nghé vé dinh danh chd thé va bao mét thong tin: Cac giai
phép xac thuc va dinh danh chu thé dugc téi uu va sit dung mot cach linh hoat,
dam bao tinh thuan tién cho nguoi dung nhu Céng nghé Nhan dang ky ty quang
hoc (OCR), Ma xac minh (OTP), Xac minh hai yéu t6 (2FA), Pang nhép bang DU
liéu sinh trac hoc (dau van tay, khuén mat...). Cac gidi phap bdo mat thong tin
vGi hé thong dugc ki€ém soat chat ché thong qua Kiém soat truy cap, Quy trinh
van hanh, An ninh mang va Chinh sach bao mat dit liéu.

Quyén truy cap va chinh stra thong tin dugc phan cap chat ché: Chinh chu tai
khodn la ngudi duy nhat cé thé thay doéi hoac yéu cau thay déi cac thong tin tai
khoan. Ngudi ban khong truy cap dugc thong tin cd nhan ngudi mua trir cac
truong hop vé dich vu hau mai (bdo hanh sdn phdm, xuat hdéa don VAT, don
hang chinh sra theo yéu cau,...). NOi bd Shopee, théng tin cd nhan nguoi dung



cling la thong tin han ché truy cap, danh riéng cho mot so vi tri chuyén trach.

Thd ba, quyén dugc bdo mat giao dich thanh toadn; quyén dugc lua chon san
pham chinh hang.

Gidi phap bdo mat thanh toan: 3DS (bdo mat 3D) dugc dp dung cho tat ca giao
dich thanh toan thé quodc té tai Shopee, trong dé chd thé dugc yéu cau cung
cap bang chiing nhan dang (mat khau, ma SMS, ma PIN) dé dam bao chinh cha.
Céc c6ng thanh toan (NAPAS/ ShopeePay) cling cac ngan hang déu duy tri tuan
thu céc tiéu chuadn bdo mat clda HoOi dong Bdo mat dir liéu thé thanh toan PCI
DSS - mét yéu cau khat khe vé an ninh bao mat dir liéu thé.

Cac bién phap chéng hang giad, hang nhai: Shopee khdéng ngung dau tu xay
dung va phét trién cong nghé ky thuat dé hé thong thong minh phat hién vi
pham nhanh chéng (danh sach tir khéa, xir ly tu dong...). Ra soat thuong ky
hang ngay/hang tuan cac nha ban hang va cac dang ban cé dau hiéu vi pham,
cung hinh thiéc phat va ché tai xt ly tuong ng. B6i ngl nhan sy cé chuyén mén
va kinh nghiém nhiéu nam trong linh vuc sé hitu tri tué dé dam bado viéc xu ly
cac truong hop khi€u nai theo dung quy dinh phap luat vé s& hitu tri tué cua
Viét Nam.

Thit tu, quyén dugc kiém tra hang hdéa, quyén dugc khi€u nai hgp ly khi khéng
hai long vé don hang.

Cac chinh sach bdo dadm trai nghiém nhan va s& dung hang héa:

Tai di€m giao: Chinh sach Shopee Bong ki€m khi nguoi tiéu dung dugc kiém tra
ngoai quan hang hda trudgc khi nhan hang/thanh toan tién va dugc tra lai ngay
néu khéng hai long/phat hién hang hda chua dung.

Sau khi giao nhan: Chinh sach Shopee dam bao bdo vé ca ngudi mua lan nguoi
bén bang céch gilr s6 tién giao dich gilta ngudi mua va ngudi ban cho dén khi
don hang hoan tat. Sé tién giao dich sé chi dugc thanh todn cho ngudi ban néu:
Ngudi mua hoan toan hai long véi mén hang va khong cé bat ky khiéu nai nao
trong vong 03 - 07 ngay.

