Hudng dan bang tiéng
Viét cua Bankwest

Can lam gi néu quy vi c6 khiéu nai ]é

bank less




Nhirng tur kho
) — Cudn sach nay c6 mot so tir kho.

Lan dau chang t6i viet mot tir kho

tr dé c6 mau xanh duong
chung t6i viét nghia cda tuir kho dé.

Quy vi c6 thé nho gitp d& vé
cuén sach nay
Quy vi c6 thé nho ai d6 gitp quy vi

doc cudn sach nay
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biét n6i dung cudn sach nay

tim hi€u thém thong tin.
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Gidi thiéu vé cuon sach nay

Cudn sach nay la do Bankwest viét.

Cudn sach nay néi vé nhirng viéc nén lam néu
quy vi c6 khiéu nai.

Khiéu nai la khi quy vi
- khong hai long vé ngan hang hay nhéan vién
clia ngan hang

va

+ cho chung t6i biét ly do.

Chung t6i mudn stra lai cho dung cho quy vi.

Chung t6i mudn quy vi tin twdng ching t6i.

Chung t6i mudn cac dich vu tai chinh cua quy
vi dé str dung va dé hiéu.

Cac dich vu tai chinh nghia la nhirng cach chuang toi
cO thé gilp quy vi quan ly tién cta minh.



Nén lam gi néu quy vi
c6 khiéu nai

Néu cé khiéu nai, quy vi c6 thé ndi chuyén vai
chung toi truéec.

Bat ky nhéan vién nao cua ching téi cling c6 thé
giup quy vi.

Quy vi co thé dén chi nhanh ngan hang dia
phuong dé noi chuyén vdi ai do.

Quy vi c6 thé goi dién cho chung toi.

13 17 19

Quy vi co thé viét thu cho ching t6i.

Bankwest Customer Care
PO Box E237
Perth WA 6841

Quy vi khéng can dan tem.



Quy vi c6 thé sir dung mau don truc tuyén
cla chung 16i.

bankwest.com.au/retail-forms/customer-care

Trén trang mang cla ching toi
c6 thém thong tin vé quy trinh khiéu nai.

bankwest.com.au/help/registering-complaints

Néu quy vi can giup do
dé lam don khi€u nai

Nguai quy vi tin twdng co thé gitp quy vi lam don
khiéu nai.

Nguai quy vi tin tudng cé thé la

ban bé hay nguoi than tir 18 tudi trd 1én

« ké toan cua quy vi

dai dién luat phép cua quy vi.

Vi duy, luat su.


https://www.bankwest.com.au/retail-forms/customer-care
https://www.bankwest.com.au/help/registering-complaints

Ngudi quy vi tin tudng ciling co6 thé |a
ngudi duoc quy vi uy quyén

— ngudi dugc uy quyén la ngudi quy vi lua
chon dé chiju trach nhiém vé tién nong va
cac quyét dinh phap ly cua quy vi.

. H « chuyén vién tu van tai chinh
o — chuyén vién tu van tai chinh biét vé tien va
co thé gitp quy vi néu quy vi gdp khé khan
% vé tién bac

cong ty quan ly ng hay nguoi bénh vuc

— nguoi bénh vuc cé thé gitp quy vi ndira
nhirng gi quy vi muén va dua ra quyét
dinh.

Néu quy vi khéng néi dugc tiéng Anh, quy vi
co thé lién lac vai ching t6i thong qua Dich vu
Thoéng dich va Phién dich hay TIS.

Goi s6 13 14 50

@< mn

Xin sé 13 17 19



National N&u quy vi bj di€c hay can gitp d& dé néi hodc
nghe, quy vi cé thé st dung Dich vu Tiép am
Toan Quéc hay NRS.

