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Phan I. TONG QUAN VE THU HOI CONG NO
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|. Ban chat cua cac khoan no

|1. Cong viéc thu hoi no
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. BAN CHAT CUA
CAC KHOAN NO

3. No quéa

1. Khal niém 2. Can cu han va
chung xac dinh cac nguyén
khoan ng nhan no qua
han
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1. Khai niém chung

La nghfa vu tra tién hodc tai san cla td chutc,
ca nhan nay phai trd cho td chirc, cad nhan
khac.
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HB hoac thoa thuan gilra
cac bén

Ban an, quyét dinh cua co
quan nha nuwéc c6 tham
guyén

Hanh vi phap |y don
phuwong lam phat snh
nghia vu tra no.

Can ct khac...
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HB hoac thoa thuén giira cac bén

Pa cung cap hang hoda,
dich vu nhwng Kkhéach
hang khong thanh toan
tién

1. Hop dong

mua ban hang

hoa, dich vu: P3 nhan tam (ng cla

khach hang nhwng khong
cung cap hang hoa, dich
vu theo nhu thda thuan
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Pén han khoéng tra
tien goc hoac Ilai,
khong tra lai tai san

2. Hop doéng vay
tien hoac thué,
muon tali san

thué, mwon
3. Hop doéng gui Khi can, dén han
gilr tién, tai san khong tra lai tién, tai
san hoac lam mat
4. HD hoac thoa Khoéng chuyén tién,
thuan nho chuyén tai sdn cho nguoi
tién, tai san cho th* ba va ciing
nguoi thir ba khong tra lai cho
nguoi nho chuyén
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Nguwol lao dong khong
lam viéc theo thoi gian
thoa thuan sau khi dao
tao> Hoan lai tién dao
tao.

5. Hop doéng lao
dong: Co thoa thuan
ho tro dao tao va
cam két thoi gian
lam viéc toi thiéu sau
dao tao

Nhan vién cong ty nhan

tien, tai san cla KH
thu/nhan hé  tien nhuwng khong giao cho
hodc tai san nhung congly. e
khong tra cho chi Nguot than nhan  ho
s& hiru. tién, tai san khong tra
cho chu s& hiru

6. Thoa  thuéan

HOC VIEN DOANH NHAN INCIP
I. 'C I|D .24.#463- Poi Can, Ba Dinh, Ha Noi

@ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn

ess academy
Ncmg tam doanh tri




Hanh vi phap ly don phwong lam phat sinh nghia
vu tra no, can ct khac...

1. Hra thudng

2. Trang thudng: Lo to, x0 so

3. Boi thuwong thiét hai do gay ratai nan, thiét hai
cho nguoi khac

4. Khuyén mai

5. Thira ké

Néng tam doanh tri




3. No qua han va nguyén nhan ng qua han

No qua han lagi?

La khoan no chuwa duoc khach ng thanh toan cho
chu no khi da quéa thoi han phai thanh toan theo
thoa thuan gilra chu no va khach no hoac da qua
thoi han phai thanh toan theo quyét dinh cua co

quan nha nuédc cd tham quyeén. F
\

A
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Nguyén nhan phat sinh cac khoan no qua han

- Khach ng mong mubn tra no nhung khéng co
kh& nang tra ng (Khong co tién, tai san).

- Khach ng ¢é tinh chay | khdng thanh toan (Cé
tién, tai san nhung cé tinh khéng tra no)

- Khach ng va chd ng c6 vwdng mac vé quyén
va nghta vu cua cac bén.

Khach no lra ddo/lam dung tin nhiém chiém

N\ N\
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1. Thu hoi no la gi?

2. 'Y nghia cla viéc thu hdi no

3. HO so thu hoi no

4. NOi dung thu hoi no

5. Nguei phu trach thu hoi no

6. Lam gi dé hoat dong thu no
dat hiéu qua
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1. Thu héi no lagi?

La yéu cau khach no thanh toan cho chu no
cac khoan tién, tai san dén han/qua han ma
khach ng phai tra cho chu ng theo HP hoac
thoa thuan gitra chu no va khach no hoac
theo QP clia co quan NN cé tham quyén
hoac do hanh vi phap |y don phuong
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2. Y nghfa cla viéc thu hoi ng?

- Pam bao su lanh manh vé tai chinh cuia
doanh nghiép, ca nhan.

- Pam bao lgi nhuan cua Doanh nghiép,
ca nhan.

- Pbam bao tinh chuyén nghiép, nghiém
tduc, lanh manh trong hoat dong kinh

doanh
- Quyét dinh sy séng con cha DN, ca
nhan.
llN'Cll | B HOC VIEN DOANH NHAN INCIP
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Pha san (hay con goi binh dan la sap tiém) la tinh trang
mot hay khé khin vé tai chinh, bi thua 16 hodc thanh ly xi nghiép
khong dam bao du thanh toan tong sé cac khoan no dén han. Khi do, téa an hay mot co
quan tai phan cé tham quyén sé tuyén bd cong ty hay xi nghiép doé bi pha san. Co6 hai
loai pha san: va pha san gian lan. Pha san don la khi ngwdi chd cong ty bét
can, thi€u tinh toan, quan ly toi, vay mwon tuy tién, ké toan khong minh bach, khéng
ton trong nhirng nghta vu da cam két, khong khai béao cho toa an hay co quan cé tham
guyén vé tinh hinh ngirng chi tra theo diing thai han luat phap quy dinh. Pha san gian
lan |a khi nguoi chd cong ty c0 y gian tra trong ké toan, che gidu bét tai san no, khai
tang tai san co. Pha san gian lan bi phat nang hon pha san hon.

