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Tp. H6 Chi Minh, ngay 10 thang 11 nam 2026
S6: 69/TB-DVKTB

i ] THONG BAO ) o
VIV HUGNG DAN XU LY CHUNG TU VAN CHUYEN DO LOI CUA VNA
VA NGUYEN NHAN BAT KHA KHANG

- Can cr cong vin s6 1686/ TCTHK-TTBSP ngay 06/11/2026;
- Can ctr Quy dinh Tinh gi& Xuét chiing tir van chuyén va Hudng dan Tinh gia Xuét ching tir
van chuyén 26/10/2026.
Vietnam Airlines Chi nhanh Viét Nam trién khai dén Quy dai ly/Cong ty diéu chinh Huéng dan xir
ly chiing tir van chuyén do 15i cia VNA va nguyén nhéan bat kha khang.
Noi dung thay doi:
B sung pham vi ap dung: VNA Group, nguyén nhan bat kha khang.

- Cach xac dinh ly do chuyén bay bi huy vi ly do khai thac hay Iy do dam bao hoat dong bay, ...

- Diéu chinh khéi niém khach bi tir chéi van chuyen

- Cap nhat céc luu y xir Iy vé ¢6 hanh trinh ti/dén My.

- Piéu chinh thoi gian khoi hanh sém hon 1 gid tai muc 3.2.

Noi dung day dil nhu sau:
1. Khai niém

- Lich bay cin cu: 1 lich bay cong bd trén hé thong dit giit chd cua hing van chuyén dé dat chd,
ban vé cho hanh khach dugc cip nhat dén 15h00 (gio Ha Noi — thoi diém chét dir lidu) ciia ngay
hom trude ngay du kién khai thac.

- Thay doi lich bay: la viéc thay d6i gio khoi hanh dy kién cua mot chuyen bay dugc xac dinh
boi mot s6 hiéu chuyén bay da duge mo ban (van giir nguyén sd hiéu chuyén bay).

- Chuyén bay bj cham: 1a chuyén bay c6 thoi gian khoi hanh thyc t& mudn hon 15 phit so voi
thoi gian khéi hanh theo lich bay can cir dugc cong b6 cap nhat trén hé thong dat giit chd cia
hang van chuyén. Chuyén bay bi cham kéo dai 1a chuyén bay bi cham tir 04 gio so véi thoi gian
khé1i hanh theo lich bay can ctr.

- Chuyen bay bi hity: 13 viéc khong thyuc hién mot chuyén bay gan v6i s6 hiéu chuyén bay, c0 it
nhat mot hanh khach da dugc xac nhan chd va cb vé, ngoai trir chuyén bay phai thay d6i s6 hiéu
Vi 1y do dam béo hoat dong bay )Va/hoac theo yéu cau ciia co quan c¢é tham quyén.

(*) Chuyén bay bi hay vi 1y do dam béao hoat dong bay dugc chi 10 tai dién van, email hodc tin
nhin thong bao SC dugc gui ty dong tur he thong cho hanh khach. Néu khong chi rd, xtr Iy nhu
chuyén bay bi hity vi 1y do khai thac — OPERATION.

- Chuyén bay khoi hanh sém: 13 chuyén bay c6 gio khoi hanh thuc t& sém hon thoi gian du kién
cat canh theo lich bay can ctr cua VN dugc cong bd cap nhat trén hé théng dat gitr chd cua hang
van chuyén.

- Khach bi tir chdi van chuyén: la khach duoc xac nhan chd va cd vé trén chuyén bay nhung bi
hang van chuyén tir chdi van chuyén.

