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Mercedes-Benz Star Assist 24h
Hotline 1800 400 110

Mercedes-Benz '_
The best or nothing.




A friendly voice. A helping hand.

We are committed to make owning a Mercedes-Benz vehicle a truly distinctive and exclusive experience.
The Mercedes-Benz Star Assist 24h roadside assistance program is an integral part of this commitment.

Mercedes-Benz Star Assist 24h is available 24 /7 throughout Vietnam and providing on-site technical
assistance, towing assistance and more, in case of unexpected technical vehicle immobilization or minor
mishap (e.g. flat battery, tire puncture).

The experienced Mercedes-Benz Star Assist 24h hotline operators are fluent in both, English and Vietnam-
ese, and are quickly arranging the help that our customers require to ensure they and their Mercedes-Benz
vehicle are well taken care of.

B 3 years of contract duration (starting from the date of vehicle sales invoice).

B 24/7 access to free technical or towing assistance in the event of immobilization.
B Unlimited number of service requests without mileage limitation.
|

Applicable to all Mercedes-Benz Passenger Cars and Mercedes-Benz Vans (V-Class, Vito).

esing Hotline: 1800 400 110
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Star Solutions.

The Mercedes-Benz Star Assist 24h roadside assistance program features a comprehensive range of solutions to assist
customers 24 /7 in situations of vehicle immobilization or minor mishap which are summarized below:

Over-the-phone assistance

In order to assist mobilizing our customers’ vehicle, 24 /7 over the phone support is available
via the Mercedes-Benz Star Assist 24h hotline.

Depending on the situation, technical advice and attempt to mobilize customers’ vehicle will be
provided directly by special trained technical advisor at the call center. If this is unsuccessful or
inappropriate, an on-site technical assistance or towing vehicle will be released to assist further.

The Mercedes-Benz Star Assist 24h hotline operator remains the main and valuable contact
point for customers throughout the assistance case.

On-site assistance

If the Mercedes-Benz vehicle requires more than over the phone support, a qualified
Mercedes-Benz Star Assist 24h technician will be dispatched to perform on-site assistance and
will make sure customers receive the help needed at their current location.




Vehicle towing

In case vehicle towing is required, the Mercedes-Benz Star Assist 24h operator will arrange for
towing assistance to an authorized Mercedes-Benz dealership at no charge.

The following special conditions apply:

- In case towing assistance is required within Hanoi or Ho Chi Minh City: free towing to
customers’ preferred authorized Mercedes-Benz dealership within Hanoi or Ho Chi Minh
City, for an unlimited distance.

- In case towing assistance is required outside Hanoi or Ho Chi Minh City: free towing to the
nearest authorized Mercedes-Benz dealership, for an unlimited distance.

- In case of flat tire: free towing to a tire shop and up to a distance of 15 kilometers.

- If a customer decides to tow the Mercedes-Benz vehicle to a different destination, the

customer is responsible to organize towing services and to bear the occurring towing costs.

Run out of fuel

Up to 10 liters of free fuel per incident of a vehicle running out of fuel and car cannot start.
This benefit is only available up to 2 times/year.

On any subsequent occasions within the same year, assistance will be provided, but customer
shall be responsible for the associated fuel costs.

Mistakenly locked
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Alternative transport

In case of mistakenly locked or lost of key, if a spare key is located within a 15km radius,
Mercedes-Benz Star Assist 24h will coordinate to collect and bring a customer spare key to the
current vehicle location.

If the distance is beyond 15km, a charge of 25,000VND/km will be applied.
Charges for additional kilometre shall be the customers’ responsibility.

In the event that customers’ vehicle is towed away, immediate mobility will be provided to take
customers to any onward destination. Immediate mobility will be provided either in form of a
limousine for up to 50 km or taxi up to a fare of 600,000 VND.

In the event of an accident, customers will be evacuated or repatriated to a nearest medical
facility. If a customer is hospitalized in a facility that is not capable of providing the appropriate
level of care, customer will be evacuated to the nearest suitable hospital. (*)

Expenses in relation to evacuation or repatriation are limited to a maximum amount of
140,000,000 VND and coverage only applies within the geographical borders of Vietnam.

(*)The decision concerning any decision to evacuate the customer will be determined by the treating Physician and agreed by Customer. This is a support
from Star Assist 24h, we will not be responsible for any claims on the health condition of customer during the evacuation and repatriation process.
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Star Help.
e 1800 4

00 110

Getting Help

To contact our Star Assist 24h by phone, call 1800 400 110.

