I.

POI TUQNG AP DUNG VA MUC PiCH CUA THOA THUAN

Thoa thuén nay dua ra nhitng nguyén tic chung trong hoat dong ciia ngudi dung dich vy

ciia VEGA GAME nham dinh huéng cac hoat dong ctia ban dugc phu hop véi cac quy dinh cua

phap luat va cac quy chuan dao dtrc xa hoi. Bang céach chi rd quyén va nghia vy ctia ban sir dung

dich vu cia VEGA GAME ciing nhu quyén va nghia vu ctia nha cung cp dich vu — Cong ty C6
phan tro choi Vega (Sau day goi tit i VEGA GAME).

Céc quy dinh nay dugc diang tai cong khai va s& tao thanh day du thoa thuan gitta ban véi

VEGA GAME. Do d6, ban phai chic chin rang minh di doc, hiéu va dong ¥ véi tit ca cac diéu

khoan va diéu kién ma chung t61 dua ra dudi day trude khi sir dung dich vu cia VEGA GAME.

Trong truong hop cod bét cur sai pham hoac tranh chép nao phat sinh tir viéc ban khong thyce hién

ding va du céc thdéa thuan dudi day, ban phai chiu hoan toan trach nhiém trude ching toi, bén

thr ba c6 quyén loi lién quan hodc truéc phap luét trong nhiing trudng hop ma co quan nha nude

c6 tham quyén yéu cau.

I1.

CAC PIEU KHOAN CO BAN
V& tai khoan str dung (account): Khi ding ky tai khoan, ban cung cp diy du, chinh xac

thong tin vé ho tén, tudi, dia chi lién lac, thong tin chung thyc l1a giéy to tuy than, Email
dang ky tai khodn, S6 dién thoai bao vé tai khoan, Cau hoi va cau tra 101 bao mat va chiu
trach nhiém céc thong tin ma ban cung cp. Ban c6 thé ding ky tai khoan lién két dé st
dung viéc dang nhép tai khoan VEGA ID.Néu phat sinh rui ro trong qué trinh sir dung,
VEGA GAME cin cir vao nhitng thong tin ban cung cip dé tiép nhan va giai quyét.
VEGA GAME chi tiép nhan va giai quyét nhimng truong hop dién dung, chinh xac va day
du nhitng thong tin quy dinh tai khoan 2 diéu nay. Nhirng trudng hop dién khong day du va
chinh xéc thong tin quy dinh tai khoan 2 diéu nay, ban s& khong nhan dugc bat ky su hd tro
nao tr VEGA GAME trong qua trinh sir dung va VEGA GAME s¢& khong chiu trach
nhiém giai quyét nhfmg tranh chép, riii ro phat sinh ddi véi tai khoan nay.. .,

Khi str dung san pham cia VEGA GAME, ban phai lya chon str dung san pham phu hop
v6i d6 tudi va chdp hanh nghiém chinh cac thoa thuén cia timg san phdm duoc ding cong

khai trén website cta san pham do.
Nguoi dung cé trach nhiém bdo mat thong tin tai khoan bao gom: Mat khau, so dién thoai

bao v¢ tai khoan, Thong tin chirng thuc, Email ding ky tai khoan, Cau hoi bi mat va tai
khoan lién két. Néu nhiing thong tin trén bi tiét 16 dudi bat ky hinh thirc ndo thi nguoi ding

phai chap nhan nhimg rui ro phat sinh. VEGA GAME A s& cin c(r vao nhing thong tin



I11.

hién c6 trong tai khoan dé lam cin ctr quyét dinh chi s¢ hitu tai khoan néu co tranh chap
va VEGA GAME s¢ khong chiu trach nhiém vé moi ton that phat sinh. Thong tin chimg
thuc dang ky trong tai khoan 1a thong tin quan trong nhat dé chirng minh chu s¢ hitu tai

khoan.
CAC HANH VI NGHIEM CAM KHI SU DUNG DICH VU
Nghiém cAm tiét 10 bi mat nha nudc, bi mat quan sy, an ninh, kinh té, ddi ngoai va nhiing

bi mat khac do phap luat quy dinh.
Nghiém cim dang tai nhitng thong tin chéng phd Nha nudc Cong hoa xa hoi chi nghia

