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

CAO SU DA NANG Poc lap - Tw do - Hanh phiic
S6:1264A /QD-DRC Da Néng, ngay 28 théng 11 nam 2023
QUYET PINH

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

TONG GIAM DPOC CONG TY CO PHAN CAO SU PA NANG

- Can cir Diéu 1é Céng ty ¢6 phan Cao su Pa Ndng;
- Xét dé nghi ciia Phong KCS.

QUYET PINH:

Piéu 1. Ban hanh kém theo Quyét dinh nay Quy dinh vé cong tac béo hanh san
pham Cdng ty ¢6 phan Cao su Pa Néng.

Piéu 2. Quyét dinh nay c¢6 hiéu luc ké tir ngay ky (dp dung cho sin phdm mang
thuong hiéu DRC, cac thuong hiéu khéc do DRC san xudt), thay thé Quy dinh cia
Tong giam doc sd 735/QD-DRC ngay 04/7/2022 va Thong bao sb 388/TB-DRC
ngay 04/5/2023.

Piéu 3. Cac dng/ba Phé Tong giam dde, Trudng cac don vi true thude Cong ty
c6 phan Cao su Pa Néng cin ctt Quyét dinh thi hanh./.

Noi nhdn:
- Nhu biéu 3;
-Luu: VT, KS.




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

DPa Néng, ngay 28 thang 11 nim 2023

QUY DINH
CONG TAC BAO HANH SAN PHAM
(Ban hanh kém theo Quy ét dinh s6 \264k /QD-DRC ngay 28 thang 11 ndm 2023 ciia
Téng gicm doc Cong ty CP Cao su Pa Ning

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

Van ban nay quy dinh céng tac bao hanh cac san pham do Cong ty ¢d phan Cao su
Pa Nang san xuat dugc tiéu thu tai thi treong Viét Nam va xuat khau.

Déi twong ap dung la ca nhan, don vi trong va ngoai Cong ty c¢6 phan Cao su Pa
Nang co lien quan den cong tac bao hanh san pham.

Piéu 2. Muc dich

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

Piéu 3. Giai thich tir ngir va tir viét tat

TWI: La vach chi giol han do mon an toan cua mat lép (Tread Wear Indicator).
dwoc bieu thi bang mot vach don hoac doi tai day ranh hoa lop.

Vach bao hanh: La gi6i han 16p con hodc khong con diéu kién dwoe bao hanh
(vach bao hanh biéu thi bang hoa phu hodc 16 chim trén viing mét chay cta 10p, nhan biét
vi tri bang dau A tai vung vail lop)

Vach bao hanh s 1, 56 2: La gidi han dieu kién dé xem xét 16p duoc bao hanh
100%, theo t1 1€ % hoa lop con lai hay khong dwge bao hanh (ap dung doi véi lop dac
chung)

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

Qua vach bao hanh: Nghia la hoa 16p bi mon qua vach bao hanh.

Ti 1€ % hoa lop con lai: La ti 1& (%) gitta chiéu cao hoa lop tai thoi diém kiém tra
so voi chieu cao hoa lop con mdi, durge xac dinh nh sau:

Ty 18 (%) hoa 16p con lai B= 100 x C2/C1
Trong do:
C1: La chiéu sau hoa 16p méi tai vi tri do quy dinh

C2: La chiéu sau hoa 10p do tai vi tri quy dinh vao thoi diém xem xét bao
hanh

Date: La thoi han toi da doi véi mot san ph%m ma Cong ty chiu trach nhiém bao
hanh. Tinh tir ngay san xuat, date ctia 10p 6 to, 1op dac chung, 16p nong nghiép la 60
thang; date ctia lop dap. sam 1op xe dap xe may. sam yém 6 to la 36 thang.
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Phuc tra: La viéc giam dinh lai san phém 16i do khach hang chwa thoa man voi két
luan cua Cong ty.
Céng ty: La Cong ty co phan Cao su Pa Nang
Logo cong ty: La biéu twong gom 05 (ndm) hinh tam gidc déu va chit DRC

X, Y, Z: La cac dang san pham 10i sau khi da giai quyet bao hanh, déu dwoe mai
logo va so chim.

