CONG TY CO PHAN CONG HOA XA HOI CHU NGHIA VIET NAM

CAO SU DA NANG Déc 14p - Tw do - Hanh phuc
S&:A248QDP-DRC Da Nang, ngay 28 théng 11 nam 2023
QUYET PINH

Vé viéc ban hanh Quy dinh céng tic bao hanh san phim

TONG GIAM POC CONG TY CO PHAN CAO SU DA NANG

- Can cir Piéu 1é Cong ty cé phan Cao su Da Néing;
- Xét @é nghi ciia Phong KCS.

QUYET PINH:

Piéu 1. Ban hanh kém theo Quyét dinh nay Quy dinh vé cong tac bao hanh sin
pham Céng ty ¢ phan Cao su Pa Néng.

Piéu 2. Quyét dinh nay c6 hiéu luc ké tir ngay ky (dp dung cho san pham mang
thuong hiéu DRC, cdc thuong hiéu khdc do DRC san xudt), thay thé Quy dinh cua
Toéng gidm doc s6 735/QD-DRC ngay 04/7/2022 va Thong bao sbé 388/TB-DRC
ngay 04/5/2023.

Piéu 3. Cac ong/ba Phé Tong giam doc, Truong cac don vi true thude Cong ty
c6 phan Cao su Pa Néng cin cir Quyét dinh thi hanh./.

Noi nhin:
- Nhu bieu 3:
-Luu: VT, KS.




CONG TY CO PHAN CONG HOA XA HOI CHU NGHIA VIET NAM
CAO SU DA NANG Poclap - Twdo - Hanh phiic

Da Néang, ngay 28 thang 11 nam 2023

QUY PINH
CONG TAC BAO HANH SAN PHAM
(Ban hanh kem theo Qury ét dinh 56 4L 64A/OP-DRC ngay 28 thang 11 nam 2023 cua
Téng gicém déc Céng ty CP Cao su Pa Néng

Chuong I
NHUNG QUY PINH CHUNG
Piéu 1. Pham vi diéu chinh, ddi tweng ap dung

Van ban nay quy dinh cong tac bao hanh cac san pham do Cong ty ¢o phan Cao su
ba Nang san xuat dwoc tiéu thu tai thi trirong Viét Nam va xuat khau.

Doi twong ap dlmg la ca nhan, don vi trong va ngoai Cong ty co phan Cao su Da
Nang c6 lién quan dén cong tac bao hanh san pham.

Diéu 2. Muc dich

Quy dinh nay la co s¢ deé to chirc thue hién cong tac bao hanh san pham tai Cong ty
c6 phan Cao su Pa Nang.

Piéu 3. Giai thich tir ngi va tir viét tat

TWI: La vach chi giéi han do mon an toan cua mit 16p (Tread Wear Indicator),
duoc biéu thi bing mot vach don hodc déi tai day ranh hoa 16p.

Vach bao hanh: La gi¢i han 16p con hoac khong con diéu kién duwoc béo hanh
(vach bao hanh biéu thi bang hoa phu hoac 16 chim trén ving mit chay cuia 16p. nhan biét
vi tri bang dau A tai ving vai 16p).

Vach bao hanh s6 1, s6 2: La giéi han diéu kién dé xem xét lop dwge bao hanh
100%, theo i 1€ % hoa 16p con lai hay khong dwoc bao hanh (dp dung doi véi 16p dic
chung)

Chwa qua vach bao hanh: Nghia 1a hoa 16p bi mon nhung chwa dén vach bao
hanh.

Qua vach bio hanh: Nghia 1a hoa 16p bi mon qua vach bao hanh.

Tilé % hoa lop con lai: La ti 1é (%) gitta chieu cao hoa 16p tai thoi diém kiém tra
s0 véi chiéu cao hoa 16p con méi. dwoc xac dinh nhu sau:

Ty 1€ (%) hoa lop con lai B=100x C2/Cl1
Irong do:
C1: La chiéu sau hoa lép moi tai vi tri do quy dinh

C2: La chiéu sau hoa 16p do tai vi tri quy dinh vao thoi diém xem xét bao
hanh

Date: La thoi han toi da dbi véi mot san ph?un ma Cong ty chiu trach nhiém bao
hanh. Tinh tir ngay san xuat, date cia lop 6 to, 10p dac chung lop nong nghiép la 60
thang; date cua lop dap. sam 1op xe dap xe méy. sam yém 6 t6 la 36 thang.
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- San pham loai 1 (c6 dau chat lwong loai 1 khac chim trén san pham);