Viét Nam; gdy anh huong dén an ninh qudc gia, trat tu, an toan xa hi; pha hoai khoi dai
doan két toan dan; tuyén truyén chién tranh xam luoc, khiing bo; gay han thii, mau thuin
gifra cac dan toc, sac tdc, ton gido;

Nghiém cam tuyén truyén, kich dong bao luc, dam 6, doi truy, tdi &c, t€ nan xa hoi, mé tin

di doan, pha hoai thuan phong, my tuc cua dan tdc.
Tuyét doi khong ban luén vé cac van de chinh tri trong cac phuong tién truyén thong cta

VEGA GAME.
Nghiém cim cén tro trai phap ludt, gay rdi, pha hoai hé théng may chu tén mién qudc gia,

hé thong thiét bi cung cap dich vu Internet va thong tin trén mang; can trg viée truy cap

thong tin va sir dung céc dich vu hop phap trén Interrnet ctia to chire, ¢ nhan
Nghiém cam quang ba, tuyén truyén, mua ban hang hod, dich vu bi cadm; truyén ba tac

phém bao chi, van hoc, ngh¢ thuat, xuét ban phém bi cAm.
Nghiém cam dang tai thong tin xuyén tac, vu khong, xtic pham uy tin cta t6 chtrc, danh du

va nhan pham cua cé nhan.
Nghiém cam stir dung trai phép mat khau, khoa mat ma cta céc to chirc, ca nhan, thong tin

riéng, thong tin cd nhan va tai nguyén Internet.
Nghiém cam gid mao t6 chuc, ca nhan va phat tan thong tin gid mao, thong tin sai sy that

trén mang xam hai dén quyén va lgi ich hgp phap cua t6 chure, ca nhan.
Nghiém cam tao duong dan trai phép doi voi tén mién cua to chire, cad nhan. Khai tao, cai

dit, phat tan cac phan mém doc hai, vi rat may tinh; xAm nhap trai phép, chiém quyén diéu

khién hé théng thong tin, tao 14p cong cu tan cong trén Internet.
Tuyét doi khong dugc c6 bat ky hanh vi nao nham dang nhép trai phép hodc tim cach dang

nhap trai phép hoic giy thiét hai cho hé théng may chii cia VEGA GAME.
Nghiém cam vi¢c phat tan, truyén ba hay c¢6 vii cho bat ky hoat dong nao nham can thi¢p,

pha hoai hay xam nhap vao dit liéu cta san pham cung cap hoac h¢ thong may chu cua

VEGA GAME.



IV.

Tuyét di khong sir dung bat ky chuwong trinh, céng cu hay hinh thirc nao khac dé can thiép

vao san phdm cia VEGA GAME.
Khong chip nhan viéc mua ban tai khoan VEGA ID bang tién that.
Khong ¢ nhitng hanh vi, thai d6 1am ton hai dén uy tin cac san phadm cia VEGA GAME

hoic VEGA GAME duéi bat ky hinh thirc hodc phwong thirc nio..
Tuyét d6i nghiém cam viéc xtic pham, nhao bang ngudi khac dudi bat ky hinh thirc nao

(nhao bang, ché bai, ky thi ton gido, gidi tinh, sc toc.. ).
Khi giao ti€p vdi nguoi choi khac, ban khong duoc quay roi, chui boi, lam phién hay cé

bat ky hanh vi thiéu vin hoa nao ddi véi ngudi choi khac.

Nghiém cam quang ba bat ky san pham khong phai cia VEGA GAME duéi bat ky hinh
thirc nao trén cac kénh truyén thong cia VEGA GAME. Ddi voi viée gui, truyén bat ky
thong diép nao mang tinh quang cao, moi goi, thu day truyén, co hoi dau tu trén san phdm

ctia VEGA GAME phai c6 su dong y bang vin ban cia VEGA GAME.
Nghiém cam t6 chuc cac hinh thic cé cugc, co bac hodc cac thoa thudn lién quan dén tién,

hién vat.
Nghiém cidm moi hanh vi pha hoai san phdm cia VEGA GAME du6i moi hinh thirc.
Moi thong tin ca nhin cua khach hang s& duoc chung toi bao mat, khong tiét 16 ra ngoai.

