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Piéu 1. Muc dich

Chinh séch nay quy dinh céc nguyén tic thyc hién cudce goi tu van, chdm séc

khéch hang va tiép thi qua dién thoai nham:

1. Tuan thu quy dinh phép luét hién hanh;

2. Bao vé quyén va loi ich hgp phap ctia khach hang;

3. Bao dam hoat dong lién h¢ dugc thuc hién minh bach, c6 kiém soat;

4. Bao v€ uy tin cua khach hang doanh nghiép va Call Center.

5. Thiét 1ap co ché ghi nhan, quan 1y va luu triy bing chimg vé su dong v cta
khach hang.

Piéu 2. Pham vi ap dung

Chinh sach ap dung dbi véi:

1. Toan bd nhén vién, cdng tac vién va ngudi lao dong tham gia hoat dong goi
dién;

2. Céc nha thau phy hodc dbi téc duge giao thyc hién cudc goi thay mat Call
Center;

3. Tét ca cac chién dich goi dién do khach hang doanh nghiép giao thue hién.

4, Cac hoat dong tiép nhén, xac nhén, quan ly, cap nhat va luvu trit thong tin vé
si dong y cta khach hang lién quan dén hoat déng goi dién.

Picu 3. Nguyén tic thwe hién cude goi

1. Chi thuc hién cudc goi theo danh sach khach hang do khach hang doanh
nghiép cung cip hodc phé duyét.

2. Khoéng thuc hién cude goi dbi v6i nhiing khach hang thude truong hop bi
han ché lién hé theo quy dinh phap luat hoic theo yéu ciu cua khach hang
doanh nghiép.

3. Khéng ty y thu thap, mua ban, trao dbi hodc sir dung dit liéu khach hang
ngoai pham vi dugc giao.

4. Khong st dyng dit liéu khach hang cho muc dich riéng hodic cho chién dich
khac.

5. Chi thuc hién cude goi tu van, quang céo trong khung gior tir 08 gidy 00 dén
17 gi¢r 00, trir trwong hop dd c6 su dong ¥ ctia Khach hang,

6. Chi thyc hién cudc goi dbi v6i nhitng khach hang da dong y nhan céac cude
goi tu van, quang céo;

7. Chi thyuc hién cude goi tu vén, quang cdo trong khung gio tir 17 gio 00 dén
20 gid 00 khi dé c6 sy dong y cna khach hang.
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14.

. Chi thuc hién cudc goi lai khi khach hang khong bat may hoac khong tra 1oi
cude goi dau tién néu khach hang di dong vy cho phép lién hé lai.

Moi yéu cau tlr chdi nhan cude goi, rat lai sy déng y hoac yéu ciu khong tiép
tuc lién hé phai dugc ghi nhan va xu ly kip thoi.

Chéam dut viée thue hién cude goi quang cao ngay sau khi nhan duoc yéu cau
tir chdi hop 18 cta khach hang.

Sy dong y cta khéch hang c6 thé biéu hiéu dudi cac hinh thire, nhu: Dong y
qua vén ban, email, tin nhin, checkbox, truc tiép trong cudc goi, hoic cac
hinh thirc khac theo quy dinh phép luat. Viéc khach hang dua ra sy dong y
la hoan toan tu nguyén va khach hang cé quyén rut lai sy dong y d6 vao bét
ky thoi diém nao.

Noi dung quang céo phai phu hop véi quy dinh cta phap ludt vé quang céo.
Nhan vién phai gigi thidu day du tén nhan vién, tén Call Center, tén doanh
nghi€p ma cudc goi dugc thuc hién thay mat.

Nhitng nguyén tic, noi dung khéng duge liét ké trong Chinh sach nay sé
duge thye hién theo quy dinh cta Nghi dinh sé 91/2020/ND-CP ngay
14/8/2020 cia Chinh phu, Luédt Quang cdo va van ban phap luét khac cé lién
quan.

Pieu 4. Quyen va nghia vu ciia khach hang

L.

Quyén ctia khach hang

Pugc cung cap thong tin v& muc dich, ndi dung va pham vi ctia cude goi tu
van, cham séc khéach hang hoéc tiép thi.

Pugc lua chon dong y hodc khong dong y nhan cudc goi tu vén, quang cdo.
Puoc lya chon viée dong y nhéan cude goi trong khung gio tir 17 gid 00 dén
20 gio 00.

Duoc lua chon viéc dé‘mg y cho Call Center goi lai trong truong hop khong
bt may hodc khong tra 161 cude goi déu tién.

Puoc tir chéi nhén cude goi, yéu ciu cham dat lién hé, rat lai sy dong y tai
bat ky thoi diém nao hodc khiéu nai theo quy dinh phép luat.

