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HUONG DAN NANG CAP HAN MUC BANG
CHUC NANG VIDEO EKYC TREN MOBILE BANKING

I. TONG QUAN CHUNG

1. Chtic ning nay gitp khach hang nang cap han muc tai khoan thanh toan tric tuyén bang chirc
nang video eKYC trén Mobile banking.

Ghi chti: KH ¢6 Tai khoan iMoney khong 4p dung trong pham vi huéng dan cta phu luc nay.

2. Han muc sau khi nang cip bang véi han mirc dang dugc 4p dung véi cac tai khoan Ngan
hang dién tir mo tai quay, tuy theo Phuong thuc xac thuc dang ky.

3. KH duogc phép giao dich v&i han mirc méi ngay sau khi thyc hién video eKYC va dugc phé
duyé¢t thanh cong.

Il. CAC BUOGC THUC HIEN
1. Cai dat va dang nhap
a. Buwédec 1: Tai va cai dat ing dung HDBank Mobile Banking

Tir Apple App Store (d6i véi thiét bi 10S) hoic Google Play ,(déi voi thiét bi Android),
khéch hang tai va cai dat img dung HDBank Mobile Banking néu thiét bi chua cai dat ung
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b. Bwdc 2: Diang nhap

Nhép Tai khoan va Mat khau dé dang nhép vao tng dung Mobile banking.
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2. Khach hang goi Tong dai

a. Bwudc 1: Vao chirc nang

Tai man hinh Trang chu, chon “Nang cip han mirc” dé truy cap chirc ning video eKYC.
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b. Bwdce 2: Khéi tao cufce goi video call

Trén man hinh gi6i thiéu va huéng dan thuc hién cudc goi video call d¢ eKYC va nang
cap han muc, chon “Gei ngay” dé khoi tao cudc goi.

Truong hop chua hop 18 dé thuc hién cudc goi, man hinh sé& tra ra cac thong bao tuong
ung, bao gom:

Ngoai gio lam vi¢c: “Hién tai da ngoai gid thuc hi¢n cudc goi video. Quy khach V}li
long goi lai trong khung gid tir 08:00 — 12:00 va 13:00 — 17:00 vao ngay lam viéc tiép
theo”;

Céc Tong dai vién déu ban: “Hién tai cac két ndi déu dang ban. HDBank sé lién hé lai
Quy khéch théng qua cudc goi video trong thoi gian sém nhat”;

K’héch hang da thyc hién cudc goi thanh cong Vg‘l hd so d3 Cho xir ly: “Yéu cau nang
cap han muc cua Quy khach dang dugc xur ly. Két qua sé duoc gui dén Quy khach qua
email va tin OTT (xem tai chirc nang Thong tin HDBank)”;

Khach hang da thuc hién cudc goi thanh cong va hd so da Duyét hoan tat: “Yéu cau
nang cip han muc ctua Quy khach da thanh cong. Vui long thuc hién ding nhép lai dé
trai nghiém dich vu v6i han mire nang cép”;

Khach hang da thuc hién cudc goi thanh céng nhung hd so bi Tir chdi va yéu cau ra
quiy xac minh: “Thong tin Quy khach da cung cap khi thyc hién yéu ciu nang cap han
muc trudc day chua dap ing quy dinh HDBank. Vui long lién h¢ CN/PGD HDBank
gan nhét dé duoc hd tro”.
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I. Truong hop hop 1€ dé thyc hién cude goi, ing dung hién thi man hinh dang két ndi dén
Tong dai vién va phat thoai chao mung dén Khach hang, sau d6, Tong dai thuc hién phan
bd cude goi dén Tong dai vién phu hop.

Truong hop da tim duge Téng dai vién: Tong dai s& phan bd dén Tong dai vién, Khach
hang s& nghe tiéng d6 chudng. Tong dai vién sau khi nghe may s& chuyén dén budc 5;
Truong hop chua tim duoc Tong dai vién: Tong dai s& phat thoai thong bao dé Khach
hang gitr may va nghe nhac cho trong thoi gian cho phan bo;
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- Truong hop sau 60 gidy chua tim dugc Téng dai vién dé phan bo: Toéng dai s& phat
thoai thong bado va két thiuc cudc goi.

HD”
Bank

——

Dang két ndi dén tdng dai vién

c. Budc 3: Két ndi voi Tong dai vién va thye hién xac minh thong tin

Ung dung ] két ndi thanh cong véi Tong dai vién, Khach hang s€ cung cép cac thong tin
theo yéu cau ctia Tong dai vién dé xac minh va thyc hién nang cap han mirc
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d. Budc 4: Két thiic cudc goi video call

Sau khi cung cép dﬁy da thong tin va két thuc cude go1, ing dung hi¢n thi man hinh nhu

bén dudi.
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e. Budc 5: Thong bao két qua phé duyét

Sau khi Téng dai vién hoan tit phé duyét ho so, két qua phé duyét s& duoc giri dén Khach
hang thong qua thong bao OTT trén tng dung Mobile banking.