Customer will be asked to provide the following information:
Vehicle Identification Number (VIN)
Mobile number

License plate number
- Location of the immobilized vehicle

Description of the problem

Hotline number can also be found on the windshield sticker or B-Pillar sticker of the vehicle.

Safety Measure

If vehicle is immobilized in a hazardous location, please inform the Mercedes-Benz Star Assist 24h
operator accordingly during the call and ensure you are not exposed to danger from oncoming vehicles.
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) e The customer’s vehicle’s disablement must have been occurred on a public thoroughfare, street, h|ghway, road
T ol { ~ public or private parking lot. Service on Ioggmg roads, beaches, barricaded or construction areas, racing tracks and
A el s ~ restricted service roads are not covered under this program,;

e Coverage will be provided for vehicle
' Costs for any spare parts are not covere

have become immobilized. _ _ 5 '
nder Mercedes-Benz Star Assist 24h; oo
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Any problem resulting from an accident and natural disaster.

Any expenses incurred without the prior authorization of Mercedes Benz Star Assist 24h’s call cen
; vice will be provided except when it is to0 aﬁge ous for the service vehicle to operate because of

Expenses that would normally have been paid by the customer, such as petrol and toll chér | i = 7 \ o weather or road conditions;
of when a customer makes a legitimate claim under the ‘run out of fuel’ benefits). p RRE R

e The cost i -’v«;- incident is not covered under Star Assist 24h;

Any cost resulting from participation in motor racing, rallies, and speed or duration ' - I | e . A > .
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- 'Lr\at be driven safely under the
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Any cost resulting from the customer’s vehicle being kept in an un-roadworthy.t ndition. vin T R g i (as aforementioned), ta
If the customer continually fails to keep its vehicle in a roadworthy conditi ‘we reserves the rig‘-ht-_-td re\;'oke'_-f = ah
the customer’s coverage; ' : :

vehicles’ own power;
- _-\__- b
-

e Additional charges for the towing of vehicl

e o
procedures and/or equipment beyond that normally 'e uired for the towing of an unaltered vehicle, are the

Any cost resulting from the customer being under the influence ofil toxi sating I|quor solvent abuse or drugs;

equential losses arising directly or indirectly from.tf obilization; _ L responsibility of the customer. = /




bong hanh trén moi cung dudng.

Chung t6i ludn cam két mang dén cho cac khach hang sé hiiu chiéc xe Mercedes-Benz nhiing trai nghiém
doc dao va dac biét nhat. Dich vu hé trg trén dudng Mercedes-Benz Star Assist 24h |a mot phan khong
thé thi€u trong cam két nay.

Mercedes-Benz Star Assist 24h san sang moi lic moi ndi trén khap Viét Nam, hé trg ky thuat ngay tai ngi
xay ra su c@, ctiu hd, kéo xe trong trudng hop xe gép su ¢6 bat ngd khong thé tiép tuc di chuyén hoac cac
truc trac nhé khac nhu xe hét binh, thing I6p.

Cac tu van vién giau kinh nghiém tai téng dai ctia Mercedes-Benz Star Assistant 24h, thong thao tiéng
Anh va tiéng Viét, sé sé ti€p nhan va nhanh chong hé trg cac yéu cau cla hhach hang dé dam bao xe
Mercedes-Benz clia quy khach dudc cham soc mot cach tot nhat.

B 3 nam s dung dich vu (tinh tu ngay xuat héa don ban xe).

B HO tro ky thuat hodc clu ho 24 /7 trong trudng hdp xe khong thé ti€p tuc di chuyén.
B Khong gidi han khoang cach va so lan yéu cau dich vu.
|

Ap dung cho tat ca cac dong xe du lich Mercedes-Benz, V-Class va Vito.

& Dudong day nong: 1800 400 110




Sl

Ho trd toan dién.

Mercedes-Benz Star Assist 24h mang dén cac giai phap toan dién dé hé trg khach hang 24 /7 trong cac tinh huéng xe
khong thé tiép tuc di chuyén hodc cac su c6 nho trén dusng.

Cac giai phap cuta ching t6i bao gom:

Ho trd qua dién thoai

Dé khach hang an tam di chuyén, dich vu hé trg qua dién thoai sé hoat dong lién tuc 24 /7
thong qua dudng day néng clia Mercedes-Benz Star Assist 24h.