Chung t6i khong ban hay trao d6i nhirng thong tin ndy véi bat ky mot bén tht ba nao khac.
Tuy nhién, trong trudng hop co quan chirc ning yéu cau, chiing toi s& budc phai cung cap

nhiing thong tin nay cho céc co quan chuc nang.
Trong trudong hop ngung dich vu cung cap trd choi, chung toi s€ thong bao cho nguoi choi

trude 03 thang ké tir ngay xac dinh ngimg dich vu cung cap trd choi va ap dung quy dinh
hd trg cho nguoi choi nhu sau: Vié ¢ hd tro chi 4p dung cho nguoi choi da dung Vxu quy
d6i thanh cong cy thanh toan trong trd choi lan cudi trong vong 03 thang lién ké trudc khi
c6 thong bao dong tro choi. Hoan lai Vxu theo cach thure xac dinh ¢ trén vao tai khoan cua
khach hang trén cong tro choi cta chung t6i dé khach hang c6 thé choi cac tro choi khac.
Néu khach hang chi choi c6 mot trd choi dimg dich vu va theo yéu cau cua khach hang,
ching toi s& quy ra tién ma t va chuyén tra khach hang. (Chi tiét va vi du cu thé dugc néu
trong phan Hudng din ngudi choi méi trén website va fanpage cia tro choi. Va trong vin
ban nay, muc nay s& duoc néu rd trong muc: Phuong an bao dam chat luong dich vy, bao

dam an toan hé théng khi ¢6 su cb xay ra).
GIAI QUYET KHIEU NAL



e VEGA GAME s& cin ct ting trudng hop cu thé dé c6 phuong an giai quyét cho phu hop.
Khi thuc hién quyén khiéu nai, nguoi khiéu nai co nghia vu cung cép cac giéy to, be‘ing
chimg, can cr ¢6 lién quan dén viéc khiéu nai va phai chiu trach nhiém vé ndi dung khiéu

nai, gidy to, bang chimg, can ctr do minh cung cip theo quy dinh phép lut.

e VEGA GAME chi hd tro, giai quyét khiéu nai, td cao cia Ngudi St Dung trong trudng
hop ban di ghi day du, trung thuc va chinh xéac thong tin khi dang ky tai khoan.

® (Cac budc tiep nhan va xir ly khieu nai nhw sau:

Budc 1: Tiep nhan yéu cau
Tiép nha n khiu nai qua c4c hinh thirc sau:

- Sb dién thoai hd tro/cham séc khach hang: 1900545482 - nhanh 2 (Tir 8h30 dén
22h00), 0982805870 (Tir 22h00 dén 24h va T7, CN)

- Vin ban: Cong ty C6 phén tro choi Vega — Tang 3 tda nha Hoa Binh, s6 106
duong Hoang Qudc Viét, Nghia Do, Cau Gidy, Ha Noi

- Email: hotrogame@vega.com.vn, www.hotro.gaba.vn

Buwéc 2. Phén tich khiéu nai

- DOoi voi céac khicu nai tryc ti€p hodc qua dién thoai ma cd du thong tin, co6 thé giai

quyét duoc ngay: tra 11 khiéu nai khach hang ngay;

- Pbi voi khiéu nai chura du thong tin hodc khong thé giai quyét duoc ngay thi thuc

hién:
- Gui mail hodc goi dién truc ti€p hoi am khiéu nai dé xin thém thong tin

- Chuyén khiéu nai cho bd phan/don vi chil tri giai quyét khiéu nai.

e Thoi han giai quyét khiéu nai:



Thoi han giai quyét khiéu nai t6i da khong qua 7 ngay lam viéc (khong tinh ngay

nghi va ngay 18) ké tir khi nhan duoc yéu cau khiéu nai ciia khach hang.
¢ Thoi hiéu khiéu nai:

- Vé thé nap 1a khong qua mét (01) thang ké tir ngdy nap thé vao tro choi

- V& chi tiéu chat lugng dich vu va cac vi pham khac 1a ba (03) thang ké tir ngay sir

dung dich vu hoac xay ra vi pham.

e Dbi véi tranh chip giita nguoi sit dung dich vu v6i nhau, c6 thé VEGA GAME sé giri
thong tin lién hé cho cac d6i twong tranh chap dé cac bén tu giai quyét hoic VEGA
GAME s& cin ctr vao tinh hinh thuc té dé giai quyét. Theo d6, VEGA GAME sé& bao vé
quyén loi toi da c6 thé cho ngudi st dung dich vu hop phap va chinh dang.

e Nguoi su dung dich vu déng v bao v¢, bdi hoan va loai trit VEGA GAME khoi nhitng
nghia vu phap 1y, t6 tung, ton that, chi phi bao gdm nhung khong gidi han an phi, chi phi
luat su, chuyén gia tu van co lién quan dén viéc giai quyét hodc phat sinh tir sy vi pham

cua Nguoi sir dung dich vu trong qua trinh st dung dich vu cuia VEGA GAME.