* X: Dang san pham 16i khong tan dung duoc:
*Y: Dang san pham 16i c6 thé tan dung dé dap lai:
* Z: Dang san pham 16i ¢6 thé tan dung vao muc dich phit hop.
KH: Khach hang mua. st dung san pham DRC
NPP : Nha phan phoi
HDPGPCL: Hoi dong giam dinh chat lwong
HDPGQKN: Hoéi dong giai quyét khiéu nai KH sau bao hanh
DGDHT: Doan giam dinh tai hién trirong.
BBHT: Bién ban hién trirong
P.KCS: Phong KCS
P.KH : Phong Ké hoach
P.BH: Phong Ban hang
P.XK: Phong Xuat khau
B.BHLD: Ban Bao h¢ lao dong
SPL: San pham 16i
S$6 chim: Diy s6 do Nha san xuat gan trén moi san pham dé xac dinh nguon goc
Lép dac ching: Cac quy cach 16p 6 t6 bias tir 14.00-24 tr&r 1én va 16p 12.00-24 54L(L5S)
Lop 6 té Bias: Lop 6 t6 ¢6 két cau manh chéo
Lop 6 t6 Radial: Lop 6 t6 ¢6 két cau manh hwéng tam
Chwong II
NOI DUNG BAO HANH
Piéu 4. Piéu kién dwoc bao hanh
4.1 Lop xe dap, 10p xe may:
- San ph?un loai 1 (co dau chat lwong loai 1 khéc chim trén san phém);

- Khong bi tay xoa logo san pham; khong bi stra chira hodc tac dong khac lam anh
hwong chat lrgng san pham;

- Chura qué 36 thang tinh tir ngay san xuat va chira mon quéa 50% hoa 1op (xac dinh
tal vi tri gitta mat chay);

- San pham bi 101 do Nha san xuat.

4.2 Sam xe dap, sam xe may:
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- San pham loai 1 (c6 dau chat lwong loai 1 khac chim trén san pham);

- Khong bi tay x0a logo san pham; khong bi sira chira hodc tac dong khac lam anh
huong chat hwong san pham;

- Chwa qua 36 thang tinh tir ngay san xuat;
- San ph?un bi 161 do Nha san xuat.
4.3 Lop 6 t6 bias tai nang, tai nhe, ndng nghiép, 16p xe nang:
- San phém loai 1 (c6 dau chat lwong loai 1 khéc chim trén san phﬁm);
- Khong mat logo san pham, khong mat s6 chim:
- Khong bi stra chita hodc tac dong khac lam anh hwong chat lwong san pham;

- Hoa lop chwa mon dén vach bao hanh. Tr ong treong hop lop mon qua vach bao
hanh thi chiéu cao hoa 16p con lai > 50% so véi chiéu cao hoa 10p mdi cung loai (do binh
quan 03 vj tri, vi tri do tai diém phia trong vach gii han bao mon “TWI” ctia 16p)

- Chura qué 60 thang tinh tir ngay san xuat;
- San pham bi 16i do Nha san xuat.
4.4 Lép dac chung:
- San pham loai 1 (co dau chat lwong loai 1 khic chim trén san pham);
- Khong mat logo san pham, khong mat s6 chim;
- Khong bi sira chita hodc tac dong khac lam anh hwdng chat liong san pham;

- Chieu cao hoa lop con lai > 30% so v&i chiéu cao hoa 16p méi ciing loai (chua
mon qua vach bao hanh so 1, do binh quan 03 vi tri, vi tri do tai vach bao hanh s6 1).

- Chwa qua 60 thang tinh tir ngay san xuat;
- San pham bj 16i do Nha san xuét.

