Dispute Resolution Mechanism on the Platform
 (Mechanism for receiving and resolving customer complaints regarding the quality of promotional goods and services or goods and services used for promotion)

I. Purpose and Principles
Sunviet Taxi Company Limited, as the operator of the Maxim Application, establishes and implements this Mechanism to receive, process complaints and resolve disputes arising between Customers and Drivers/Partners in the course of providing and using services via the Application, particularly disputes related to the quality of promotional goods and services or goods and services used for promotional purposes.
This Mechanism is established to:
· Ensure the lawful rights and interests of Customers when participating in transactions and promotional programs on the Maxim Application;
· Ensure the proper implementation of the announced contents, conditions, and terms of promotional programs;
· Clearly allocate responsibilities among:
· Sunviet Taxi, in its capacity as the operator of the e-commerce trading platform;
· Drivers/Partners directly providing the services;
· The entity organizing the promotional program (if different);
· Ensure compliance with the laws on e-commerce, consumer protection, and other relevant legal regulations.
Dispute resolution shall be conducted based on the following principles:
· Transparency, objectivity, promptness, and adherence to prescribed timelines;
· Priority given to negotiation and amicable settlement in a spirit of good faith and cooperation;
· No restriction or exclusion of the lawful right to lodge complaints of consumers;
· No exclusion of the legal liability of any party in breach;
· Ensuring the lawful rights and interests of all parties involved.

II. Scope of Disputes
This Mechanism applies to disputes arising between Customers and Drivers/Partners providing services, or between Customers and the entity organizing the promotional program (if different), in connection with the implementation and execution of promotional programs on the Maxim Application operated by Sunviet Taxi Company Limited.
The scope of disputes includes, but is not limited to, the following cases:
1. Failure to apply or incorrect application of promotional conditions
· Failure to recognize or refusal to apply promotional benefits despite the Customer fully satisfying the announced conditions;
· Application of incorrect discount levels, incorrect eligible subjects, incorrect timing, or incorrect geographical scope;
· System errors resulting in failure to record promotional codes, reward points, cashback, or other benefits.
2. Refusal to provide goods/services used for promotion
· Drivers/Partners refuse to provide services during the promotional period without legitimate reasons;
· Failure to provide promotional goods, services, or accompanying benefits as publicly announced;
· Unilateral modification of promotional content without proper announcement or valid approval.
3. Promotional goods/services not conforming to description
· Goods or services provided do not conform to the information, images, descriptions, or conditions published on the Application;
· The actual value of the benefit does not correspond to the announced promotional value;
· Promotional or advertising content that is misleading regarding the Customer’s entitlements.
4. Failure to ensure service quality during the promotional period
· Drivers/Partners reduce service quality or demonstrate service attitudes inconsistent with standard expectations due to the application of promotional programs;
· Provision of services that do not meet announced safety or quality standards;
· Discriminatory treatment between Customers using promotional offers and those who do not.
5. Inaccurate, incomplete, or misleading promotional information
· Terms, conditions, duration, or eligible subjects are not clearly disclosed;
· Inconsistencies in information across different publication channels;
· Information that may cause Customers to misunderstand their rights or the conditions for enjoying promotional benefits.
6. Acts of abusing promotions causing damage to Customers
· Fraudulent or abusive conduct by Drivers/Partners to exploit promotional programs;
· Unauthorized requests for additional payments from Customers contrary to the program terms;
· Other acts adversely affect the lawful rights and interests of Customers when participating in promotional programs.