2. Pham vi ap dung
- Ap dung dbi véi chuyén bay noi dia hodc qudc té cia VNA Group (VN/BL/OV) (sau day viét
tat 1a VNA) hodc 1y do bat kha khang trén cac chuyén bay ndi dia hoic qubc té cua VNA khéi
hanh tir Viét Nam trong trudong hop chuyén bay bi cham, thay déi lich bay, thay doi sé hiéu,
chuyén bay bi hity, khdi hanh sém, hanh khéach bi tir chdi van chuyén do 13i cia VNA; va
- Hanh khach da duoc x4c nhan chd va c6 vé trén chuyén bay bi anh hudng.
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3. Nguyén tic xir ly:
- Cacnguyén tac xir Iy vé  khong dé cap & cong van nay tudn thu Quy dinh va Hudng dén tinh gia
xudt chimg tir van chuyen hién hanh.
- Dbi véi cac thay doi do nguyén nhan bat kha khang:
+ Thoi gian xur Iy vé: Ké tir khi thong bao dcn bay (07) ngdy sau su kién bat kha khang
két thic. Viéc gia han thot han nay dugc trién khai riéng cho tung truong hop. Khong
ap dung han ché vé thoi han xir Iy trong vong 07 ngay ddi v6i tinh hudng hoan vé.

3.1 Bdi v6i trudng hop thay d6i do 16i ciia VNA hoic 1y do bat kha khang xdy ra trwée thoi diém
cong bo lich bay cin cir (trude 15h00 ciia ngdy hom trude ngay bay), ap dung cac mdc thoi
gian va phuong an xur Iy dudi day. Truong hop bi anh hudng dén ndi chuyén, khong ap dung
han ché vé méc thoi gian khi xur 1y thay dbi.

Do6i chuyén | Do6ihanh | Hoan vé
Céc truong hop bay mién | trinh mién | mién phi
phi phi hoan

- Chuyén bay bj thay doi lich bay va khoi hanh
cham/khéi hanh som trén 15 phat dén dudi 2 tiéng;

- Chuyén bay bi thay dﬁi s6 hiéu dé dam bao hoat dong Ap gung Khéng Khong
bay hoac theo yéu cau cua co quan c6 tham quyén, *)
ddng thoi chuyén bay thay thé co gio khoi hanh
cham/sém hon gio khoi hanh cii trén 15 phat dén
dudi 2 tiéng.

- Chuyén bay bi thay doi lich bay va khdi hanh
cham/khoi hanh som tir 2 tiéng trg 1én dén dudi 4

ap dung ap dung

tiéng;
- Chuyén bay bi thay d01 s6 hiéu dé dam bao hoat dong Ap dung Ap dung ,Khﬁng
bay hodc theo yéu cau cua co quan co tham quyén, *) *) ap dung

dong thoi chuyén bay thay thé c6 gio khoi hanh
cham/sém hon gio khai hanh cii tir 2 tiéng tro 1én
dén dudi 4 tiéng.

- Chuyén bay bi thay doi lich bay va khdi hanh
cham/khoi hanh som tir 4 tiéng trg 1én;

- Chuyén bay bj thay 601 s6 hiéu dé dam bao hoat dong
bay hodc theo yéu ciu cla co quan c6 thim quyén,
ddng thoi chuyén bay thay thé co gio khoi hanh
mudn/sém hon gio khoi hanh cii tir 4 tiéng trg 1én.

Ap dung Ap dung

*) *) Ap dung

- Khach bj tir chdi van chuyén do 15i caa VNA.

Luu y

+  (*): Chuyén bay méi cé gio khéi hanh trong vong 72 gio triede hodc 72 gior sau gio' khdi
hanh cia chuyén bay cii ghi trén vé.
Trong trieong hop VNA khéng dép iing dweoe viée chuyén khdch sang chuyen bay mdi co
gio khoi hanh trong pham vi néu trén, trén co so thoa thudgn va thong nhat gitta VNA va
hanh khach, VNA ¢6 thé chuyén hanh khdch sang chuyén bay c6 gio khéi hanh ngodi pham
Vi 72 gior so véi gio khdi hanh ciia chuyén bay cii ghi trén vé.

+ Ddi véi khach da no-show va sau d6 lién hé VNA dé yéu cau xu 1y, ap dung diéu kién gia

vé dé xir Iy.
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3.2 Dbi véi trudng hop thay doi do 16i ciia VNA hoic 1y do bat kha khang xay ra tir thoi diém cong
b6 lich bay ciin ci (tir 15h00 ciia ngay hom trudce ngay bay), ap dung cac mdc thoi gian va
phuong an xu ly dudi day. Truong hop bi anh huong dén ndi chuyén, khong ap dung han ché
vé mdc thoi gian khi xir 1y thay doi.