4.5 Lop 6 t6 radial tai nang (TBR), tai nhe (LTR), PCR, (toan thép, ban thép):
- San pham loai 1 (c6 dau chat lrgng dwoce dong bang mue in trén san pham):;
- Khong mat logo san pham, khéng mat s6 chim;
- Khong bi stra chita hodc tac dong khac lam anh huong chat luong san phfun;

- Chiéu cao hoa 10p con lai > 50% so véi chiéu cao hoa 1op mdi cliing loai (do binh
quan cac vi tri trén mat 16p, vi tri do tai diém phia trong vach gi6i han bao mon “TWI”
ctia 16p)

- Chwa qua 60 thang tinh tir ngdy san xuat;
- San pham bj 16i do Nha san xuét.
4.6 Lop 6 to dap: (dap nong va dap dan)

- Lop chinh pham (chi BH d6i véi cot 16p nhom 1, khong BH ddi véi cot 10p nhom
2 va nhom (Tap theo yeu cau)

- Khong bi tay x6a logo san pham: khong bi stra chita hodc tac dong khac lam anh
hwong chat lwong san pham;
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- Hoa lop chwa mon dén vach bao hanh (doi véi nhtng mat 10p cé khac vach bao
hanh), hodc t1 Ié % chieu cao hoa 10p con lai >75% (do1 vdoi nhitng mat 10p chwa khac
vach bao hanh)

- Chwra qua 36 thang tinh tir ngay san xuat:

- San phﬁm bi 16i do ky thuat dép ciia Nha san xuat. Cu thé:

* Céc 101 phong, bong troc mat chay do stte dinh mat 16p va cot 16p khong dam bao.
* Phong, ho phan moi nbi mat 16p, mi dan mat 16p hai bén hong.

* Cao su mat 10p bi phong, x6p.

* Mieng va bi phong, hd, bong va bi ndo miéng va do chat lirong miéng va khong
dam bao.

* Phan xtr 1y vét thwong cia nha san xuat khong dat yéu cau.
N Phan 15'i kiém tra cta nha san xuat nhw 16p dap méi (chua st dung): bi 10i tanh,
soOt 10 va. sot vet thuong,
- Khong bao hanh ddi vdi trrong hop:
* Hu hong do 16i st dung (ngoai vat cat, no tai. noi ap khong ding. ...).

* Cac hw hong do cot 16p: Cot yeu tach tang vai manh, phong dop, bong tréc phan
cao su hong 16p ctia cot, cao su cot 16p bi 140 hoa. .

4.7 Sam, Yém 6 té:
- San pham loai 1 (c6 dau chat lgng loai 1 dwgce dong bang muc in trén san pham);

- Khong bi tay xoa logo san pham; khong bi sira chita hodc tac dong khac lam anh
hwong chat lwong san pham;

- Chwra qua 36 thang tinh tir ngay san xuat;

- San ph:fim bi 16i do Nha san xuat.
Piéu 5. Trwong hop khong dwge biao hanh:

- Lép (hoac san phém khac) bi qua thot han dwge xem xét bao hanh (qua date).

- Lop mon qua gidi han (theo ty 1€ quy dinh) dé dwoc xem xét bao hanh.

- Lop bi stra chita, thay d6i so v&i ké ban dau : sira logo, stra quy céch, stra hoac mat
s6 chim. ..

- Lop méi bi 16i do ¢6 cho va, hw hai do ket qua cua viéc dwa ngoai vat vao nhuw lot,
don vo, them chat bit kin hodc cac chat can bang...

- Lop huw hong khong lién quan dén qua trinh san xuat gay ra, bao gom :

* Lop bi hur hong do diéu kién dwong xa. hw hong do tac dong ngoai vat trén dwong
gay ra nhu: dinh dam, da chém, cac vét cat, vét toat, cac vét tray xudc. ..

* Lop hw hong do qua trinh théo lip khong dang, 16p st dung khong phu hop véi
vanh xe hodc vanh (mam) xe khong dam bao chat lwong: bi hong, mép méo, cong vénh,
nut vo mam. ..

* Lap 10p khong can bang, lap vao nhitng xe khong ding véi quy cach, 16p mon
khong déu, 16p hong hu do bé phanh, hé théng giam xoc ctia xe khong hoat dong.

NS
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* Hién twong mon nhanh hoac mon khong déu gay ra béi sai sot vé mat ki thuat cia
xe nhwr sai goc ddt banh xe hodc cac van dé khac.