Tiép am qua SMS

Nhan tin 0423 677 767

Tiép am qua giong noi

(( ))) Goi s6 1300 555 727

Xin s6 13 17 19

Trang mang ciia NRS

National
Relay

GRS communications.gov.au/what-we-do/phone/
services-people-disability/accesshub

Néu quy vi bi diéc hoadc can gitp d& dé noi hoac

[ oy nghe, quy vi ciling cé thé sir dung May danh chir
TILIY an dié i
SIsIale trén dién thoai hay TTY.
L L]
E—
Goi sO 13 36 77

Xin s& 13 17 19


https://www.communications.gov.au/what-we-do/phone/services-people-disability/accesshub

biéu gi xay ra khi quy vi lam
don khiéu nai?
Khi quy vi lam don khiéu nai ching t6i sé cho quy vi

- « s6 tham chiéu cho khiéu nai ctuia quy vi
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va
\é 4 - tén va chi tiét lién lac ctia ngudi sé gilp
I ” da& quy vi.
/a Ching toi s&
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lang nghe quy vi
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suy nghi vé cach van dé dé da anh hudng
dén quy vi thé nao

D

- stra lai cho dung néu ching t6i da
lam diéu gi sai.
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N Chung t6i sé c6 gang giai quyét van dé
nhanh choéng.



Néu chung t6i khong thé giai quyét van dé cua quy vi
ngay lap tlc, chlng t6i ¢6 thé can tim nhom phu hop
dé xem xét.

Vi du, nhém Cham séc Khach hang cua Bankwest.

Chung t6i sé cho quy vi biét nhirng gi ching toi
dang lam dé giai quyét van dé.

Chung t6i sé cap nhat thuong xuyén cho quy vi vé
nhirng gi ching t6i dang lam dé giai quyét van dé.

Néu chung t6i khong thé giai quyét van dé trong
vong 30 ngay, chung t6i sé cho quy vi biét tai sao.

Chung t6i sé phdi hop véi quy vi dé€ tim mot
két qua cong bang.

Chung toi sé guri cho quy vi la thu bdo két qua
cudi cung néu chdng t6i mat hon 5 ngay.
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Chung t6i sé dam bao chdng t6i

* rut kinh nghiém tu sai
s6t clla minh va

- c06 gang dé khong xay ra van dé doé lan nira.

Chung t6i mudn quy vi hai long vé dich vu cua
chung toi.
Nhirng gi ching t6i can tur quy vi

D& gilp chung t6i xem xét van dé, ching t6i co
thé& yéu cau quy vi cho thém théng tin.

Thoéng tin thém cé thé la

-« email hay thu tir vé van dé

« chitiét vé cac cudc dién thoai vé van dé

+ nhirng ngudi quy vi da ndi chuyén véi vé van deé.



Néu quy vi can giap do thém

Néu chung t6i da co gang giai quyét van dé va quy vi
van khong hai long, hay lién lac véi nhom Cham séc
Khach hang ctia Bankwest.

Ho la nhém chuyén giai quyét khiéu nai.

Goi cho nhém giai quyét khiéu nai.

13 17 19

No&i chuyén truc tuyén véi nhom giai quyét khiéu nai.

bankwest.com.au/retail-forms/customer-care

Viét thu cho nhom giai quyét khiéu nai.

Bankwest Customer Care
PO Box E237
Perth WA 6841

Quy vi khéng can dan tem.
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https://www.bankwest.com.au/retail-forms/customer-care
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Quy vi c6 thé ndi chuyén véi nhom Tro gitp
Khach hang néu gap khé khan vé tién bac.

Goi cho nhom Trg giup Khach hang.

1300 769 173

Glri email cho nhém Trg giip Khéach hang.

customer.assist@bankwest.com.au

Truy cap trang mang cua ching t6i dé€ biét
thém thong tin.

bankwest.com.au/personal/guides/
financial-hardship-assistance

Chung t6i khong ndi cho bat ky ai biét
thong tin cda quy vi.


https://www.bankwest.com.au/personal/guides/financial-hardship-assistance
mailto:customer.assist@bankwest.com.au

Néu quy vi van khdng hai long

Néu quy vi khoéng hai long véi két qua, quy
Vi ¢6 thé ndi chuyén vai Co quan Dam trach
Khiéu nai Tai chinh Uc (Australian Financial
Complaints Authority).

Co quan Pam trach Khiéu nai Tai chinh Uc
giup giai quyét don khiéu nai vé cac
dich vu tai chinh

g . + khoéng thudc Bankwest
a

la dich vu mién phi.

Y
((())) Goi s6 1800 931 678

\

_I Email info@afca.org.au
i B
Trang mang afca.org.au
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http://www.afca.org.au
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