Viéc pha san co thé do chl cong ty tw ndp don xin pha san, hay do mot hodc nhiéu chu
ng ¢6 don yéu cau. Tai san, tién von clia cong ty c6 thé dwoc mang ban dau gia dé thanh
toan ng. M0t s6 qudbc gia, ca nhan cling c6 quyén tuyén bd pha san.

Piém b, khoan 4, Diéu 15 ctia Luat pha san thi doanh nghiép pha san
khi “mat kh& nang thanh toan cac khoan no dén han.
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10 nguyén ngan dan dén pha san doanh nghiép: Doanh nghiép bi xu
no
Nhiéu doanh nghiép coi viéc bi xu ng la kho biét trwdc va khé ma tranh
dugc. Biéu do hoan toan khéng dang vi phan Ién cdc moén ng bi mat
déu co6 nguyén nhan tr mot quyét dinh sai lam cta doanh nghiép.
Chang han doanh nghiép khdng thu thap du théng tin can thiét vé khach
hang, doanh nghiép bd qua 1o khuyén céo tir trudc, van tiép tuc cung
(rng hang khi khach hang van con no cii ton dong. Dac biét voi nhirng
khach hang méi va véi nhitng thwong vu Ién can phai cé nhirng bién
phap an toan hay phong ngtra. Cac doanh nghiép it bi xu n¢ vi rat quan
tam dén kha nang tai chinh cla khach hang. Ho san sang tir chGi mét
hop dong kinh doanh khi thay nghi ngd hoac rui ro mat no la qua Ion.
Cac doanh nghiép dang c6 khd khin vé kinh doanh, doanh thu thwong dé
dai tiép nhan cac hop dong. Chinh sw dé dai, coi thwdng nay cé thé dan
dén bi mat ng va tre¢ thanh mot ca don quyét dinh gay nén pha san.




3. HO so thu hoi ng

- Hop déng hoac giay to co gia tri twong duong
chirng minh quyén doi ng hoac bang ghi am, ghi
hinh...

- Giay to chirng minh chu no da hoan thanh
nghia vu khac truéc khi phéat sinh quyén doi no.

- Cacvan ban xac nhan no gitra hai bén (néu co).

- Céc thu tir, van ban trao doi gitka chi no va
khach no lién quan dén khoan no can thu hoi.
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4. NOi dung thu hoi ng

- Xac dinh gia tri khoan ng, dén doc khéch
no tra no, thu no

- Lién hé, lam viéc v&i to chirc hoac ca nhan
co lién quan dé thu ng

- Quy trinh thu hoi no va cac bién phap ap
dung trong quatrinh thu hoi ng

INCIDP HOC VIEN DOANH NHAN INCIP

_ 24/463 Doi Can, Ba Dinh, Ha Nbi
Business academy

Néng tém doanh tri @ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn




5. Nguwoi phu trach thu hoi no
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Vai tro cua nguoi phu trach thu hoéi no

Tao su thién chi tra no cua khach no

Thuc day quatrinh thanh toan no ctia khach
no

Tao hinh anh chuyén nghiép (tot dep) cua chu
no

Quyét dinh kha& nang thanh cong cua viéc thu
hoi ng

INCHIDP HOC VIEN DOANH NHAN INCIP
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Can nhac nguti phu trach thu hdi ng?

Nén lra chon nguoi truc tiép lam
viéc vOl khach ng trudc do
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Tal san?

Hiéu ro vé ho so vu viéc va khodn no can thu hoi
- Khoéng mat thoi gian nghién ctru ho so

Hiéu rdo vé khach no: Tam ly, tinh cach, thoi
quen, s& thich... 2 Khoéng mat thoi gian tim hiéu
vé khach ng = Hiéu qua cao hon

Tranh cho khach ng cdé cam giac bi ép budc, gay
ap luwc, truy no... khi nguoi thu ng khéng phai
la nguoi thwong xuyén twong tac.
Chi ap dung trong giai doan dam phan, thuong
lwvong.
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Thai do can c6 cua ngudi phu trach thu hoéi no

= Tich cwc: xac dinh viéc cua DN nhw cdng viéc
cta chinh minh. Thu hoi no dem lai quyén loi
truc tiép cho nguoi thu hoi no

= Thién chi: Xac dinh viéc thu héi ng la modt cong
viéc nghiém tuc, quan trong chir khéng phai la
bi “ép” dé thu no. Khong thuc hién cong viéc
mot cach mién cudng.

= Lang nghe

= Kién tri, nhan nai

= Khéoléo
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Kién thirc

Hiéu va nam rd vé toan bd ho so lién quan dén
khoan ng can thu hoi

Hiéu rdé vé khach no va nguoi dai dién cla
khach no

Co kién thire vé phap luat, kinh té...

C6 da “ban Iinh” dé tvong tac voi khach no.
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Tim hiéu k¥, danh gia ho so thu
hoi no.

Tim hiéu k{ vé khach no truéc khi
tién hanh cac cach thirc thu hoéi ng

6. Lamgi Thuc hién day da cac nghia vu cua
dé hoat chtl no déi voi khach no trong van

dong thu ban da ky
hoi no cé

i ) Lwra chon nguoi phu trach thu hoi
hiéu qua

ng phu hop

Lwa chon phuong phap, cach thirc
thu hoi ng phu hop cho tirng giai
doan
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Phan I1. BAM PHAN, THUONG LUONG
TRONG THU HOI NQ
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Bang moi gia ¢ gang thu héi ng thanh cong & Giai
doan thuwong lvgng, dam phan.