Pugc yéu cau ghi nhan va quan ly sy déng y ciia minh trong pham vi phap
luat cho phép.

. Nghia vu cua khach hang

Cung cip thong tin chinh xé4c, ddy di va cép nhat khi ding ky nhan tu vén
hoiic khi cung cép thong tin dé duoc lién hé.
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e Chu dong théng bao khi thay doi s6 dién thoai hosc théng tin lién hé, hodc khi
khéng con nhu cau nhén cudc 20oi.

e Xéc nhén rang sy ddng y dugc dua ra ty nguyén va c6 thé dugc ghi nhan, luu
trit [am béng ching theo quy dinh phap luat va Chinh séch nay.

o Trudng hop dong ¥ nhén cude goi sau 17 gidr 00, khach hang xédc nhéan day l1a
sy dong y dbi véi viée lién hé trong khoang thoi gian tir 17 gioy 00 dén 20 gid
00 véa khéng mic nhién bao gdm céc khung gid khéc.

e Truong hop dong y dugc lién hé lai khi khong bat may, khach hang xac nhan
Call Center ¢6 thé thuc hién cac cudc goi lién hé lai hop ly nham tiép tuc noi
dung tu vin, cham séc khach hang hodc quang céo di dang ky.

‘l‘\ > r b1 . A A r Kd r b3
Dieu 5. Quan ly va ghi nhin sy dong y ctia khach hang

1. Su ddng y phai dugc ghi nhin theo timg néi dung can thiét, tdi thiéu gdm: (i)
ddng y nhan cudc goi tur van/quang cdo; (ii) déng y nhan cude goi trong khung
gior tir 17 gid 00 dén 20 gid 00, néu ¢6; va (iii) déng ¥ nhan cude goi lai néu
khéng bét may cude goi ddu tién, néu co.

2. Hb so/bing chimg consent, gdm céc ndi dung: (i) S6 dién thoai hoic ma dinh
danh lién quan; (ii) Noi dung dong y; (iii) Thoi diém ghi nhan sy dong y (néu
¢6); (iv) Ngudn ghi nhan su dong y; va lich sir rat lai hozic thay d6i consent.

3. Call Center c6 trach nhiém quan ly va luu trit bang ching consent theo thoi
han va phuong thirc phu hop véi quy dinh phap ludt va quy dinh néi bo.

4. Khi khéach hang rut lai sy dong y hodc tir chdi nhan cudc goi, trang théi phai
duogc cap nhat kip thoi dé ngén chin cac cudc goi tiép theo thudc pham vi tir
chéi.

Piéu 6. Khiéu nai, tir choi va rit lai sy dong y

I. Khéach hang c6 quyén khiéu nai hodc tir chdi nhan cude goi théng qua cac
kénh do Call Center cong bb.

2. Khi tiép nhén yéu cau tir chdi hodc rat lai sy dong y, nhéan vién phai ghi nhan
theo quy trinh va chuyén thong tin dén bd phan cé trach nhiém cép nhét hé
théng.

3. Cac cudc goi tiép theo thudc pham vi tir chdi phai dugc ngiing thyce hién sau
khi trang thai tur chbi duoc ghi nhan hop I€.
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4. Khi c6 khiéu nai, nhan vién phai ghi nhan theo quy trinh va chuyén théng tin

dén bd phan c6 trach nhiém giai quyét theo quy dinh.
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Dieu 7. Ghi 4m cudc goi, bao mat va lwu trit ho so

I

Cudc goi duge ghi 4m, ghi nhan hodc luu trit nhdm muc dich kiém soat chét
lwong, ching minh viée thue hién cudce goi, x4c nhan dong y, giai quyét khiéu
nai, phong ngira va xur ly tranh chép, theo quy dinh phap luat va chinh séach
bao vé dir liéu ap dung.

. Chi nguoi c6 tham quyén va cé nhu ciu cong viéc hgp phap mdéi duogce truy

cap dit liu cude goi, ban ghi am va ho so dong y.

. Dit liéu va ho so phai dugce bao vé, sur dung, tiét 10, thay doi hodc mat mat

trai phép.

. Viéc cung cap dit liéu cho bén thir ba hoac co quan nha nuéce chi dugce thue

hién khi ¢6 co sé phap 1y hodc theo yéu cau hop 18.

. Hb so dugc luu giit trong thai han can thiét theo quy dinh phap luét va quy

dinh ndi bo.
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Dicu 8. Cac hanh vi bi nghiém cam
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Goi dién ngoai danh sach dugce phé duyét.
Goi dién sau khi khach hang da tir chdi hodc rat lai sy déng y.