- Khong bi tay x6a logo san pham: khong bi stra chita hodc tac dong khac lam anh
hwong chat lwong san pham;

- Chua qua 36 thang tinh tir ngay san xuat;
- San pham bi 16i do Nha san xuét.
4.3 Lop 6 t6 bias tai nang, tai nhe, néng nghiép, 16p xe ning:
- San phém loai 1 (co dau chat Iwong loai 1 khic chim trén san phém):
- Khéng mat logo san pham, khong mat s6 chim:
- Khéng bi stra chira hodc tac dong khac lam anh hwong chat lwong san pham;

- Hoa lop chwra mon dén vach bao hanh. Trong trong hop lop mon qua vach bao
hanh thi chiéu cao hoa 16p con lai > 50% so véi chiéu cao hoa Iop mo1i cung loai (do binh
quan 03 vi tri, vi tri do tai diém phia trong vach gi¢i han bao mon “TWI” cua 16p)

- Chwa qua 60 thang tinh tir ngay san xuat;
- San pham bi 16i do Nha san xuat.
4.4 Lop dac ching:
- San pham loai 1 (c6 dau chat wong loai 1 khac chim trén san pham):
- Khong mat logo san pham, khong mat s6 chim;
- Khong bi stra chira hodc tac dong khac lam anh hwong chat lwong san pham;

- Chiéu cao hoa lop con lai > 30% so véi chiéu cao hoa 16p mdi ciing loai (chua
mon qua vach bao hanh so 1, do binh quan 03 vi tri, vi tri do tai vach bao hanh sé 1)

- Chwra qua 60 thang tinh tir ngay san xuat:
- San pham bi 16i do Nha san xuat.

5 Lop 6 to radial tai nang (TBR), tai nhe (LTR), PCR, (toan thép, ban thép):
- San pham loai 1 (c6 dau chat lwong dwge dong bang muc in trén san pham):
- Khong mat logo san pham, khong mat s6 chim;
- Khong bi stra chita hodc tac dong khac lam anh hwong chat lwong san pham:

- Chiéu cao hoa 10p con lai > 50% so véi chiéu cao hoa lop mai cung loai (do binh
quan cac vi tri trén mat 10p vi tri do tai diém phia trong vach giéi han bao mon “TWI”
ctia 16p)

- Chua qua 60 thang tinh tir ngay san xuat;
- San pham bi 16i do Nha san xuat.
4.6 Lop 6 té dap: (dap nong va dap dan )

- Lop chinh pham (chi BH d6i v6i ot 16p nhom 1, khong BH ddi véi ¢ot 1op nhom
2 va nhom dap theo yéu cau)

- Khong b1 tay Xo0a logo san pham: khong bi stra chira hoac tac dong khac lam anh
hwong chat lwgng san pham:
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* Hién twong mon nhanh hoac mon khong déu gay ra bai sai s6t vé mat ky thuat cua
xe nhuw sai goc dat banh xe hoac cac van dé khéc.

* Ap suat bom hoi khong dtng chuan (thiéu hodc dw ap suat). St dung khi 16p bi
qua mém, qué cing hodc c6 chay khi banh xe d bi xep. xi hét hoi. Lop bi bién dang, ldo
hoa do xe ding yen lau ngay.

* Xe chd qua tai hodc chay voi toc dd cao hon chi so tai trong va téc d6 cho phép
duoc ghi & hong 16p hodc da duge khuyén céo.

* Lop hur héong do 16i giy ra trong qué trinh van hanh : cua ngodc gap. phanh gap.
xe bi leo le, thoi quen lai xe (lang lch, danh vong), ding trén cac loai dwong khong ding
quy dinh; hur hong do ¢6 ¥ lam giam d6 bén hoac va dap. 16i van hanh, nhimg hw hong va
lam dung khac.

* Lop bi hong do lién quan dén qué trinh van chuyén, bao quan, lwu trir gay ra nhr:
bi réch, tray xuéc hoac bién dang; bi anh hwdng boi thoi tiét khac nghiét, 16p bi phoi
nang, chiu tac dong ctia ozone, nhiét gay lio hoa, gay ran nit cao su; 10p bi chay, dinh
xang dau. hoa chat. ...

* Lop bi hong do lién quan dén qua trinh lap rap gay ra nhu: lap got 16p khong an
khép véi vanh, thao tac tho, rép lam ton hai dén I6p sao su kin khi, v& cao su khu vire
got dan dén tham thau khi gay phong, no got. ..

* Céc 161 nho khong anh hudng dén chat lrong, hiéu qua va cac chire ning ctia 16p.