Doi D6i hanh | Hoan vé
, . chuyén | trinh mién | mién phi
Céc truong hop bay mién phi hoan
phi

- Chuyén bay bi cham trén 15 phat d&én dudi 2 tiéng;

- Chuyén bay bi thay d6i s6 hiéu dé dam bao hoat dong
bay hodc theo yéu ciu cua co quan ¢6 tham quyén, Ap dung Khong Khdng
dong thoi chuyén bay thay thé c6 gio khéi hanh ’ ap dung ap dung
cham/sém hon gio khoi hanh cii trén 15 phat dén
duéi 2 tiéng.

- Chuyén bay bi cham tir 2 tiéng trd 1én dén dudi 4
tiéng;

- Chuyén bay bi thay d6i s6 hiéu dé dam bao hoat dong ) )
bay hodc theo yéu cau ciia co quan c6 thim quyén, | Ap dung | Ap dung
dong thoi chuyén bay thay thé c6 gid khoi hanh
cham/sém hon gio khai hanh cii tir 2 tiéng tro 1én
dén dudi 4 tiéng.

- Chuyén bay bi chdm tir 4 tiéng trd 1én;

Khoéng
ap dung

- Chuyén bay khéi hanh sém trén 1 tiéng;

- Khach bi tir chéi van chuyén do 15i ctia VNA,; ) ) )
- Chuyén bay bj thay d01 s6 hiéu dé dam bao hoat dong Apdung | Apdung | Apdung
bay hodc theo yéu cau cla co quan c6 tham quyén,
dong thoi chuyén bay thay thé co gi0 khoi hanh
chdm/sém hon gio khoi hanh cii tir 4 tiéng trd 1én.
Luu y

+ Doi voi khach da no-show va sau d6 lién hé VNA dé yéu cau xit 1y, khong ap dung phi no-
show (néu co).

3.3 Pbi véi trudng hop chuyén bay bi huy do 15i cia VNA va 1y do bat kha khang

Trusne h Doi chuyen bay Doi hanh trinh Hoan vé
£1oP mién phi mién phi mién phi hoan
Chuyén bay bi Ap dung Ap dung Ap dung
huay

Luu y: Khong 4p dung phi no-show (néu co).

3.4 Doi chuyén bay hogic doi hanh trinh ‘ ‘ ’ ‘

- DOoi chuyén bay, d6i hanh trinh mot (01) 1an theo yéu cau cua hanh khach néu yéu cau nay
khac voi phuong an xir Iy cua VNA,

- Hanh khach c6 thé yéu cau thay doi sang chuyén bay trudc hodc sau chuyén bay bi anh huong.
Viéc chuyén doi chuyén bay, hanh trinh phai trén co sé phu hgp véi tinh hinh khai thac
cua VNA va tudn thu theo cdac tinh huong phat sinh quy dinh tai Muc 3.1, 3.2 va 3.3 néu
trén.

- Tuén thu cac nguyén tic vé xir Iy chung tir khi d6i chuyén bay, d6i hanh trinh theo cac quy
dinh hién hanh.
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3.5 Hoan vé
a. Khoan chi hoan bao gdm:

- Gia vé, thué/phi/1é phi (TFC), phu thu hanh khach cua ching bay chua st dung; va

- Phu thu dich vu ban vé.

Néu Phu thu dich vu ban vé tinh theo tung chang, chi hoan phﬁn chua sir dung.

Néu Phu thu dich vu béan vé tinh theo vé, khong chi hoan néu d3 st dung mét phﬁn.

- Khoan chi hoan khong bao gém cac mirc phi thay doi (change fee), phi xt 1y (handling fee)
da thu trudc do. Cac mirc phi nay khong dugc chi hoan trong moi truong hop.

b. Thoi han yéu cau va xir ly hoan tra tién cho khach:

- Thoi han hanh khach dé nghi hoan vé ddi véi cac truong hop quy dinh tai myuc 3.1,3.2va 3.3
néu trén khong duoc mudn hon 60 ngay ké tir ngay du kién khoi hanh cia chuyén bay bi huy
hoic ngay khoi hanh thuc té ciia chuyén bay bi cham hoic chuyén bay ma hanh khach bi tur
chéi van chuyén.