Truong hop Duyét: “Quy khach d3 thuc hién nang cAp han mirc thong qua cudc goi video
thanh cong. Han muc giao dich da dugc cap nhat.”;

ii. Truong hop Tur chbi:

Do Khach hang ban chua hoan tit cudc goi: “Két qua xac minh bang cudc goi video
chua dap tmg yéu cau theo quy dinh HDBank. Quy khach vui long thyc hién lai cudc
goi video hodc lién h¢ CN/PGD HDBank gﬁn nhét dé duoc hd tro. Xem dia diém cac
CN/PGD HDBank tai link. Chi tiét lién hé hotline 1900 6060”;

Do mang khéng 6n dinh: “Két qua xac minh bang cudc goi video chwra dap tmg yéu cau
theo quy dinh HDBank. Quy khach vui long thuc hi¢n lai cudc goi video va dam bao
két ndi wifi/3G 6n dinh; hodc lién hé CN/PGD HDBank gin nhét dé dugc hd trg. Xem
dia diém cac CN/PGD HDBank tai link. Chi tiét lién hé hotline 1900 6060”;

Do KH khéng chuan bi du GTTT: “Két qua xac minh bang cudc goi video chua dap
g yéu cau theo quy dinh HDBank. Quy khach vui 1ong thuc hién lai cudc goi video
va chuan bi sin CMND/CCCD; hoic lién hé CN/PGD HDBank gan nhat dé dugc hd
trg. Xem dia diém cdc CN/PGD HDBank tai link. Chi tiét lién h¢ hotline 1900 6060”;

Céc 1y do khac: “Két qua xac minh bang cudc goi video chua dap ung yéu cau theo quy
dinh HDBapk. Quy khach vui long 1ién h¢ CN/PGD ’HDBank gan nhat dé dugc ho trg.
Xem dia diém cac CN/PGD HDBank tai link. Chi ti€t lién hé hotline 1900 6060”.

10:19

& Thoéng tin HDBank

Bndmgsar  Towc

26/11/2021

Quy khéch da thyc hién nang cép han muc théng
qua cudc goi video thanh cong. Han mifc giao
dich da dugc cap nhat

16:48

K&t qua xéc minh bing cudc goi video chua dap
{ing y8u cdu theo quy dinh HDBank. Quy khéch
vui 1ong thyc hién lai cude goi video va chudn bj
s&n CMND/CCCD; hodic lién hé CN/PGD HDBank
gén nhat dé dudc hd trg. Xem dia diém cac PN/
PGD HDBank tai https://www.hdbank.com.vn/vi/
contact/chi-nhanh-va. hi tiét lign he
hotline 1900 6060

16:46

K&t qua xéc minh bing cudc goi video chua dap
{ing yéu céu theo quy dinh HDBank. Quy khach
vui 1ong thyc hién lai cude goi video hoic lién hé
CN/PGD HDBank gén nhat dé dugc hd trg. Xem
dia diém cac CN/PGD HDBank tai https:/
www.hdbank.com.n/vi/contact/chi-nhanh-va-
atm . Chi tiét lién hé hotline 1900 6060

16:38

25/11/2021

K&t qua xéc minh bing cudc goi video chua dap
(fng y&u cau theo quy dinh HDBank. Quy khach
vui long thyc hién lai cudc goi video hoic lién hg
CN/PGD HDBank gan nhat dé dugc hé trg. Xem
dia diém cac CN/PGD HDBank tai https:/
www.hdbank.com.vn/vi/contact/chi-nhanh-va-
atm . Chi tiét lién hé hotline 1900 6060

1:35

Két qua xdc minh béing cudc goi video chua dép
(ing yéu cATYIEE TN O TIDRENE. Quy khach

f. Buwéc 6: Pang nhap lai va thuce hién giao dich

Khach hang néu d3 dugc duyét nang cip han muc cAn dang nhap lai dé giao dich v6i han
muc moi.
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3. Khach hang nhan cudc goi tir Tong dai

a. Truong hop khach hang da thuc hién cudc goi nh& dén Tong dai thi Tong dai vién sé
lién h¢ lai v4i khach hang.
Khach hang c6 thé nhén dugc cude goi ké ca khi dang trong tmg dung, da dang Xuat tng
dung, thoat kh(“)j ché do chay ngam hoac dang nhdp trén thiét bi méi. Sau khi nhén cude
g0i, cac budc tiép theo twong tu tir bude 5 trd di.
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b. Khach hang sé khong thé nhin dwoc cudc goi trong cac tinh hudng sau:
i. Thiét bi dang khong két ndi mang;
ii. Ung dung da bi g& khoi thiét bi;
iii. Lan dang nhap gan nhét trén thiét bi cia Khach hang 1a 1 tai khoan Ngan hang dién tir
khac
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