* Ap suat bom hoi khong ding chuan (thiéu hodc dw ap suat). Stt dung khi 16p bi
qua mém, qua cang hodc cd chay khi banh xe da bi xep, xi hét hoi. Lop bi bién dang, ldo
hoa do xe dung yén lau ngay.

* Xe ch& qua tai hodc chay voi toc do cao hon chi s6 tai trong va toc do cho phép
dwoc ghi ¢ hong 1op hoac da dwge khuyén céo.

* Lop hu hong do 16i gay ra trong qua trinh van hanh : cua ngodc gap, phanh gap,
xe bi leo ¢, théi quen 14i xe (lang lach, danh vong). ding trén cac loai dwong khong dung
quy dinh; hw hong do ¢6 ¥ 1am giam d6 bén hoac va dap, 16i van hanh, nhtmg hu hong va
lam dung khac.

* Lop bi hong do lién quan dén qua trinh van chuyén, bao quan, luu trir gay ra nhu:
bi rch, tray xudc hoac bién dang; bi anh hwong boi thoi tiét khic nghiét, 16p bi phoi
nang, chiu tac dong ctia ozone, nhiét gay ldo hoa, gy ran mit cao su; 16p bi chay, dinh
xang dau, héa chat....

* Lop bi hong do lién quan dén qua trinh lép rap gay ra nhw: lip got 16p khong an
khép véi vanh, thao tac théo, rap lam ton hai dén lop sao su kin khi, v& cao su khu vire
gbt dan dén tham thau khi gay phong, nd got...

* Cdc 101 nho khong anh huong dén chat lwong, hiéu qua va cac chire nang ctia 16p.

* Lop lap khong phu hop diéu kién st dung, tmg dung sai hodc khéng tuan thu
nhitng khuyén céo vé ki thuat, hwéng dan cia 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 chiéu sau hoa 16p con lai thap hon 95% so véi chiéu sau hoa
16p ban dau.

Cac diéu kién khac:

* Bao hanh khong dén bu cho cac chi phi nhw : thué, dich vu thao lép va can chinh
lc"')p1 ton that vé thoi gian, ton that do xe khong hoat dong, su bat tién va hu hong ddc biet
hodc do hé qua co thé xay ra trong pham vi cho phép ctia Phap luat.

* Khong c6 bat ky dai 1y Gy quyen. nguoi dai dién hodc nhan vién nao ctia Cong ty
c6 day du tham quyén dua ra nhimg tuyén b, cam két hodc thoa thuan khac véi nhtng
diéu khoan trong Quy dinh bao hanh nay.

* San pham hw hong da bao hanh sé dwoc thu hoi va thude su quan ly cua Cong ty.

Pieu 6. Chinh sach bao hanh

6.1 Sam - Lép xe dap, xe may:
- Pam bao diéu kién bao hanh theo quy dinh:
- Puoc bao hanh bz;ulg 01 (mot) san phém mo1 cung loai.

6.2 Lop 6 t6 bias tai nang, tai nhe, 16p néng nghiép, 16p xe ning:
Néu 1op dam bao céc didu kién néu trén Cong ty giai quyét nhw sau:

* Dot voi 1op 0 to bias chwa mon den vach bao hanh, 10op nong nghiép chwa mon
qua 25%: Bao hanh bang 01 (mot) san pham méi cing loai.
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* Poi voi lop 6 to bias qua vach bao hanh hodc lop nong nghiép mon qua 25%
nhung chieéu cao hoa lop con lai > 50%: Cong ty bao hanh bang 50% gia tri san pham
_ P gty . P
cung loai.

6.3 Sam - Yém 6 to:
- Bam bao dieu kién bao hanh theo quy dinh;
- Buoc bao hanh b?ulg 01 (mot) san phém moi cung loat.

6.4 Lop 6 to radial tai nang (TBR), tai nhe (LTR), PCR (toan thép, ban thép):
- Pam bao diéu kién bao hanh theo quy dinh;

- Néu chiéu sau hoa 1op con lai > 80%: Pugc bao hanh bang 01 (mot) san pham mdi
cung loai.