III. Complaint Handling Mechanism
In the event of disputes arising in relation to the quality of promotional goods and services or goods and services used for promotional purposes on the Maxim Application, Sunviet Taxi Company Limited prioritizes negotiation and amicable settlement to ensure the lawful rights and interests of Customers and to maintain transparency and reliability in the operation of the e-commerce trading platform.
1. Principles of Complaint Handling
· Sunviet Taxi shall receive all complaints related to promotional programs displayed, introduced, or implemented through the Maxim Application, regardless of whether the entity organizing such promotional programs is Sunviet Taxi or a third party;
· The receipt and handling of complaints shall be conducted in a public, transparent, timely manner and in compliance with applicable laws;
· Customers have the right to choose to lodge complaints directly with Drivers/Partners or through Sunviet Taxi;
· This Mechanism does not restrict the Customer’s right to request competent state authorities to resolve disputes in accordance with the law.
2. Methods of Complaint Submission
Customers may lodge complaints through one of the following methods:
(i) Direct complaint to Drivers/Partners
Customers may submit feedback or complaints directly to the Drivers/Partners providing the services. In such cases, the Drivers/Partners shall be responsible for proactively receiving, handling, and responding to such complaints in accordance with their service commitments and the published promotional terms and conditions.
(ii) Complaint through Sunviet Taxi
Customers may submit complaints to Sunviet Taxi via the following channels:
· Hotline: 0778 817 514
· Email: ts_vn@taximaxim.com
· Complaint/feedback function on the Maxim Application
· Submission of written complaints directly at the Company’s head office or via postal services
· Other methods not contrary to applicable laws
Time limit for complaint submission: within 03 (three) months from the date of service use or from the date on which the event related to the promotional program arises.
3. Acknowledgement and Handling of Complaints
Step 1: Acknowledgement of Receipt
Within 05 (five) working days from the receipt of a valid complaint, Sunviet Taxi shall:
· Confirm receipt of the complaint in writing, via email, or through the electronic system;
· Notify the relevant Driver/Partner or the entity organizing the promotional program;
· Request the Customer to provide additional information or documents (if the complaint dossier is incomplete).
Step 2: Verification and Coordination for Resolution
Sunviet Taxi shall:
· Examine and verify the content of the complaint;
· Analyze the cause, scope, and determine the responsibilities of the relevant parties;
· Coordinate with the Driver/Partner or the entity organizing the promotional program to propose an appropriate resolution.
Within 07 (seven) working days from the date of receiving the notification from Sunviet Taxi, the Driver/Partner shall:
· Cooperate in providing relevant information and documents;
· Proactively propose remedial measures;
· Notify the Customer and Sunviet Taxi of the resolution outcome, or authorize Sunviet Taxi to make such notification.
Step 3: Negotiation and Amicable Settlement
In the event that the Customer does not agree with the proposed resolution, Sunviet Taxi shall act as an intermediary to facilitate negotiation and amicable settlement among the parties in order to reach a mutually agreed solution.
Step 4: Referral to Competent Authorities
Where negotiation and amicable settlement fail, or where the Customer requests resolution by a competent state authority, Sunviet Taxi shall:
· Cooperate in providing information in accordance with applicable laws; and/or
· Assist competent authorities within the scope of its responsibilities.
4. Responsibilities of the Parties
· Drivers/Partners shall be responsible for proactively receiving and handling complaints related to the services they provide and shall bear liability for any violations (if any);
· Sunviet Taxi shall be responsible for supervision, support, mediation, and the application of remedial or disciplinary measures against Drivers/Partners in the event of violations of the platform’s operating regulations, promotional terms, or applicable laws;
· Upon resolution of a dispute, Drivers/Partners must fully and promptly report the outcome to Sunviet Taxi for record-keeping and monitoring purposes;
· Sunviet Taxi shall only disclose information related to a dispute with the consent of the relevant parties or upon request of competent state authorities in accordance with the law;
· Sunviet Taxi and the Drivers/Partners undertake to comply with the laws on e-commerce, transportation, and consumer protection. Any acts of fraud, deception, abuse of promotional programs, or infringement of the lawful rights and interests of Customers shall be subject to liability in accordance with applicable laws and the regulations of the Maxim Application.

IV. Processing Timeframes
1. Standard Processing Timeframe
The standard timeframe for resolving complaints and disputes shall not exceed 14 (fourteen) working days from the date Sunviet Taxi confirms receipt of a complete and valid complaint dossier.
Within this timeframe, Sunviet Taxi and/or the Driver/Partner shall:
· Verify the content of the complaint;
· Clarify the responsibilities of the relevant parties;
· Propose and notify the Customer of the resolution plan.
2. Complex Cases
For cases of a complex nature requiring additional verification, collection of further evidence, or coordination among multiple relevant parties, the processing timeframe may be extended but shall not exceed 30 (thirty) working days from the date of confirmation of receipt of a valid complaint.
In the event of such extension, Sunviet Taxi shall notify the Customer of the reason for the delay and the expected timeframe for completion.
3. Cases Pending Conclusion by Competent Authorities
Where the case requires conclusions, verification, or decisions from competent state authorities, assessment organizations, or specialized agencies:
· The processing timeframe shall be suspended during the period awaiting such conclusions;
· The resolution timeframe shall recommence from the date Sunviet Taxi or the relevant parties receive the official conclusion.
4. Notification of Resolution Results
The results of complaint resolution shall be communicated to the Customer in writing, via email, through notifications on the Application, or by other appropriate means based on the contact information provided by the Customer.
Such notification must clearly specify: the content of the complaint; the verification results; the legal and factual basis for the resolution; and the remedial measures and implementation timeframe (if any).