Goi trong khung gior 17 gior 00 dén 20 gid 00 khi chua c6 sy dong ¥ cua
khéach hang.

. Goi lai khi khach hang khong bét may cudc goi dau tién khi chua c6 su déng

y cta khach hang.

. Cung cép, mua ban, trao dbi dif liéu khéch hang trai phép.

. Tu y stra, x6a hodc lam sai léch ho so dong y, lich sit cudc goi hoac ban ghi

lién quan.

‘A . 4 Y A A .
Dieu 9. Kich ban va ndi dung cudc goi

1.

Nhén vién chi duge str dung kich ban va ndi dung cudc goi da dugc phé
duyét.



2. Khéng duge tu v bd sung hodc thay déi théng tin vé& san pham, dich v, gia,

quyén lgi, nghia vu hodic chuong trinh cta Khach hang doanh nghiép.

3. Truong hop can thay dbi kich ban hodc ndi dung chién dich, phai duoc phé

duyét trude khi trién khai,

.A r - A > r
Diéu 10. Trach nhiém quan ly

l.

B0 phan van hanh chiu trach nhiém giam sat hoat dong goi dién va viéc tuan
thu Chinh sach.

. BO phén tuan thu chiu trach nhiém kiém tra viéc thuc hién Chinh sach va

phéi hop xt 1y i ro.

. Quan ly du an chiu trach nhiém phéi hop véi Khach hang doanh nghiép trong

viéc trién khai chién dich, xir ly khiéu nai va céc van dé phat sinh.

. Céc bd phan lién quan phai bao dam viéc phan quyén truy cap dit liéu theo

nguyén tac can biet va quyén han to1 thiéu.

. Vi pham Chinh sach phai dugc ghi nhan, danh gia va xur ly theo quy dinh ndi

b va phéap luét ap dung.

Piéu 11. Hiéu hye va ciip nhit, thay ddi Chinh sich

1.

Chinh sach c6 hiéu luc tir ngay 11/08/2026 va dugc cong khai theo hinh thirc
phu hop.

2. Chinh séch ¢6 thé dugc sira dbi, bo sung hozic cap nhat dé phu hop véi quy

dinh phap luét, yéu cau van hanh hoéc thay doi cua dich vuy.

3. Phién ban stra doi, bd sung c6 hi¢u luc ké tir thoi diém dugc cong bo, trir

truong hop ¢é quy dinh khac.

4, Néu cé cau hoi hodc yéu cau lién quan den Chinh sach, khach hang c6 thé

lién hé:

CONG TY TNHH IT-COMMUNICATIONS VIET NAM

Tru s& chinh: Tang 10 va tang 11 Tda nha van phong Thuy loi 4, 102 Nguyén
Xi, Phuong Binh Thanh, Tp. H5 Chi Minh, Viét Nam

S6 dién thoai: 028 6291 3321
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Article 1. Purpose

This policy establishes the principles for conducting consultation, customer
service, and telemarketing calls to:

« Comply with applicable laws;

o Protect the legitimate rights and interests of customers;

« Ensure that contact activities are conducted transparently and under control;
« Protect the reputation of enterprise clients and the Call Center;

« Establish mechanisms for recording, managing, and storing evidence of
customer consent,

Article 2. Scope of Application
This policy applies to:
« All employees, collaborators, and personnel participating in calling activities;

« Subcontractors or partners assigned to conduct calls on behalf of the Call
Center;

« All calling campaigns assigned by enterprise clients;

« Activities related to receiving, confirming, managing, updating, and storing
customer consent information regarding calling activities.

Article 3. Principles of Calling

» Only make calls according to the customer list provided or approved by the
enterprise client.

» Do not call customers who are restricted from being contacted by law or by
the enterprise client's request.

« Do not arbitrarily collect, sell, exchange, or use customer data outside the
assigned scope.

« Do not use customer data for personal purposes or other campaigns.

« Only make consultation or advertising calls between 08:00 and 17:00, unless
the customer has provided consent.
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« Only call customers who have consented to receive consultation or advertising
calls.

« Only make consultation or advertising calls between 17:00 and 20:00 when
the customer has explicitly consented.

o Only make follow-up calls when the customer does not answer the first call,
provided they have consented to receive follow-up contact.

» All requests to opt-out, withdraw consent, or stop contact must be recorded
and processed promptly.

« Cease advertising calls immediately upon receiving a valid opt-out request
from the customer.

« Customer consent can be expressed in forms such as: written document, email,
text message, checkbox, direct verbal consent during a call, or other legal
forms. Consent is entirely voluntary, and customers have the right to withdraw
it at any time.

« Advertising content must comply with advertising laws.

o Staff must introduce their full name, the Call Center name, and the enterprise
client they are representing.