- Hinh thtc va thdi han hoan tra tién cho khach:

+ Bang tién mat hoic chuyén khoan: khéng cham hon 21 ngay;

+ Bang phiéu thanh toan (voucher): khong cham hon 14 ngay;

+ Qua thé tin dung: khong cham hon 45 ngay;

+ Dén hé thong dai ly: khong cham hon 30 ngay. Trong thoi han khong cham hon 25 ngay
ké tir ngay nhan duoc thanh toan cia nguoi van chuyén, dai 1y phai tra tién cho hanh
khéch.

- Dbi v6i vé co hanh trinh bay tir/dén My hoac trong ndi dia My, phai thuc hién chi hoan vé veé
hinh thtrc thanh todn ban dau:

+ Trong vong 07 (bay) ngay lam viéc ké tir ngay nhan dugc yéu cau chi hoan d6i véi vé
thanh toan bang thé tin dung;

+ Trong vong 20 (hai muoi) ngay theo lich ké tir ngay nhan duoc yéu cau chi hoan d6i véi
vé thanh toan bang tién mat hoic séc.

+ Khong xuét ching tir Voucher/EMD/MCO/Credit dé chi hoan trong moi trudng hop

€. Noi chi hoan:

- Noi xuit vé ban du c6 trach nhiém chi hoan cac khoan néu tai muc 3.6.b.

- Chi nhanh ctia VN c6 thé chi hoan vé do dai 1y xuat. Chi hoan phan gia vé va TFC/Phu thu
hanh khach lién quan dén ching bay can hoan.

3.6 Hiéu luc )
- Tungay 10/11/2026 va thay thé cho thong bao 39/TB-DVKTB ngay 22/07/2026.
- binh kém: Phu luc céc vi du minh hoa.

Quy dai ly/Cbng ty vui long cap nhat thong tin va thuc hién./.

Tran trong cam on.
Vietnam Airlines — Chi nhanh Viét Nam
N
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PHU LUC
CAC Vi DU MINH HQA
(Ban hanh kém thong bao s6 69/TB-DVKTB ngay 10/11/2026)
. Thong tin trén PNR Péi Péi )
Tll:lh (Luu y gio bay la gio dia phuong tuong tng véi tirng chang bay. chuvén| hanh Hoan
huong Ngay/gio ghi nhan vao History PNR la gio GMT, gio Viét Nam = y N vé
GMT+07) bay | trinh

024/025 TC/ VN1340 E 26NOV 4 SGNCXR TK1 11h05 1225/0705 0810
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOS5IN 37978850
0000 /DS 1O0NOV0255Z (tuong duong 09h55/10NOV, gid VN

= (Gio bay thay doi tir 07h05 sang 11h05: mudn 4 tiéng.
» Thoi diém phat sinh SC vao lic 02h55Z/10Nov (Gio GMT), Mién | Mién | Mién

L twong duong 09h55/10Nov (Gid VN): trudce thoi diém cong bd phi phi phi
lich bay can ctr (tirc trede 15h ngay hom trude ngay bay / 15h00
25Nov).
= Khéach khéng noshow.
> Ap dung muc 3.1
024/025 TC/VN1340 E 26NOV 4 SGNCXR TK1 1030 1135/1100 1205
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOSIN 37978850
0000 /DS 10NOV0255Z (tuong duong 09h55/10NOV, gi& VN) Theo Theo
5 = Gio bay thay doi tir 11h00 sang 10h30: sém 30 phut. Mién | diéu | diéu
' * Thoi diém phat sinh SC trudc 15h ngay hom trude ngay bay phi kién kién
(15h00 25Nov). gia gia