1. Tiét kiém tai chinh, thoi gian.

2. Gilr lai tinh cam véi khach no 2 ¢b co hoi tiép tuc cung
cap hang hoéa, dich vu cho khach no.

3. Tranh ton hai vé strc khée, tam ly, tinh than, tinh mang,
uy tin...

4. C6 thé thu hoi ng dbi voi cd truong hop khach no
khong c6 tai san, hé so thu hoi ng khéng cd can cw
phéap ly dé thu hoi bang bién phap phap ly...
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Céc buée chuan bi

Buwdc 1. Sap xép ho so, nghién ctu, danh gia ho so no

Budc 2. Tim kiém cac théng tin lién quan dén khoan
no

Budc 3. Tim raBIEM YEU cuia khach no

Budc 4. Xay dung ké hoach thu no

Buwdc 5. Thuwce hién ké hoach thu no

Budc 6. Banh gia, ghi nhan va xay dung ké hoach
tiép theo.

HOC VIEN DOANH NHAN INCIP
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Buwdc 1. Sap xép ho so, nghién ctu, danh gia ho so no
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e Dé dang tim kiém, tra ctu thong tin
lién quan dén khoan no

e Thuan tién trong viéc theo déi, kiém
travalap bao cao

|Céach thirc s&p xép:

e Sap xép ho so theo thir tw thoi gian

« Sap xép theo vu viéc/don hang/loai
hang hoa/dich vu

e Sap xép theo loai van ban...

| B HOC VIEN DOANH NHAN INCIP
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Y nghia: |

I\,Ighlen e Gillp cho can bd thu ng c6 cai nhin tong thé vé

CUu, ghl khoan no, khach no.

e Trén co s@ thong tin ghi nhan, can bd thu ng sé
danh gia vé tinh kha thi cta viéc thu héi ng =2

nhan
th@ng tin Phuong phap, cach thirc phu hop.

Théng tin can ghi nhan

» Thongtin vé khach no;

e Thoéngtin vé khoan no

e Quatrinh dén doc xtr ly (néu co);

e MOt s6 théng tin vé nhirng ngudi lién quan néu co.
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e Tim radiém manh, diém yéu clia ho so
e Xay dwng phwong an, cach thire xir ly pha hop

"Thong tin can ghi nhan:

e Panh gia cac co s, can cir phap ly ctia hé so x ly ng
(diém manh, diém yéu cta ho so, Truong hop ho so c6
tinh phap ly yéu nguoi phu trach thu ng can phai tim
cach khac phuc).

e Panh gia vé kha nang, thién chi trd no cta khach hang;

e Panh gia vé cac théng tin lién quan dén khach nog (théng
tin vé doi tac, théng tin vé cac hop dong, nganh nghé
khac ma khach no dang thuc hién, thdng tin vé nguoi
than...)
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HD, thoa thuan da ky hop
phap chua?

Panh gia diem manh, diém
yéu cua ho so

Khac phuc cac diém yéu cla
ho so

HQC VIEN DOANH NHAN INCIP
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-Vé hinh thirc ciia HD, thda thuan

+ Chu thé ky két HD, théa thuan (tham
quyen ky)

+ Hinh thirc cua giao dich...

HD, thoa - N&i dung ctia HD, thoa thuan

thuan da + HD, thda thuan co tréi PL hay khéng?
ky két hop + Noi thuc hién HD, thda thuan
JIEIEY, + Noi ky két HD, thoa thuan

chua? 3

- Ngoai nghia vu phat sinh theo HD, thoa
thuan theo luat thi khach ng con co
nghta vu gi nira khéng?

HOC VIEN DOANH NHAN INCIP
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Panh gia diem manh, diém
yéu cuia ho so

Piém manh la

gi? Piém yéu la gi?
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Khac phuc diém yéu ctia ho so:
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MOt s6 diém yéu co ban va cach khac phuc

1. Thoi hiéu khai kién thu hoi ng da hét.

2. Chwa co bién ban nghiém thu.

3. Nguoi dai dién cua chd no ky két Hop dong,
théa thuan chwa didng tham quyén

4. Chtl ng chi la ngudi dwgc muon tw cach dé giaoﬁ
két HD, thda thuan.

HOC VIEN DOANH NHAN INCIP
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5. Chu no chua thuc hién day du nghia vu
vO'l khach no.

6. Chu no va khach ng khéng giao két HD.

7. Khong rd rang vé khoan ng con lai cua
khach no.
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Budc 2: Tim hiéu théng tin vé khach no

Khéach no la ca Khéch no lato
nhan chirc
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Khach ng la ca nhan

Tu6i: dé xung ho cho phu hgp = Ton trong khéch no.

Tich cach: 6n hoa, néng ndy: dé giao ti€p cho phu hop

Tam ly, thd do hop tac: dé &p dung bién phap thu no pht hop:
+ C6 so mat danh du, uy tin khéng?
+ Hop tac hay thach thirc

Kha nang tra no:
+ Tai san ctia khach ng: bat dong san, tai khoan tai ngan hang, thu
nhap...
+ Tai san cia nguwoi than (nhw cha me, anh chi em...)
||M'C ||D HOC VIEN DOANH NHAN INCIP
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Khach no la ca nhan

| Nhirng sai pham, nhitrng diém yéu clia khach no, nguoi than ctia khéach
' no' lién quan hoac khong lién quan dén khoan ng (néu co).

Pién thoai, dia chi cu trd: dé lién hé, xac dinh tham quyén cla
Toaan, trong tai...