- Neu chieu sau hoa lop con lai > 50% va < 80%: Pugc bao hanh theo theo ty 1€ %
chieu sau hoa lop con lai.

5 Lop dic ching:
- Pam bao diéu kién bao hanh theo quy dinh;

- Néu chieu sau hoa 1op con lai > 80% (chwra mon qua vach bao hanh so 1): Puoc
bao hanh bang 01 (mot) san pham maoi cung loai.

- Neéu chieu sau hoa lop con lai > 30% va < 80% (chiéu cao hoa 1op con lai nam
gitra pham vi vach bao hanh so 1 va so 2): Pugc bao hanh theo ty 1é % chiéu sau hoa lop
con lai.

6.6 Lop 6 t6 dap:

- Pam bao diéu kién bao hanh theo quy dinh;

- Pugc bao hanh theo gid tri phan gia cong dap 16p bang cach dap lai 16p khéc cting
quy cach.
Piéu 7. Phwong thirc bao hanh
7.1 Giam dinh tai cong ty:
7.1.1/ Pham vi ap dung:

Ap dung khi san pham khiéu nai bao hanh ctia KH duwoc giti vé Cong ty gidm dinh.
7.1.2/ Quy trinh giai quyét:

- Van phong Pai dién DRC/KH: Kiém tra ban dau va danh dau kllllyét tat theo
H.KS.5.2 KH chuyén san pham bao hanh vé Cong ty kem theo Giay dé nghi doi san

pham KS.5.12, ghi 16 quy cach, ching loai, s6 Iwong, s6 chim. 1y do d& nghi d6i. hién
twong hu hong. s

- Bao vé&: Kieém soat ra vao cong va xac nhan vao Giay de nghi doi san pham.

- Thu kho bao hanh: Tiep nhan san phém kiém tra xac nhan qui cach, so lwong
vao Giay dé nghi doi san pham cia KH gui ve, lap Phleu nhap kho (01 lien giao KH, 01
lién lvu). Chiu trach nhiém quan 1y san pham KH gui ve bao hanh; san pham Lhong dugce

bao hanh tra KH va san pham 16i sau khi giai quyét bao hanh (X.Y.Z). Pinh ky bao cao
50 liéu lién quan san pham bao hanh cho P.KH.

- HDGDCL: Dinh ky hang tuan, HDGDCL cu tiéu ban gitp viée giam dinh, phuc
tra san pham KH yeu cau bao hanh, xdc dinh nguyén nhan hw hong, dé xuat chinh sach
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giai quyet, dong thoi ghi két qua vao Biéu két qua giam dinh chat lwong san pham tra vé
(KS.5.5-5.9), phan loai san pham 16i sau khi giai quyét bao hanh (X, Y, Z).

MBoi ky giam dinh ti thiéu phai ¢ 03 thanh vién (thanh phan la ca nhan trong Tiéu
ban giup viéc, thanh vién trong HDGBCL).

- P.KCS: Cin 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 ddc phé duyét, thong bao
két qua bao hanh cho KH qua Fax/Email, chiu trach nhiém giai thich moi khiéu nai cua
KH vé két qua bao hanh.

- PBH: Can cu vao gia ban san p11a111 tai thoi diem thong bao két qua bao hanh
dwgc cap nhat trén hé théng phan meén quan ly cua Cong ty - OR12 (la gia dwoc tinh theo
gia dang ap dung cho timg nha phan phoi), Phong BH lap bang Tong hop san pham duoc
bao hanh (KS5.13 + KS 5.14).

+D0oi véi cée trudomg hop giai quyét bao hanh bang b trir cong no, P. BH chuyén ho
so da duoc duyet cho phong Tai chinh - Ke toan vao ngay 03 hang thang dé thue hién bu
trir cong no cho khach hang.

+ Péi véi trerong hop tra san pham P. BH tong hop ho so chuyén P. KH xuat kho tra
bao hanh cham nhat 1a 07 ngay ké tir ngay nhan két qua bao hanh.