* Lop lap khong phu hop diéu kién sit dung, (mg dung sai hodc khéng tuan thu
nhimg khuyén cao vé ky thuat, huéng dan ctia nha san xuat.

* Céc khiéu nai vé 16p bi dao, oval (nhay), rung lac, khong can bang, mon khong
déu, tiéng on bat thwong khi chieu sau hoa 16p con lai thap hon 95% so véi chidu séau hoa
1op ban dau.

Cac diéu kién khac:

* Bao hanh khong deén bu cho céc chi phi nhu : thué, dich vu théo lap va can chinh
lop. ton that ve thoi gian, ton that do xe khong hoat dong, sw bat tién va hw hong dac biét
hoac do hé qua 6 thé xay ra trong pham vi cho phép cua Phap luat.

* Khong co bat ky dai 1y 1y quyen, nguoi dai dién hodc nhan vién nao cua Cong ty
c6 day du tham quyen dwa ra nhimg tuyén bo, cam két hoac thoa thuan khac véi nhimg
diéu khoan trong Quy dinh bao hanh nay.

* San pham hw hong da bao hanh sé duoc thu hoi va thudc sw quan 1y ctia Cong ty.

Piéu 6. Chinh sach bao hanh

6.1 Sam - Lép xe dap, xe may:
- Pam bao diéu kién bao hanh theo quy dinh;
- buoc bao hanh bfmg 01 (mot) san pham méi cung loai.

6.2 Lop 6 t6 bias tai ning, tai nhe, 16p néng nghiép, 15p xe nang:
Néu 16p dam bao cac diéu kién néu trén Cong ty giai quyét nh sau:

* Doi vai lop 6 to bias clura mon den vach bao hanh. 10p néng nghiép chwa mon
qua 25%: Bao hanh bang 01 (mot) san pham méi cung loai.
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giai quyét, dong thoi ghi két qua vao Biéu két qua g giam dinh chat lwong san pham tra ve
(KS.5.5-5.9), phan loai san pham 16i sau khi giai quyét bao hanh (X, Y, Z).

Moi ky gidm dinh toi thiéu phai c6 03 thanh vién (thanh phan la c4 nhan trong Tiéu
ban gitp viéc, thanh vién trong HDGBCL).

- P.KCS: Can ctr Bieu két qua giam dinh san pham tra ve (KS.5.5-5.9) lap Thong
bao két qua bao hanh (KS.5.1/KS.5.2/KS5.2a), trinh Tong glam dde phé duyet thong bao
két qua bao hanh cho KH qua Fax/Email, chiu trach nhiém giai thich moi khiéu nai ctia
KH vé ket qua bao hanh.

- PBH: Can ctr vao gia ban san pham tai thoi diem théng bao két qua bao hanh
duoc cap nhat trén he thong phan mén quan ly cua Cong ty - OR12 (la gia duoc tinh theo
gia dang ap dung cho timg nha phan phoi), Phong BH lap bang Tong hop san pham duoe
bao hanh (KS5.13 +KS 5 14).

+D0i véi cac treong hop giai quyét bao hanh bing bt trir cong no, P. BH chuyén ho
so da duge duyét cho phong Tai chinh - Ké toan vao ngay 03 hing thang dé thwe hién b
trir cong no cho khach hang.

+ Pi véi treong hop tra san pham P. BH tong hop ho so chuyén P. KH xuét kho tra
bao hanh cham nhat la 07 ngay ké tir ngay nhan ket qua bao hanh.

- P.BH, P.XK:

+ Thue hién viéc giai quyet haug dwoc bao hanh cho khach hang theo thong bao
két qua bao hanh ctia Phong KCS va phwong thirc giai quyét hang dwoc bao hanh theo
biéu 7 Qui dinh nay.

+ Kiém tra gia trén bang Tong hop san pham bao hanh va trinh Tong giam ddc
phe duyet, nhap gia tri dwoc bao hanh vao phan mem Quan 1y giam gia hang ban trén
ORC.

- P.KT: Thoi gian hoan thanh bu trir cong ng cho NPP duoc hoan tat trwde ngay 04
hang thang.

Thoi gian hoan thanh tra bao hanh duoc hoan tat ngay sau khi c6 don hang tiép theo
cua NPP.

Sau khi da giai quyeét bao hanh (B trir cong no hodc tra san pham) cho KH. P.BH
cung cap céc théng tin da thuc hién bao hanh nhu: thoi gian da giai quyét bao hanh, sé
hoa don tra bao hanh cho P.KCS dé cap nhat thong tin lén trang website Cong ty.