Chinh sach trd hang hoan tién nhanh chéng va thuan lgi véi thao tac gui yéu

cau ngay trén ng dung va hién tai thoi gian x& ly dua ra két qud trung binh Ia
03 - 05 ngay.

Thit nam, chinh sach déng ki€ém duogc truyén thoéng téi nguoi tiéu dung trén ca
Ung dung va trén gdéi hang. Nguoi tiéu dung cé thé yéu cau tra hang, hoan tién
ngay trén ng dung va chon ly do lién quan dé dugc hd trg moét cach nhanh



nhat.
Thi sdu, quyén dugc minh bach vé danh giad chat lugng, trai nghiém.

Chinh sach khuyén khich nguoi tiéu dung danh gia trai nghiém va san pham da
diém cham dé xay dung ca sé dir liéu tham khao cho nguoi dung tiép theo va
dé cai thién van hanh: Banh gid chat lugng/mé td san pham; Panh gia dich vu
cla nguoi ban; Danh gid su ho trg cia Shopee. Thang 11/2023, Shopee da thir
nghiém va trién khai thém danh gia dich vu giao hang. Shopee cé hé thong xép
hang céc gian hang néi bat dé nguoi tiéu dung c6 théng tin tham khdo: Shopee
Mall; Shop Yéu Thich / Shope Yéu Thich+.

Bdo vé quyén ngudi tiéu dung la muc tiéu ma Shopee ludn dé cao va khong
ngung cai thién. Chung ta phuc vu khach hang (We Serve) la mdt trong nam gid
tri c6t 16i ciia Shopee.

Shopee cé moét boé phan chuyén biét ddm nhan viéc thu thap danh gid/y kién
cla nguoi tiéu dung dé€ danh gia dinh ky cac quy trinh tir d6 cé cac ké hoach cai
thién.

Trai nghiém cla ngudi dung (ngudi ban/ngudi mua) la chi s6 danh gid van hanh
cla cac doi nhom va la chi s6 theo dbi hang tuan cla ban lanh dao cong ty.

MOt s6 cau hdi thuong thay trong cac cudc hop dinh ky tai Shopee: Ty 1& nguoi
duing hai long khi yéu cau ho trg la bao nhiéu? Néu ngudi dung khdéng hai long,
thi ly do vi sao? K& hoach d€ cai tién la gi? Bao gio k& hoach dé bién thanh quy
trinh 4p dung thuc té? Thoi gian trung binh phan héi hé trg cho ngudi dung la
bao lau tu khi ho lién hé?

Cac két qud kha quan vé cong tac bdo vé quyén nguoi tiéu dung tai Shopee
trong nam 2023: Gidm 59% s6 luong truong hgp khi€u nai gap phai don hang
do. RUt ngan 20% thoi gian ma Ngudi tiéu dung phai chg dé€ xr ly khiéu nai tra
hang hoan tién...

Tuy nhién, dai dién Shopee cling dua ra cac thach thic tiéu bi€u trong bao vé
quyén nguai tiéu dung nhu: Ty |& giao dich thanh todn tién mat con cao va la da
sO trong thuong mai dién td, chua phat huy hét tinh an toan va tién Igi cla mua
sam truc tuyén. T d6 dé xuat co quan quan ly Nha nudc ho trg co ché khuyén
khich giao dich khéng tién mat cling cac giadi phap hé trg cac san thuong mai
dién t va cac nha ban lé trong viéc phat trién kénh thanh toan nay.
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Can c6 co ché khuyén khich giao dich khong tién mat

Bén canh dé, nguoi tiéu dung chua that sy nam ré quyén Igi va vai trdo cia minh
khi mua/bén trong moi truong thuong mai dién ta. T dé dé xuat co quan quan
ly Nha nudc xay dung va phat trién cac kénh théng tin va chuong trinh truyén
thong vé giao dich truc tuyén bao gébm céc quyén lgi va vai tro khi giao dich,
céc kénh khiéu nai chinh théng va céc bién phap an toan khi giao nhan...
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