V. Allocation of Responsibilities
The allocation of responsibilities in the resolution of complaints and disputes related to promotional programs shall be determined based on the entity organizing the program and the specific scope of obligations of each party.
1. Promotional Programs Organized by Drivers/Partners
Where a promotional program is directly developed and implemented by Drivers/Partners through the Maxim Application:
· Drivers/Partners shall bear direct and full responsibility for the legality of the promotional program, the quality of services provided, and the proper implementation of the announced contents, conditions, and terms;
· They shall be obligated to resolve complaints, provide refunds, and compensate for damages (if any) to Customers in accordance with applicable laws and their published commitments;
· They shall not refuse or evade responsibility on the grounds that the program is posted, displayed, or technically supported via the Maxim Application;
· They shall be liable before the law for any acts of fraud, provision of misleading information, or violations of regulations on promotions and consumer protection.
Sunviet Taxi shall be responsible for supervising, requesting remediation of violations, and applying enforcement measures in accordance with the Application’s operating regulations in the event that Drivers/Partners commit violations.
2. Promotional Programs Organized by Sunviet Taxi
Where Sunviet Taxi is the entity directly organizing the promotional program, Sunviet Taxi shall be responsible for:
· Developing and publishing clear, transparent promotional terms and conditions in compliance with applicable laws;
· Fully and accurately implementing the announced promotional benefits;
· Ensuring technical conditions so that Customers can enjoy promotional benefits in accordance with the applicable conditions;
· Resolving complaints, providing refunds, or compensating for damages (if any) where errors are attributable to Sunviet Taxi;
· Fulfilling obligations to notify or register promotional programs with competent state authorities (where required by law).
3. Jointly Organized Promotional Programs
Where a promotional program is organized on a coordinated basis between Sunviet Taxi and Drivers/Partners or third parties:
· Responsibilities shall be determined based on the specific obligations of each party as stipulated in the cooperation agreement and the program terms and conditions;
· Each party shall be responsible for the tasks, commitments, and obligations undertaken by such party;
· In cases where responsibilities cannot be clearly segregated or where multiple parties are concurrently at fault, such parties shall bear joint liability in resolving the Customer’s interests in accordance with the law;
· Sunviet Taxi shall be responsible for clearly disclosing the organizing entity and the scope of responsibilities of each party in the promotional program content published on the Application.

VI. Consumer Protection Mechanism
Sunviet Taxi undertakes to safeguard the lawful rights and interests of Customers in accordance with the laws on consumer protection, e-commerce, and other relevant legal regulations when Customers engage in transactions and promotional programs on the Maxim Application.
1. Ensuring the Right to Lodge Complaints, Provide Feedback, and Claim Compensation
· Customers shall not be required or compelled to waive or limit their rights to lodge complaints, denunciations, initiate legal proceedings, or claim compensation in accordance with applicable laws;
· No terms or agreements shall be introduced that exclude or limit liability in violation of applicable laws;
· Customers shall be provided with full information regarding complaint mechanisms, processing timelines, and dispute resolution methods.
2. Transparency of Information and Transaction Conditions
· The content, terms and conditions, and eligibility criteria of each promotional program shall be clearly disclosed;
· No misleading or inaccurate information shall be provided regarding pricing, service quality, promotional benefits, or Customer entitlements;
· Standard terms of transaction and promotional conditions shall not contain unfair provisions or provisions that place Customers at a significant disadvantage.
3. Remedial Measures and Compensation
· Where a violation causing damage to a Customer is identified, the party at fault shall be responsible for providing refunds, compensation, or appropriate remedial measures in accordance with applicable laws;
· Sunviet Taxi shall require Drivers/Partners to fulfill their remedial obligations and may apply enforcement measures in accordance with the Application’s operating regulations where necessary;
· Compensation for damages shall be carried out based on agreement between the parties or in accordance with decisions of competent authorities.
4. Goodwill Support Mechanism
· In cases where fault cannot be clearly attributed to any party, but actual, reasonable, and substantiated damages are incurred, in order to protect consumer interests and the reputation of the e-commerce trading platform, Sunviet Taxi may consider applying a goodwill support mechanism, including:
· Partial or full support for incurred costs;
· Issuance of promotional codes, refunds, or other appropriate forms of support;
· Other reasonable support measures on a case-by-case basis.
The application of goodwill support measures shall not be construed as an admission of legal liability on the part of Sunviet Taxi where fault has not been established.
5. Protection of Consumer Information
Sunviet Taxi shall ensure that the collection, storage, use, and disclosure of Customer information for the purpose of complaint resolution are conducted for proper purposes, within the appropriate scope, in a secure manner, and in compliance with applicable laws on data protection and privacy.