V. THU THAP THONG TIN CA NHAN
1. Thu thap va xir ly cac dir li€éu ca nhan ctia ngwoi sir dung dich vu

VEGA GAME chi thu thap céc thong tin ca nhan ctua ban theo dung quy dinh cua phép
luat. Céc thong tin ma _VEGA GAME n thu thap bao gém: Ho tén that, tudi, dia chi, s6 ching

minh thu nhan dén, sb dién thoai va/hodc dia chi hom thu dién tir ciia ban.

Ngoai ra, VEGA GAME ciing thu thap thong tin vé qua trinh st dung cua ban nhu: lich sir
truy cap nhiam phuc vu cho viéc truy nguge hanh vi clia ngudi sir dung trong nhiing trudng hop
can thiét theo quy dinh cta phép luat.

VEGA GAME dam bao cac thong tin dugc thu thap ctia ban dugc sir dung theo ding cac
diéu khoan cua thoa thuin nay va theo quy dinh cta phap luat

VEGA GAME s¢& yéu ciu ban cung cip cac thong tin ca nhan khi tao tai khoan va cac
thong tin nay s& khong bi tiét 16 trir khi c6 yéu cau cta co quan cd thAm quyén. Cac thong tin cia

ban chi dugc dung dé:


http://chacha.vn/

Gi6i thiéu vé dich vy, tinh nang mai cua website VEGA GAME, cham s6c Khach hang;
Quan ly viéc dang tai, binh luan ctia ban tréen VEGA GAME;

Giai quyét cac thac mic hay khiéu nai phat sinh khi ban st dung dich vu VEGA GAME;
Ngén chan nhitng hoat dong vi pham phép luat tai website VEGA GAME.

Thoi gian luu trir thong tin: 02 ndm

Pham vi str dung: chi str dung céc thong tin dugc ban dang ky va/hodc cap nhat trén
website VEGA GAME, khong str dung céc thong tin do ban dua trén cac phuong tién,

cong cu khac.

Nhitng d6i twong co thé tiép nhan thong tin di thu thap bao gdm:

Don vi chu quan website VEGA GAME.

Co quan nha nudc c6 tham quyén khi c6 yéu cau cu thé

Chinh sach bao vé cac thong tin ca nhan ctia ngudi sit dung dich vu

Thong tin ¢4 nhan cua ban trén VEGA GAME sé dugc luu trit trén co so dir li¢u va dugce
sao chép lai dinh ky, hé thong sé& tién hanh ma héa dbi véi cac thong tin nhay cam dé dam
bao cac thong tin nay dugc bao mat. VEGA GAME cam két bao mat tuyét ddi theo chinh
sach bao vé thong tin ca nhan cia VEGA GAME. Vi¢e thu thap va stir dung thong tin cia
ban chi dugc thuc hién khi c¢6 sy ddng ¥ ctia ban trir nhitng trudng hop phép luat ¢ quy
dinh khac;

Khong st dung, khéng chuyén giao, cung cap hay tiét 16 cho bén thir 3 nao vé thong tin ca

nhan cta ban khi khong c6 sy dong ¥ tir ban;



e Trong trudng hop may chii luu trit thong tin bi hacker tdn cong dan dén mat mat dit liéu ca
nhan ban, VEGA GAME sg c¢6 trach nhiém thong bdo vu viéc cho co quan chtrc ndng

diéu tra xur 1y kip thoi va thong bao cho ban duoc biét;

e VEGA GAME khéng thé chiu trach nhiém trong trudng hop o su truy cap trai phép

thong tin ca nhan cua ban, nhu cac truong hop ban tu ¥ chia sé thong tin voi ngudi khac.



	Bước 1: Tiếp nhận yêu cầu
	Bước 2. Phân tích khiếu nại