. Khéch khéng noshow.
- Ap dung muc 3.1

024/025 TC/VN1340 E 10NOV 4 SGNCXR TK1 1030 1135/1100 1205
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOSIN 3797885 Thoo | Theo | Theo
0000 /DS 09NOV0800Z (tuong duong 15h00/09NOV, gid VI
3. =  Gio bay thay doi tir 11h00 sang 10h30: sém 30 phut.
= Thoi diém phat sinh SC tir 15h ngay hém trude ngay bay (15h00
09Nov).
> Ap dung myc 3.2: Xir 1y vé theo diéu kién gia

diéu diéu diéu
kién kién kién

gia gia gia

024/025 CS/VN1340 E 26NOV 4 SGNCXR UNL 0705 0810/GL 1A
025 AS/VN1342 E 26NOV 4 SGNCXR TK1 1005 1110/TK E*
025 RF-REACC VN Q-0001AA/NCE1A0955 CR—HANVNOSTN 37978850
0000 /DS 1O0NOV0255%Z (tuong ducng 09h55/10NOV, gid VN)
030 AR/RME SENT EMAIL SMS/25/VN 1340/26NOV/0705/OPERATION/ Mién | Mién | Mién
4. 030 RF-SAVE PNR AT (1784074196382} VN/WSVNNOTTFI CR-EANVNOSNG pp phi phi
00000000 SU 9998WS/DS 10NOV0256%

= Chuyén bay bi huty (thay doi s6 hiéu chuyén bay) vi ly do khai
thac
- Ap dung muyc 3.3
024/025 TC/ VN1340 E 26NOV 4 SGNCXR TK1l 11h05 1225/0705 0810

025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOSIN 37978850
0000 /DS 10NOV0255Z (tuong ducng 09h55/10NovV, gid VN Theo | Theo Theo

¢ | * Giobay thay d6i tir 07h05 sang 11h05: mudn 4 tiéng. diéu | diéu | diéu
' =  Thoi diém phat sinh SC trude 15h ngay hom trude ngay bay kién | kién kién
(15h00 25NOV). gid gia gi&

Khéch noshow.
- Xt ly vé theo dieu kién gid
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Thoéng tin trén PNR Péi Péi
Tinh (Luu y gio bay la gio dia phuong tuong ung voi tung chang bay. £ > Hoan
) Lo T S e e e N - chuyén| hanh .
huong Ngay/gio ghi nhan vao History PNR la gio GMT, gio Viét Nam = b trinh ve
GMT+07) ay |
024/025 TC/VN1340 E 10NOV 4 SGNCXR TK1 0955 0835/1100 1205
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOSIN 37978850
0000 /DS 09NOV0855Z (tuong duong 15h55/09NOV, gid VN)
s | " Giobaythay d6i tir 11h00 sang 09h55: sém 1 tiéng 05 pht. Mién | Mién | Mién
' » Thoi diém phat sinh SC sau 15h ngay hom trude ngay bay phi phi phi
(15h00 10Nov).
= Khach noshow.
- Ap dung muc 3.2
024/025 TC/VN1340 E 10NOV 4 SGNCXR TK1 1000 0835/1100 1205
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNO5IN 3797885(
0000 /DS O9NOV0855Z (tuong duong 15h55/09NOV, gid VN -(I;h,?o '(I;hAeo ;hAeo
7. =  Gio bay thay doi tir 11h00 sang 10h00: sém 1 tiéng. k;gg kigﬁ kigﬁ
» Thoi diém phat sinh SC sau 15h ngay hom trude ngay bay gi'é gi.é gi.é
(15h00 10Nov).
> Ap dung myc 3.2: X ly vé theo dicu kién gia
024/025 TC/VN1340 E 26NOV 4 SGNCXR TK1 1115 1220/1100 1205 | Theo | Theo | Theo
025 RF-REACC VN Q-0001AA/NCE1A0955 CR-HANVNOSIN 37978850 4 | 43, didu
8. 0000 /DS 26NOV0115Z (tuong duong 08h15/26NOV, gid VN Kio Kid ki
=  Gio bay thay ddi tir 11h00 sang 11h15: mudn 15 phut. é.e; éf; éf;

> Khong ap dung > Xir Iy vé theo diéu kién gia

Luwu y vé thoi han xir Iy vé néu chuyén bay bi thay doi/hiiy do nguyén nhin bit kha khdng.
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