Nghé nghiép, noi lam viéc, vi tri cong tac: hiru ich trong
truvong hop s¢ mat danh du, uy tin

Nguoi lién quan: tac dong dé khach no thanh toan

HOC VIEN DOANH NHAN INCIP
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Khach ng latd chirc

Pia chi tru s&, dién thoai, van phong giao dich, chi nhanh: Bé lién
hé, gri thu, xac dinh tham quyén ctia Toa an, cong an

Nguoi dai dién theo phap luat, nguwoi dwoc Uy quyén phu tréch
theo vu viéc: dé lién hé lam viéc

Co quan chd quan: dé yéu cau chi dao, tac dong thanh toan no

Kha nang tra ng: Tai san, tinh hinh kinh doanh, cung cap dich vu
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Khéach no lato chirc

Nhirng nguoi lién quan dén khach ng va nguoi dai dién ctia khéch
no.

Nhitng sai pham cua khach no/ngu¢i dai dién theo phap luat cua
khach no

Céc dbi tac quan trong clua khach no: hiru ich trong trueong hop
khach no s¢ mat danh dw, uy tin
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Céach thire tim kiém thong tin khach no:

- Goi dién thoal

- Gap g truc tiép

- Xac minh théng qua bén thr ba (do6i tac, nguoi
guen, nguoi than, dong nghiép, co quan chu
guan, bén bao dam...)

- Quainternet

- Caccachtim kiém khac
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Budc 3. TimraDIEM YEU cla khach no

- Khach no cé vi pham phap luat hinh sy hay
khong: Nhan hoi 16, kinh doanh tréai phap luat,
trén thué, Ira dao, lam dung tin nhiém, chiém
gilt bat hop phap tai san...

- Nguoi than cua khach no ¢6 vi pham phap luat
hay khéng? Viéc td cao xtr ly cd tac dong dén
khach no tra no khéng? (Sat ké hach hau)

INCIDP HOC VIEN DOANH NHAN INCIP
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Budc 4. Xay dung ké hoach thu ng

Cac buodc tien hanh thu hoi no. Dy liéu thoi
gian tdi da cho tirng buoc.

Duv liéu nguoi phu trach thu héi ng cho tirng
gial doan.

Du liéu khodn tién t6i thiéu can phai thu hoi ti
khach no.

Céch thirc tiép can voi khach no la nhirng cach
nao? Trién khai ra sao?

C6 str dung hang héa, dich vu ctia khach no dé
déi trv no duoc khdng? Bao nhiéu hang
héa, dich vu? Thoi diém nao thi thich hgp?
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Buwoc 5. Thuwce hién ké hoach thu no

'Thu’c hién nghiém tlc ké hoach thu hoi no da dat ra.
Tuy nhién, trong thuc té co6 thé linh hoat tuy theo dién
bién cua quatrinh thu hoi ng.

DT bat bién, irng van bién

Céac buac chi tiét sé chia sé & phan sau.
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Budc 6. Banh gia, ghi nhan va xay dung ké hoach tiép theo.

- Sau khi két thic méi budc, ngwoi phu trach
thu hoi ng can danh gia lai hiéu qua cua tirng
buédc, danh gia kha nang cé thé thu hoi duoc
no.

- Trén co s& dién bién cha quda trinh thu hoi no
truéc do, xay dwng lai ké hoach cho cac buéc
tiép theo néu qua trinh truéc d6 khéng dién ra

theo duv liéu ban dau. p
e
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Pbam phan, thvong lvgng- phwong phap tinh
cam

- NEGOTIATE
10

WIN - WIN
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Nguyén tac khi thue hién thu hdi no bang dam phan,
thwong lvong

. NQUOl thu hol ng Kneo Teo bien minh thanh nguoT ban
thén thiét, chan tinh, dang tin cay cua khach ng nhung

A
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2. Viéc thu hdi ng chl yéu bang tinh cam, danh thic su
tw trong, s s¥ dién, uy tin valong trac an clia khach no.

3. Tuyét doi khéng cé s xuc pham, de doa, gay sic ép
hodc c6 hanh vi khéac dé gy mat doan két véi khéach no

4. Lubn lubn bam dudi muc dich phai thu hoi duoc

khoan no va cac muc tiéu da dit ra.
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Chuan bi dam phan

Chuan bi vé ho so

Du liéu cac tinh hudng phan &rng
cua khach ng va cach trng pho

Muc tiéu dam phan, s6 tién toi
thiéu phai dat duoc

Chuén bi san cac bién ban lam
viéc, cam két tra no
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Chuan bi dam phan

| HO so vu viéc

« HP hodc gidy to cd gia tri twvong duwong

Ch uéin bl e Giay chirng minh chti ng da hoan thanh nghta vu
- " e VVan ban xac nhan no gitra hai bén
no so e Cac thu tir, van ban trao vé viéc tra no;

« Giay gi0¢i thiéu/Giay uy quyeén...
 Van ban khéac (néu cd)

HO so tai lieu nguwoi phu tréch thu hdi no soan thao san

Mau thuv doi no viét san

Bidu mau cam két tra no;

Bién ban lam viéc

Thoéng tin duv kién sé dang tai trén phuong tién
thong tin dai chung

« Bon (khoi kién, don t6 cao hanh vi VPPL, dé nghi
t&i cac co quan bao vé phéap luat).
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Chuan bi dam phan

Du liéu cac Du liéu chinh xac phan trng cua khach no gidp nguoi
phan tng clia phu trach thu hoi ng chi ddng va sé c6 cach thirc giao
khach no ti€p va rng pho phu hop, hiéu qua.
Tranh bi dong, tranh bi roi vao tinh trang mat binh
tinh, hodng s¢ dan dén (rng xr sai lam trong qua trinh
thu hoi no.
Pam bao su tv tin, ban Iinh cda nguoi phu trach thu
hoi no trwdc khach no.