‘(w ‘ : Tly vao tung tinh hudng, tu van ky thuat hoac cac phudng an khac phuc su ¢é sé duge hudng
e P ““:- dan truc tiép tu téng dai bsi chuyén gia ky thuat day dan kinh nghiém. Néu su ¢6 khong thé xi
e, ly tur xa, ky thuat vién hodc phuang tién ctu ho sé dudc diéu dong dén ngai xay xa su co.

Pudng day nong Mercedes-Benz Star Assist 24h ludn la ngi lién hé chuyén biét va hiiu ich cho
khach hang khi can su hé trg.

Hé trg tai ché

9

Néu chiéc xe Mercedes-Benz ctia quy khach can nhiéu han su hé trg qua dién thoai, mot ky
thuat vién cla Mercedes-Benz Star Assist 24h sé dugc cir dén dé hé trg va dam bao khach hang
sé nhan dugc su giup d& can thiét ngay tai dia diém xe xay ra su c6.
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Cuu ho/ kéo xe

Hét nhién liéu

DG6i véi nhiing tinh hudng xe khong thé ti€p tuc di chuyén, tu van vién Star Assist 24h sé sép xép
phudng tién ciu ho kéo xe vé xudng dich vu Gy quyén clia Mercedes-Benz.
Diéu kién ap dung hé trg nay:

- Trudng hop hé trg kéo xe trong nodi thanh Ha Noi hodc Tp. H6 Chi Minh: kéo xe mién phi dén
dai ly Gy quyén ctia Mereces-Benz tai Ha Noi hoac Tp. H6 Chi Minh theo mong mudn cla
khach hang, va khong gi6i han khoang cach di chuyén.

- Trudng hop hé trg kéo xe ngoai khu vuc néi thanh Ha Noi hoac Tp. H6 Chi Minh: kéo mién phi
dén dai ly Gy quyén gan nhat ciia Mercedes-Benz, va khong gidi han khoang cach di chuyén.

- Trudng hop 16p xe bi xep: kéo xe mién phi dén dia diém slra chiia trong ban kinh t8i da 15km.

- Né&u khach hang quyét dinh kéo chiéc xe Mercedes-Benz clia minh dén mot diém dén khac,
khong phai dai ly Gy quyén, khach hang sé tu chu dong sap xép dich vu kéo xe va chi tra cac
chi phi lién quan.

Mercedes-Benz Star Assist 24h hé trg Ién dén 10 lit nhién liéu mién phi cho moi su ¢c6 xe hét
nhién liéu va khong thé khéi dong.

Khach hang c6 thé st dung tién ich nay téi da 2 1an trong mét nam.

Dai véi cac su ¢6 hét nhién liéu xay ra ti€p theo trong nam, Mercedes-Benz Star Assist 24h sé
hd trg cung cap nhién liéu theo yéu cau va chi phi nhién liéu lién quan sé do khach hang chi tra.

Khoéa trai/ that lac chia khoéa
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Phudng tién di chuyén thay thé

Trong trudng hdp xe bi khoa trai hodc bi mat chia khoéa,néu chia khoa du phong nam trong ban
kinh 15km, Mercedes-Benz Star Assist 24h sé& ph6i hdp dé chuyén chia khoa du phong cua
khach hang dén vi tri hién tai cta xe.

Néu khoang cach vugdt qua 15km, mdc phi 25.000VND/ km &p dung cho maéi km tinh thém sé
dudc ghi nhan la chi phi ma khach hang can thanh toan.

Néu xe Mercedes-Benz can phai kéo dén xudng dich vu Gy quyén, mot phuang tién di chuyén
thay thé ngay lap tudc sé dudc cung cap dé dua khach hang dén bat ky dia diém dén nao.

Khach hang cé thé di chuyén bang xe limousine vdi quang dudng hé trg 1én dén 50km hoac
taxi v6i muc ho trg t6i da 600.000 dong.

Trong trudng hgp xay ra tai nan, khach hang sé dudc sd tan hoac dua dén cd sé y t€ gan nhat.
NEu ¢ sé y té khong c6 kha nang cung cap muc do chia tri phu hgp, khach hang sé dugc
chuyén dén bénh vién dugc khuyén nghi gan nhét. (*)

T4t ca cac chi phi hé trg y té lién quan dudc gidi han 6 muc t6i da 140.000.000 dong va chi ap
dung trong pham vi lanh thé Viét Nam.

(*) Viéc chuyén vién sé dugc quyét dinh bdi Bac si diéu tri va déng y cua khdch hang. Pay la su hé trg cua Star Assist 24h, chung t6i sé khong chju trach
nhiém cho bat ky yéu cau boi thudng nao d6i vdi tinh trang suc khde cua quy khdch trong suét qud trinh so tan hodc di chuyén dén co sé y té.