7.2 Giam dinh tai hién trwong:
7.2.1/ Pham vi ap dung:

La phuong thire kiém tra SPL ngay tai don vi sit dung nham giai quyet nhanh, kip
thoi cac khiéu nai ciia KH, p dung cho cac doan cong tac do Cong ty cir dé giai quyeét
bao hanh tai hién truong hodc thwe hién theo chirc nang cua cac Van phong dai dién
Cong ty.

Giai quyét bao hanh tai hién treong co thu hoi san pham duoc ap dung trong trirong
hop bat bude KH phai giri san pham vé Cong ty ngay sau khi co BBHT.

Giai quyet bao hanh tai hién treong khong thu hoi san pham thuong dwoc ap dung
cho KH xuat khau hodc san pham c6 16i nhung van dam bao diéu kién tiép tuc dwa vao st
dung.
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Cac budc tiép theo thye hién nhw quy trinh Gidm dinh tai Cong ty.
7.4 Giai quyét khiéu nai sau bao hanh:
7.4.1/ Pham vi ap dung:

Ap duug trong nhung treong hop KH ¢6 van ban khiéu nai do khong thoa man véi
két qua giai quyét bao hanh san pham ctia cong ty.

7.4.2/ Quy trinh giai quyet'

HPGQKN: Can ctr van ban khiéu nai cua KH, tuy theo tung trwdng hop cu the,
HPGQKN sé tién hanh hop. xem xét giai quyét mot cach phi hop.

P.KCS: Sau khi tiép nhan thong tin khiéu nai. tuy tung treong hop Phong KCS de
xuat TGD xét duyét hodc dé nghi hop HDGQKN dé giai quyet, can cir xét duyét cua
TGD, Bién ban hop cua HDGQKN, lap Théng béo két qua bao hanh (KS.5.1/KS.5.2a),
thong bao két qua bao hanh cho KH qua Fax/Email, chiu trach nhiém giai thich moi
khiéu nai ctia KH ve két qua bao hanh. Lap ho so giai quyét bao hanh chuyeén cho P.BH.

Cac budc tiép theo thye hién nhw quy trinh Giam dinh tai Cong ty.
Diéu 8. Phwong thire giai quyét hang dwoc bao hanh:
8.1. P6i véi khach hang ndi dia: C6 2 cach sau:
8.1.1/ Cach 1- Khach hang Ia Nha phén phéi:
Gia tr bao hanh sé duoc giai quyet bu trir cong no cho KH, can cir gia ban cho timg

KH tai thoi diém thong béo ket qua bao hanh, gié tri bao hanh Phong tai chinh-Ké toan
bu trir cong ng cho khach hang trrde ngay 04 hang thang.

8.1.2/ Cach 2 - Khach hang t6 chirc:

Tra bang san pham: Vo1 nhimg san pham dwoc bio hanh, P. BH lap SO gui cho
P.KH. P. KH thuc hién xuat kho san pham tra bao hanh cho khach hang khi khach hang
c6 don hang tiép theo. Hoa don xuét tra san pham chi thé hién _quy cach, 50 llrong san
plrun dwoc bao hanh. Trwong hop Cong ty khong c6 san pham ton kho cting loai véi san
pham dugc bao hanh thi ap dung theo cach 1.

8.2 Poi véi khach hang xuat khau:

Thuye hién theo phwong thire giam trir theo gia tri hang dwoc bao hanh. Pon gia dén
bu dya trén gia ban thé hién trén hop dong mua ban.

Cén ¢l qui cach san pham. so lwong, ti 1é bao hanh. Phong xuat khau tinh tong gia
tri dugce bao hanh va giam trir vao gia tri cua cac 16 hang tiep theo, theo cach gid tri bao
hanh sé duoc giam trir vao don gia ban thé hién trén quyet dinh gia ban cu the cho timg
'mro'ng hop. Trén hoa don ban hang va to khai xuat khau khong thé hién khoan giam trwr
nay.

Piéu 9. Chi phi van chuyén.

Cong ty chi thanh toan chi phi van chuyén (2 chleu) khi san pham 16i thude vé Nha
san xuat, sau khi HDGDCL danh gia, xem xét san pham dwoe bao hanh.

D6i véi san pham khong dwoc bao hanh (san phanl bi 16i Mlong thuoc trach nhiém
ctia Nha san xuat) KH phai chiu chi phi van chuyen Ichiéu : van chuyén nhan lai san
pham khéng bao hanh tir kho Cong ty tra vé kho NPP/KH.
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