« Matters not covered by this Policy shall be governed by the Government’s
Decree No. 91/2020/ND-CP dated August 14, 2020, the Law on Advertising,
and other relevant laws.

Article 4. Rights and Obligations of Customers 1. Customer Rights:

« To be informed of the purpose, content, and scope of consultation, customer
service, or marketing calls.

« To choose whether to consent to receiving consultation or advertising calls.
« To choose whether to consent to receiving calls between 17:00 and 20:00.

« To choose whether to consent to follow-up calls if they do not answer the first
call.

« To refuse calls, request termination of contact, withdraw consent at any time,
or file complaints as per the law.




« To request the recording and management of their consent within legal limits.
2. Customer Obligations:

o To provide accurate, complete, and updated information when registering for
consultation or providing contact information.

o To proactively notify the company of any changes to phone numbers or
contact details, or when they no longer wish to receive calls.

o To confirm that their consent is provided voluntarily and can be
recorded/stored as evidence in accordance with law and this Policy.

« To confirm that consent for calls after 17:00 applies strictly to the 17:00-20:00
period and does not automatically include other time slots.

o To confirm that consent for follow-up calls allows the Call Center to make
reasonable attempts to continue the consultation, customer service, or
advertising content already registered.

Article 5. Managing and Recording Customer Consent

1. Consent must be recorded for each necessary item, including at minimum: (i)
consent to receive consultation/advertising calls; (ii) consent to receive calls
between 17:00 and 20:00 (if applicable); and (iii) consent to receive follow-
up calls if the first call is unanswered (if applicable).

2. Consent evidence/profile includes: (i) Phone number or relevant identifier; (ii)
Consent content; (ii1) Time of recording consent; (iv) Source of consent; and
history of withdrawal or changes.

3. The Call Center is responsible for managing and storing consent evidence
according to legal and internal requirements.

4. When a customer withdraws consent or refuses calls, the status must be
updated immediately to prevent further calls within the scope of the refusal.

Article 6. Complaints, Refusal, and Withdrawal of Consent

1. Customers have the right to complain or refuse calls through channels
published by the Call Center.



2. Upon receiving an opt-out or withdrawal request, staff must record it
according to the procedure and forward the information to the responsible
department for system updates.

3. Subsequent calls within the refusal scope must be halted once the refusal
status is validly recorded.

4. In case of complaints, staff must record them according to the procedure and
forward the information to the responsible department for resolution.

Article 7. Call Recording, Security, and Storage

l. Calls are recorded/logged to ensure quality, prove call execution, confirm
consent, resolve complaints, and prevent/handle disputes, in accordance with
data protection laws.

2. Only authorized personnel with legitimate work requirements may access call
data, recordings, and consent records.

3. Data and records must be protected against unauthorized use, disclosure,
alteration, or loss.

4. Disclosure of data to third parties or state agencies shall only occur based on
legal grounds or valid requests.

5. Records are kept for the period necessary under law and internal regulations.
Article 8. Prohibited Actions

1. Calling outside of the approved list.

Calling after the customer has refused or withdrawn consent.

Calling between 17:00 and 20:00 without customer consent.

@ b2

Making follow-up calls without customer consent when the first call was
unanswered.

n

. Unauthorized provision, sale, or exchange of customer data.

6. Arbitrarily altering, deleting, or falsifying consent records, call history, or
related logs.

Article 9. Scripts and Call Content

I. Staff must only use approved scripts and content.
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. Do not arbitrarily supplement or alter information regarding products,
services, prices, benefits, obligations, or programs of the enterprise client.

. Any changes to scripts or campaign content must be approved before
implementation.

Article 10. Management Responsibility
. The Operations Department monitors calling activities and policy compliance.

. The Compliance Department inspects policy implementation and coordinates
risk handling.

. The Project Manager coordinates with enterprise clients for campaign
deployment, complaint resolution, and other issues.

. Relevant departments must ensure access control based on the "need-to-
know" principle and minimum privileges.

. Policy violations must be recorded, evaluated, and handled according to
internal regulations and applicable laws.

Article 11. Validity, Updates, and Changes
. This policy is effective from August 11, 2026, and is publicized accordingly.

. This policy may be amended, supplemented, or updated to align with laws,
operational requirements, or service changes.

. Amended/supplemented versions take effect from the date of announcement,
unless otherwise specified.

. For questions or requests regarding this Policy, please contact:
IT-COMMUNICATIONS VIETNAM CO., LTD

Head Office: 10th and 11th Floor, Thuy Loi 4 Building, 102 Nguyen Xi, Ward
26, Binh Thanh District, Ho Chi Minh City, Vietnam.

Tel: 028 6291 3321
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