Pam bao su tu tin, ban Iinh ctia nguwoi phu trach thu hoi
no truwdc khach no.

Chuén bi tai liéu, cong cu ho trg, nguoi tro gitip phu
hop
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Mot s6 phan (rng ctia khach no:

1. Khach no khéng hai long vé chat lvgng hang hoa,
dich vu.

- Lang nghe khéch no phan nan vé hang hda, dich vu,
co thé dwa ra loi xin 16i hoac cam két

- Nhe nhang giai thich cho khach no thay chat lvong
hang hoa va dich ma ho phan nan khong anh huwdng
dén nghia vu thanh toan no.

- CO thé giam gia hang hoa, dich vu khi thuc sw co 10i
trong viéc cung cap hang hoa, dich vu...
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2. Khach no thuc sw khéng biét nghta vu tra no.

Khach ng la nguwoi do nguoi khac muwon tw cach
dé ky két HD mua hang héa, dich vu.

\ 4
Giai thich cho ho biét vé viéc ho la nguoi chiu
trach nhiém tra ng, nguoi mwon tw cach khéng
hé lién quan.
Tw van cho ho c6 thé glri don raco quan NN c6
tham quyén dé gidi quyét néu cd dau hiéu
VPPL
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3. Khéch no doa td cao hanh vi doi no ciia nguoi phu trach

thu hoi no

- Mém modng, nhe nhang giai thich cho khach no vé
st hiéu lam trong qua trinh &rng xt, giao tiép. Co
thé xin 10i néu viéc ndi nang hoac cuw xr chuwa chuan
murc.

-N6i rd cho ho biét hau qua cua viéc vu khong:
Tréach nhiém hinh sw, dan sw... (Biéu 122 BLHYS).
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4. Khéach no cdtha dé con doé, dung vii lwc

(x4 hoi den)

- Thé hién thai do tw tin, khong so sét, cho ho
thay thai do san sang doi pho.

- Clr mot s6 nguei di cung, phwong tién can
thiét dé co thé tranh dwoc hau qua.

- Béo cho cong an dia phwong dé cé thé kip thoi
can thiep.
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5. Khach no thién chi tra no nhwng kho khan vé tai chinh

- Tw van cho khach ng cach thic tra no: Ban
hang hoa, dich vu, tai san...

- Tw van cho ho cach vay von Ngan hang dé co
thé duy tri va phéat trién hoat dong kinh
doanh

- Tim cach doi trir hang héa, dich vu ho dang
Kinh doanh
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Chuan bi dam phan

Phan loai Theo tudi tac

khach no
' Theo thai dd hop tac trong viéc tra ng

Theo thai dé véi hang héa/dich vu
Theo tinh cach khach no

‘ Theo nguyén nhan khong tra ng
Theo chl quan ctia khach no
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Chuan bi dam phan

v Ileﬁ,muc‘; teu Linh hoat giam I&i sudt, mién
SET [PINEIN, £ (el |&i sudt, cét lai “hoa hong” cho

to1 thiéu phai thu nguoi phu tréch

hoi ' '

Viéc giam tién goc va lai khoéng
nén dot ngdt ma tirng nac.
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Chuan bi dam phan

Chuén bi san cac mau xac nhan
no, cam két tra no...

Chuan bi cac
biéu mau.

Chuan thw doi ng, thu hen gap,
don t6 céo...

Chuan bi ho so khéi kién...

| B HOC VIEN DOANH NHAN INCIP
24/463 Poi Can, Ba Pinh, Ha Noi

INC

Business academy
Néng tam doanh tri

@ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn



Tiép xuc khach ng

| B HOC VIEN DOANH NHAN INCIP
24/463 Poi Can, Ba Pinh, Ha Noi

INC

Business academy

Néng tam doanh tri

@ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn




Tiép xuc khach ng

Goi dién Gui thw doi Pam phan
thoai no truc tiép
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Thoi gian goi?

-Trénh nhirng ngay dau thang am/duwong lich

M-Goi vao gio hanh chinh: Sang 9h00 — 11h00

Chiéu: 2h00 - 5h00

- Chuan bi ndi dung trao d6i, chudn bj day da tai liéu,
but, gidy to dé ghi chép qua trinh néi chuyén. C6 thé
ghi am!
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Giong noi: rd rang, mach lac (tron vanh rd tiéng), nhé
nhang, mém mong khdng nén vo vap qua cling khong
nén nghiém trong qua dé tao su thoai mé cho khéch

no

Str dung thém ca ngdn ngir co thé. Ludn gianh thé chi
dong trong cudc noi chuyén

Ngﬁn nglr str dung: lich s, nhanhan. Luu y: Ngay lan
dau tién khdng nén str dung tir “phai thanh toan” ma
thay bang tr “giap”.
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. Ngon ngir str dung nhe nhang,
Dung leter head trong sang, mach lac, ro rang.
(tieu dé thu): Vién dan chinh xac cac can cu
dé tao su trang yéu cau tra no,

trong/chuyén Pé nghi chinh xac sdé no phai

nghiép/lich suw tra: Goc va lai;

Pé nghi tra no trueéc moc thoi
gian nhat dinh;

Nén co sy ca ngoi vé khach no.
Gui kem theo HSIién quan

Tranh dé thu doi no gri dén khach no dau thang
am/duong lich
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Pam phan truc tiép

Noi1 gap go Hinh anh cua nguoi

dam phan phu trach thu ng Cacky nang
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Goi dién thoai hen gap/Gui
tin nhan xac nhan lai thoi
gian, dia diém gap dé khéach
no xac nhan (wu tién)

Céach thuc
thu xép
cuoc hen?