VII. Suspension or Termination of Promotional Programs
In order to safeguard the lawful rights and interests of Customers, maintain the transparency of the e-commerce trading platform, and ensure compliance with applicable laws, Sunviet Taxi shall have the right to suspend or terminate promotional programs displayed or implemented on the Maxim Application in the following cases:
1. Suspension of Promotional Programs
Sunviet Taxi shall have the right to temporarily suspend the display or implementation of a promotional program where:
· There are two (02) or more substantiated complaints relating to the same promotional program;
· There are indications that the promotional information is unclear, misleading, or likely to adversely affect consumer interests;
· There is a request for verification from a competent state authority;
· There are indications of violations of the Application’s operating regulations.
During the suspension period, Sunviet Taxi shall have the right to:
· Request Drivers/Partners or the organizing entity to provide documents and materials evidencing the legality, accuracy, and completeness of the promotional program;
· Require written explanations regarding the contents subject to complaints or suspected violations;
· Temporarily restrict the right to create or modify promotional programs (if necessary).
The suspension shall be publicly announced on the Application or by other appropriate means to ensure that Customers are duly informed.
2. Termination of Promotional Programs
Sunviet Taxi shall have the right to terminate a promotional program prior to its scheduled end date in the following cases:
· Where violations of laws on promotions, e-commerce, or consumer protection are identified;
· Where there are acts of fraud, provision of misleading information, or conduct causing or likely to cause damage to Customers;
· Where Drivers/Partners fail to cooperate in providing information or documents necessary for verification;
· Upon request of a competent state authority.
Upon termination of a promotional program, Sunviet Taxi shall:
· Publicly announce the termination and the reasons therefor on the Application;
· Coordinate with relevant parties to ensure the legitimate rights and interests of Customers who have participated in the program prior to its termination;
· Apply enforcement measures against Drivers/Partners in accordance with the Application’s operating regulations (if applicable).
3. Principle of Protection of Customer Rights
The suspension or termination of a promotional program shall not affect the lawful rights and interests of Customers who have fully satisfied the conditions for enjoying promotional benefits prior to the time of suspension or termination, except where the program is required to be canceled by a competent state authority in accordance with applicable laws.
VIII. Refund and Compensation Obligations
In order to safeguard the lawful rights and interests of Customers when participating in transactions and promotional programs on the Maxim Application, refund and compensation obligations shall be implemented in accordance with the following principles:
1. Refund Obligations
Any refund (if applicable) must be processed within seven (07) working days from the date on which: (i) the parties reach an agreement on the resolution method; or (ii) an official conclusion or decision is issued by Sunviet Taxi or a competent state authority.
Refund methods may include, but are not limited to: refund to the original payment account, bank transfer, refund to an e-wallet or in-application account, or other appropriate forms as agreed with the Customer and in compliance with applicable laws.
The party obligated to make the refund shall be the party at fault or the party directly responsible in accordance with the terms of the published promotional program.
2. Compensation for Damages
Where actual damages arise due to the fault of any party, such party shall be liable to compensate in accordance with applicable laws.
Compensation shall be determined based on:
(i) the extent of actual, reasonable, and duly evidenced damages;
(ii) the degree of fault and responsibility of each party; and
(iii) the agreement between the parties or the decision of a competent authority.
In cases where multiple parties are at fault, compensation liability shall be allocated proportionally to their respective obligations or imposed on a joint and several liability basis in accordance with applicable laws.
3. Non-exclusion of Other Legal Liabilities
The provision of refunds or compensation for damages shall not exclude:
(i) internal disciplinary or remedial measures in accordance with the operating regulations of the Maxim Application;
(ii) the application of other relevant legal provisions; or
(iii) civil liabilities or other legal responsibilities as determined by competent state authorities.