Lién hé.

Lién hé khi can hé trg

Lién hé téng dai Mercedes-Benz Star Assist 24h qua dudng day nong 1800 400 110.
Dé& thuan tién cho viéc hé trg, khach hang vui long chuén bi trudc cac théng tin sau:
S6 khung xe (VIN)

Sé dién thoai lién hé trong qua trinh hé trg

Bién s6 xe
- Dia diém xay ra su c8

Mo ta su co xe dang gap phai.

S6 dudng day nong cta Mercedes-Benz Star Assist 24h ¢6 thé dudc tim thay trén nhdn dan kinh
chan gié hodc nhan dan tai cda lai cua xe.

Bién phap an toan

Néu xe xay ra su ¢6 & vi tri nguy hiém, vui long thong bao cu thé cho tu van vién Star Assist 24h
trong cudc goi va hdy dam bao quy khach khong gép nguy hiém tur cac phuang tién khac.

1800 4

00 110
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Chuang trinh hé trg trén dudng Mercedes-Benz Star Assist 24h khong bao gom hoae éap doﬁg cho cac tru’fjng hdp sau

e Su ho trg sé dudc cung cédp cho cac ¢
nao déu khong dugc chi tra theo Mercec

g tién khong thé tiép tuc di chuyén. Chi phi cho bét ky phu t‘ung thay thé 1
-Benz Star Assist24h, Ry (o

e T4t ca cac van dé phat sinh do tai nan va thién tai gay ra;

ﬁ ~ e Cac chi phi phat sinh ma khéng c6 su déng thuan trudc tu tu van vién clia Mercedes Benz Star Assist:

e Cac chi phi thudng dudc khach hang thanh toan, nhu xang va phi cau dudng; (ngoai tru truon; act n-g d:LTa"q-'“- { k
i ra yéu cau chinh dang theo tién ich 'hét nhién liéu'); p 2 R o~y

Chi phi'c
Mercedes Benz

st dung dich vu cho nhiéu hon hai ngudi
sist 24h;

e Cac chi phi phat sinh do tham gia vao cac cudc dua xe, bi€u tinh va cac 1an kiém tra:

uu Jthc‘mg trén dusng tr [
. = €O quan chuc nang; ' Tt
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Mac du c6 quy dinh vé'@
vu kéo xe cling sé dugc cung cé
co cla xe; —

. Cac chi phi phat sinh do xe di chuyén trén nhiing doan dudng, dia hinh khong dun_g. Néu khach hang lien tuc
cho xe di chuyén trén nhiing doan dusng hay dia hinh nay chung t6i co qu) U chéi cung ca”p_t:éc quyén Igi nam
trong chudng trinh Mercedes-Benz Star Assist 24h; 4"' 2’ T8
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Cac khoan phi phat sinh thém cho viéc kéo x, do khach han g yéu cau cac thu tuc va / hodc thiét bj dac biét vugt
qué tiéu chuédn hé trg thong thudng dé kéo mot chiéc xe nguyén ban, sé do khach hang chiu trach nhiém.

-
d

chi phi phat sinh do khach hang chiu anh hudng cla rugu of ﬂ ung chét kich thich hoac thuéc;

i€p hodc gian tiép phat sinh do hau qu i viéc xe khong di chuyén dudc;
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Disclaimer: The services of the Mercedes-Benz Star Assist 24h roadside assistance program are excl ly provided by AWP Services (Thailand) Co., Ltd. (,supplier“) and it’s affiliated partners. The supplier and it’s affiliated partners are the sole parties
responsible to provide the related services to the customers and responsible for any liabilities originating from the services under this booklet.

Tuyén b6 mién tri trach nhiém: Cac dich vu cta chuong trinh ho trg ciiu ho Mercedes-Benz Star Assist 24h dugc cung cap doc quyén bdi Cong ty TNHH AWP Services (Thai Lan) (“nha cung cdp”) va cac déi tac lién két cia nha cung cép. Nha cung cép va
cac doi tac lien két cta nha cung cap la cac bén duy nhat chiu trach nhiém cung cép cac dich vu lién quan cho khach hang va chiu trach nhiém vé moi trach nhiém phap ly bat nguén tu va c6 lién quan téi cac dich vu trong &n pham nay.

Mercedes-Benz Vietnam Ltd.