Gui thu/email xin cudc hen
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Noi & (cua chinh khach no, ho
hang, nguwoi bao lanh hoac

nhirng nguol khach no dang
lam VIEC

Noi lam viéc

v Nol hoc tap
Nén dé

khach ng R
tw lwa chon < Nol nghi ngoi

dia diém
Pia diém khéac
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Bao mat thong tin cho khach no.

2.  Gilr thé dién, uy tin, danh dv cho khach ng

Chi &p dung trong giai doan dam phan bang tinh cam
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Dién mao: Binh dac, an mac gon
gang, co cap dwng tai liéu

iNH ANK Tac phong: Bang hoang, luon gitr

NGUOI PHU thé chu dbong (khéng cot nha,
TRACH THU khéng ¢6 hanh vi nhin trom, hodc

O so hai...)

Giong néi va ngbn ngir str dung:
Giao tiép: rd rang, mach lac (tron
vanh rd tiéng), nhe nhang, mém
modng khong nén vo vap qua ciing

khéng nén nghiém trong quéa dé
| KRB\ tao sw thoali mai cho khach no

Business acaaq.
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Thai dd coi md, nhe nhang, chan tinh, danh vao

tinh cam va su tu trong cua khach no.

VD: Phai thrvong xuyén ca ngoi khach ng: Gilr
chir tin, trong danh dw, dang hoang... = Khoi
day long trac dn, danh vao uy tin, dao dtc...
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Trinh bay nhirng khé khan vé mat tai chinh cta
chd no néu nhv khach ng cham thanh toan no

VD: No lvong nhan vién, no tién nha cung rng, no
goc va lai ngan hang, no tién thué van phong,
thué nha, da dat coc phai phai cé tién dé ky HD
chinh thirc khong sé mat tién dat coc, dm dau,
bénh tat...

= Nhéac di nhac lai nhiéu lan va phai tao cho
khach no tin dé la sw that chir khong phai
dang “dién”.
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Tuyét doi khong nén nhac dén phap luat, khong
cO thal dd de doa... nhwng phai to rd tha do

cuong quyét va bang moi gia thu dwoc no. Tuy
nhién, trong giai doan nay phai CHOT duwoc viéc
thanh toan no ngay hoac cam két trd no cula
khach no.
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Cac ngon ngir thwong str dung

RA&t mong anh/chi GIUP em trudc ngay vi...

Em/toi biét la Anh/Chi khé khan nhung bén téi/em con
kho khan hon...

Anh/Chi hay c¢6 gang gitip d& em vi...

Néu ma em khong dat doanh s6 thi rat cé thé em phai
thoi viéc. Anh/Chi biét rang trinh dé nhu em dé tim dwoc
moét cong viéc tdét nhu nay khéng phai don gian...
Anh/Chi cd gang GIUP em...
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KY NANG THU HOI NO CUA NGUOI THAN

Poi tvong khach no:

- Anh, chi, em ruot;
- C0, di, chu, bac;
- Ban bé, dong nghiép;

bac thu khi doi ng?

- Ngai doi;

- Sg mat long;

- Hiéu biét rat r6 vé khach ng: Kha nang tra no, tai san,
tinh cach, nguoi than...
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|IN'C|I |D .24f463' Po6i Can, Ba Pinh, Ha Noi

Business academy
Néng tém doanh tri @ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn




Kha nang doi no

CV(') kha , Khoéng cé kha
nang tra no nang tra no
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K¥ nang thu héi ng

Tao ra tinh huéng phai str dung dén tién va khéo |éo
nhac no: Xay nha, mua déat, chira bénh, cho con di du
hoc, kinh doanh, ngudi than phai dung tién...: C6 thé
can sb tién nho hoac Ién hon so6 tién dang cho vay.

Poi trir hang héa, dich vu hoac tai san (néu biét c6 nhu
cau ban, doi).

Nho nguoi thir ba nhac hd vé nhirtng khé khan, vwéng
mac vé tai chinh ctia ban than...
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bam phan, thuvong lvong- phuong phap tac
dong bén thr ba

- NEGOTIATE
1O

At
||N'C|I |D HOC VIEN DOANH NHAN INCIP

24/463 Doi Can, Ba Dinh, Ha Noi
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Budc 2:  Nho tac dong cua bén thir ba

Al tac dong?

/

Nguol co uy Nguol co Nguol
tin doi voi anh huong khach no
doi voi Kinh
khach no trong/ton
tho

khach no

N D HOC VIEN DOANH NHAN INCIP
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1. Nguw&i nudi dudng: Ong, ba, cha me...

2. Nguoi day do: Thay co gido

3. Cap trén truc tiép: Co quan chu
quan/L &nh dao cap trén

4. Anh huong vé mat tdm linh: Thay boi,
thay cang, nhasuw, linh muc...

5. An nhan: Nguei da tirng ciu mang, giup
do khach no truéce day.
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6. Nguoi 1é thudc: Ngan hang, doi tac lam an,
guan churc...

7. Nguoi ton tho: Nguwoi yéu, ban tri Ky, than

twong...

8. Nguoi than: Anh chi em rudt, con cai, co di
chu bac, ban than...
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Viéc sir dung ngudi tac dong phai linh hoat, khéo
|€o, tuy twrng trurong hop ma lwa chon nguoi nao tac
dong cho phu hop.

Tuyét doi khéng dé cho khach no thiy rang nguoi
tac dong sé duoc “an chia” hay “hudng lgi” twr viéc

tac donag.