IX. Record Retention and Reporting
In order to safeguard the lawful rights and interests of Customers and ensure compliance with applicable laws, Sunviet Taxi implements regulations on record retention, personal data processing, and reporting as follows:
1. Retention of Complaint and Dispute Records
Records of complaints related to promotional programs, including personal data of Customers and relevant parties, shall be retained for a minimum period of two (02) years from the date of completion of the complaint resolution process, in accordance with applicable laws.
Such retention must comply with the principle that data shall only be stored for the period necessary and appropriate to the identified processing purposes, in accordance with the Law on Personal Data Protection 2025 and other relevant legal regulations. Where the data is no longer required for the processing purpose or the statutory retention period has expired, such data must be deleted, destroyed, or anonymized/disabled in accordance with applicable laws.
2. Personal Data Protection
Sunviet Taxi shall be responsible for ensuring the security and confidentiality of personal data of Customers, Drivers/Partners, and relevant parties throughout the entire process of receiving, processing, and retaining complaint/dispute records.
The collection, storage, and processing of personal data must comply with the Law on Personal Data Protection 2025 and other applicable laws, including the principles that: data shall be collected only to the extent necessary and appropriate; data must be accurate and updated; and data shall be used solely for the specified purposes, except where otherwise permitted by law.
3. Data Subject Rights
Customers shall have the right to be informed, to access, to rectify, to request deletion, to restrict processing, or to withdraw consent with respect to their personal data, in accordance with the rights prescribed under the Law on Personal Data Protection 2025 and other applicable laws.
Where Customers submit requests to exercise such rights, Sunviet Taxi shall receive and process such requests in accordance with applicable laws, ensuring the Customers’ rights to control their personal data.
4. Disclosure to Competent Authorities

Sunviet Taxi shall provide personal data related to complaint/dispute records where there is written consent from the Customer or upon a lawful request from a competent state authority (e.g., inspection authorities, investigative authorities, or courts).
Any such disclosure must strictly comply with the Law on Personal Data Protection 2025 and other applicable laws, and shall be limited to the scope and purpose consistent with the legal request.
5. Reporting and Aggregation
Sunviet Taxi shall periodically compile and maintain statistics on complaints and disputes arising in connection with promotional programs for the purposes of internal reporting, service quality control, and improvement of complaint handling procedures.
Such aggregated reports may include indicators such as the number of complaints by category, average processing time, successful resolution rate, and remedial measures undertaken.
These reports shall not contain sensitive personal data unless explicit consent has been obtained from the Customer or where required by a lawful request from a competent state authority.
6. Data Deletion, Destruction, and Anonymization
Upon the expiration of the processing purpose or the applicable retention period, personal data must be deleted, destroyed, or anonymized/disabled in accordance with the Law on Personal Data Protection 2025 and other applicable laws.
The deletion or destruction of data must be carried out using appropriate methods to ensure that the data cannot be recovered, unless otherwise provided by law.

X. Cooperation with State Regulatory Authorities
1. Provision of Information and Documents
In the event of a lawful request from a state regulatory authority, Sunviet Taxi shall be obliged to:
· Provide transaction information, complaint records, and documents related to promotional programs or arising disputes;
· Provide information regarding Drivers/Partners and entities organizing promotional programs, within the scope permitted by law;
· Ensure that all information provided is accurate, complete, and timely.
The provision of information must comply with applicable confidentiality requirements and personal data protection regulations.
2. Assistance in Verification and Clarification
Sunviet Taxi shall:
· Cooperate with Drivers/Partners and relevant parties to verify the facts of the matter;
· Provide written explanations upon request;
· Implement necessary technical measures to retrieve data and transaction histories to support verification activities.
3. Implementation of Remedial Measures
Where a competent state authority concludes that a violation has occurred, Sunviet Taxi shall be responsible for:
· Implementing or requiring Drivers/Partners to implement remedial measures in accordance with lawful requirements;
· Suspending or terminating any promotional program found to be in violation, if applicable;
· Applying internal corrective measures in accordance with the operating regulations of the Maxim Application;
· Reporting the results of such actions as required by the competent authority.
4. Compliance Principles
Sunviet Taxi undertakes to:
· Fully, willingly, and timely cooperate with state regulatory authorities;
· Not conceal or provide false information;
· Ensure that all cooperative activities are conducted in full compliance with applicable laws and regulations.

XI. Reservation of Rights
1. Right to Request Resolution by Competent Authorities or Organizations
Customers shall have the right to request:
· Consumer protection agencies or organizations to provide support, advice, or representation in safeguarding their lawful rights and interests;
· Competent state regulatory authorities to inspect, supervise, and address any violations, if applicable;
· Courts with jurisdiction or other dispute resolution bodies as provided by law to resolve the matter.
2. Non-Restriction on Choice of Dispute Resolution Method
Submitting a complaint through Sunviet Taxi shall not be construed as a waiver of the Customer’s right to choose other dispute resolution methods as provided by law.
In the event that the matter is accepted by a competent state authority, the handling of the case shall follow the procedures and processes determined by that authority.
3. Concurrent Effect
This mechanism shall operate concurrently with existing legal provisions. In the event of any inconsistency between the provisions of this Regulation and mandatory legal provisions, the provisions of the law shall prevail.