Viéc sir dung nguoi tac dong khong phu hop sé
khéng nhirng khong co hiéu qua ma con co tac dung
nguwoc = Cang kho dé thu hoi no.
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- Trong qué trinh dam phan, thvong lwong bang tinh
cam néu cd co hdi s dung hang héa va dich vu cua
khach no dé doéi trir cong no la xtr ly ngay = Khi sang
buwdc de doa, gay strc ép sé khong thé thuc hién dwoc
nira.

- Néu c6 co hdi mua tai san ctia khach no dé doi trw thi
tién hanh ngay. Ké ca tai sdn dé khach no ban gia cao
hon ma chi ng c6 thé tra thém phan chénh léch.

- Nhuwong bd voi khach no: Giam 1ai suéat, xéa lai suat,
giam tién no, cat lai % cho sau khi nhan dwoc tién...
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Két thuc giai doan dam phan, thuvong lwvgng va nho

nguol thr ba tac dong.

Tong két lai két Lén ké hoach chi
gua cua qua trinh tiet cho bu6c de
vira thwe hién: so doa, gay strc ép...

ng da thu hoi, kha
nang thu hoéi no
néu tiép tuc dam
phan thu duorc,
thal do cua khach
no
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bam phan, thuvong lvong- phwong phap gay

sirc ep
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PE DOA, GAY SUC EP

Pe doa vé phap ly

Pe doa vé mat thanh danh

Pe doa vé mat kinh té

HQC VIEN DOANH NHAN INCIP
IIM(CII ID .24!463- Doi Can, Ba Dinh, Ha Noi

Business academy
Néng tam doanh tri

@ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn



Khach ng

Pe doa vé phap ly

(Tham 0O, lwva dao, lam
dung tin nhiém chiém
doat tai san, kinh doanh
tra phép, tron thué,
chiém gilr trd phép tai
san, tham &...)

»

con...

Khai kién, phasan...

An phi, chi phi di lai, chi
phi toa an, luat sw, thi
hanh an...

Ké bién tai san, phong
toa tai khoan, tai san...

Nguoi than: Vo chong,
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Pe doa vé mat thanh danh, uy tin

GUri thv dén co quan lam viéc, co quan chu quan

Gri thu dén gia dinh, ho hang, ban be, déng
nghiép, doi tac lam an...

Mo0i co quan bao chi phan anh nhirng sai pham
cua khach ng trong qua trinh hoat dong, kinh
doanh...

GUri thr dén céac to chirc tin dung ma khach ng
dang vay no tai do...

HOC VIEN DOANH NHAN INCIP
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Pe doa vé mat kinh té

Yéu cau khach hang cua khéach ng dirng str dung
hang héa, dich vu khach ng dang cung cap.

GUi thu dén td chic tin dung yéu cau khoéng cho
dao ng, khong cho vay thi khach ng khong co kha
nang thanh toan...

GUi thuy dén do6i tac dé yéu cau dirng hop tac vi
khach no khong trung thuc, vi pham dao duec...

Yéu cau cac co quan Nha nwdéc cam hoac tam
dirng mot s6 hoat dong kinh doanh cua khach no
néu viéc kinh doanh c6 dau hiéu VPPL ...

Cham dit HPLD, satha...
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- Viéc de doa, gay strc ép phai thé duoc viéc tra
no la cach thire tot nhat va can thiét dé khach
no tranh nhirng hau qua Ién hon...

- Viéc de doa, gay strc ép phai thé hién thai do
cuong quyét, dirt khoat va sé hanh dong ngay
nhwng van gitr thai do lich su.

- Viéc de doa phai c6 co s& va sau moi 1an de doa
thi nén hanh dong dung nhuw ndi dung de doa
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SUY DUNG BEN THU BA BE BDE DOA

Khoéng khuyén khich

Than trong vi cé thé pham phap
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HANH VI CAM SUY DUNG BE THU HOI NO

1. Dung vl lvc hodc de doa dung vii luc dé thu tai san
ctia khach no dé doi trir tra no

TOI cufGp tai san TOI chiém gilr trai

theo Piéu 133 B0 phép tai san theo

luat Hinh su Piéu 141 BO luat
hinh su
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HANH VI CAM SUY DUNG BE THU HOI NO

2. Panh dap, chii boi, xic pham danh dy nhan
pham cla khéach no

TOI lam nhuc nguoi
khac theo Diéu 121
BO luat hinh su
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HANH VI CAM SUY DUNG BE THU HOI NO

3. Thué dau gau (xa hdi den) dé din mit khach no nham
muc dich thu hoi no

TOI cd y gay thuong TOI giét nguoi theo
tich hoac gay ton han Piéu 93 BLHS

strc khoe cua nguoi

khac theo Diéu 104

BLHS
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HANH VI CAM SUY DUNG BE THU HOI NO

4. Tu tap déng nguoi la 6, ho hét can trd hoat dong
kinh doanh, can tréd giao théng gay thiét hai cho
nguol khac

TOI gay roi trat tu
cong cong Diéu
245 BLHS
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KET THUC

Tong két qua trinh thu hoi no bang phuwong phap
dam phan, thwong luwong, gay swwc ép: Thoi gian
thwc hién, chi phi thwc hién, s6 no thu héi duorc,
sO no chua thu hoi, nguyén nhan that bai la gi?

Tap hop toan bd ho so, tai liéu lién quan dén  khoan
no tr khi giao két HP, théa thuan cho dén hét giai
doan dam phan, thwong luwogng - Chuan bi thu
tuc thu hdi no bang phwong phap phap |y.

banh gia lai kha nang tra ng cua khach no: Co
tai san khéng? Cé tién mat khéng? > Khéi kién!
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Giai phap phong nglra cac khoan no xau cho

cac giao dich tuong lai.
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1. Hinh thirc cua HD

- Nén Iwa chon hinh théc bang van ban;

- Poéi voi Hop doéng phai cdng chirng, chirng
thuwe, phai dang ky thi  budc phai dang ky.

- Trong truvong hop khéng cdé dau giap lai thi
nén ky vao tirng trang cua Hop dong.

- Céan xin chap thuan cua ngui thir ba thi phai
chap thuan trudc khi ky két.
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2. Nguoi ky két HP

Nguoi ky két HD phai la nguoi dai dién theo
ohap luat;

Néu khong phéi la nguoi dai dién theo PL thi
ohai co Gy quyén bang van ban con hiéu lwc.
Néu khéng quy dinh thoi gian dy quyén thi
thoi hanchilal nam.

Xac dinh nguoi dai dién theo phap luat dua
vao BDKKD hoac quyét dinh thanh lap, quyét
dinh bo nhiém (CQNN).

Trong nhiéu truong hop Gidm dbéc cong ty
khong phai la nguoi dai dién theo phap luat.
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3. NOi dung cua HP

Khong trai voi phap luat va dao duc xa hoi. Viéec
kinh doanh hang hoa, dich vu phai phu hop voi
giay DKKD, giay phép du diéu kién kinh doanh.

Poi twong hang hda, dich vu khéng cam kinh
doanh theo quy dinh cua phap luat.

bong tién thanh toan st dung trong HD ky tai
Viéet Nam phai la déng Viét Nam. Tuyét doi
khong sir dung ngoai té

HOC VIEN DOANH NHAN INCIP
LIN'C'I |D .24f463. Po6i Can, Ba Pinh, Ha Noi

ssssssssss demy

@ 04.3762 1582 @ 04.3762 1583 @ incip@incip.edu.vn ) www.incip.edu.vn

Né&ng tam doanh tri



4. Ban giao hang héa, dich vu

Viéc ban giao phai duoc lap thanh van ban co
chir ky ctia ngudi c6 thAm quyén clia moi bén.
Nguoi nhan ban giao phai cé giay gi¢i thiéu
hoac Uy quyén cua nguoi dai dién theo phap
luat.

Bién ban ban giao phai ghi rd sé lwgng, ching
loai, chat lvong... cla hang hoéa tai thoi diém
ban giao.
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5. Hang hoa, dich vu phat sinh

Chi thwc hién cung cap hang héa, dich vu phat
sinh khi da co6 sw thong nhat cua cac bén
bang van ban. Ghi ré gia tri phat sinh la bao
nhiéu va phwong thurc thanh toan.
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6. Biéu khoan théng béo

NG6i rd vé cach thic trao doi gitta cac bén:
Email, fax, thw... va dia chi rd rang... Cach
thirc trao doi nao cling co gia tri phap ly.

Viéc thay doi dia chi phai théng bao cho nhau
biét bang van ban....
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7. Biéu khoan nguwoi phu trach

NG6i rd ngudi dai dién clia moi bén trong qua
trinh thwe hién HD va uyquyén cho nguoi nay
thuc hién moi van dé lién quan dén HD.

Thay doi nguoi phu tréach va chiu trach nhiém
thuc hién HD phéai théng bao cho nhau biét
bang van ban
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8. Biéu khoan co quan giai quyét tranh chéap

- Khoéng nén lva chon co quan Trong tai dé
giai quyét tranh chap.

- Tha tuc to tung cua Trong tai twong doi -
phitc tap. Co ché dé thi hanh phan quyét -
cua Trong tai cling phtrc tap.
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9. Tranh gbp chung gia tri cua hang hoa cung voi

dich vu

- NEu co thé tach dwoc thi gia tri clla hang héa
tinh riéng va co sy ban giao riéng.

- Viéc ban giao tai san doc lap véi viéc cung
trng dich vu lap dat, thi cong...

- Trong trwedng hop cé 16i lién quan dén viéc

thi cong, lap dat... cling khéng anh hwéng
dén gia tri thanh toan cua hang héa
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10. Diéu khoan thanh toan

Thoi diém thanh toan ro rang va cac diéu kién
thanh toan ma chu no hoan toan dap rng
duoc.

Khoéng nén quy dinh diéu kién thanh toan ma
khéch no co co hoi loi dung dé tri hoan viéc
thanh toan.
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10. Diéu khoan thanh toan

Bén A co trach nhiém thanh toan cho Bén B 30%
giatri Hop dong con lai sau 03 (ba) ngay ké tir ngay
giao hang.

Bén A co trach nhiém thanh toan cho Bén B 40%
gia tri HD con lai trong pham vi 07 (bay) ngay ké tur
ngay hai bén ky két Bién ban nghiém thu va Bén A
da nhan duoc hoa don VAT.

Bén A thanh toan cho Bén B 50% so tién con lai
trong pham vi 03 ngay ké tir ngay hoan thanh khoéa
dao tao va phai dam béo trén 50% sbd hoc vién danh
gia tét chat lvong khda hoc.
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THONG TIN BAN QUYEN

Ta lieu dwoc bién soan bdi: Luat sw Cao Ba Trung —
Giam déc Hang luat INCIP

Ban quyén thudc vé: Hoc vién Doanh nhan INCIP

Néu quy vi cb bat ky van dé gi can tv van sau khi doc tai
lieu nay — Hay lién hé vai ching toi

Hotline: 0982 463 980

Chung tai co thé giup Doanh nghiep cua cac anh chi vuot
qua noi lo vé NO XAU mot cach dé dang va nhanh chéng.
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