- P.BH, P.XK:

+ Thue hién viée giai quyét hang dwoc bao hanh cho khach hang theo thong béo
két qua bao hanh ctia Phong KCS va phuorng thire giai quyét hang duwge bao hanh theo
Diéu 7 Qui dinh nay.

+ Kiém tra gia trén bang Téng hop san pham bao hanh va trinh Tong giam doc
phe duyet, nhap gia tri dwoe bao hanh vao phan mem Quan ly giam gia hang ban trén
ORC.

- P.KT: Thoi gian hoan thanh bt trir cong ng cho NPP dwgc hoan tat truede ngay 04
hang thang.

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

Sau khi da giai quyét bao hanh (Bu trir cong no hodc tra san pham) cho KH. P.BH
cung cap cac thong tin da thwe hién bao hanh nhuwr: thoi gian da giai quyét bao hanh, sb
hoa don tra bao hanh cho P.KCS dé cap nhat thong tin lén trang website Cong ty.

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

La phwong thue kiém tra SPL ngay tai don vi sit dung nham giai quyet nhanh, kip
thoi cac khiéu nai cia KH, ap dung cho cac doan cong tac do C‘on0 ty ctr de giai quyet
bao hanh tai hién treong hoac thuc hién theo chirc nang cua cac Van phong dai dién
Cong ty.

Giai quyét bao hanh tai hién truong c6 thu hoi san pham duge ap dung trong trrong
hop bat buoc KH phai giti san pham vé Cong ty ngay sau khi co BBHT.

Giai quy ét bao hanh tai hién trwong khong ‘thu hoi san pham thwong duwoc ap dung
cho KH xuat khau hodc san pham c6 16i nhung van dam bao diéu kién tiép tuc dua vao st
dung.
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7.2.2/ Quy trinh giai quyét:

PGPHT: Khi nhan dugc thong tin khiéu nai ciia KH tai cac thi truong, PGDHT
cén ctr cac quy dinh lién quan dén chinh sach bao hanh, chu trirong da dwoc Ban lanh dao
Cong ty chi dao cho timg triwong hop cu the, tién hanh giam dinh chat luong san pham tai
hién trwong, lap Bién ban hién trueong theo mau BBHT.01 (01 lien giao cho KH; 01 lien
luvu). Chuyén BBHT ve cho P.KCS dé lam thi tuc giai quyét bao hanh cho KH.

7.2.2.1/ Doi véi trueomg hop bao hanh cé thu hdi san pham:
Cac VPPD DRC/KH: Chuyén san pham bao hanh vé cong ty kém theo BBHT.01.
- Bao vé: Kiém soét ra vao cong va dong dau vao BBHT.

- Thi kho bao hanh: Tiép nhan san pham. kiém tra xac nhan qui cach. s6 lwong
vao BBHT, lap Phleu nhap kho (01 lién giao KH, 01 lién lwu). Chiu trach nhi¢m quan ly
san pham KH gui vé bao hanh va san pham 16i sau khi giai quyét bao hanh (X.Y.Z). Pinh
ky béo cao 0 heu lién quan san pham bao hanh cho P.KCS va P.KH.

HDGDCL: Thue hien cong tac hau kiém dbi vdi tat ca cac san pham gial quyét tai

hién treong, ghi két qua vao Bieu két qua giam dinh chat lwong san pham tra vé (KS.5.5-

5.9), phan loal san pham 16i sau khi giai quyét bao hanh (X.Y.Z), giti Biéu két qua giam

dmh chat lvong dén P.KCS. Dinh ky hang quy ¢6 bao cao danh gia, kién nghi xit 1y cac
treong hop giam dinh c6 sai sot.

P.KCS: Can ct Bieu két qua giam dinh, lap Thong béao két qui bao hanh
(KS.5.1/KS.5.2a), trinh Tong giam ddc phé duyet thong bao két qua bao hanh cho KH
qua Fax/Email, chiu trach nhiém giai thich moi khiéu nai ciia KH vé két qua bao hanh.
Lap ho so giai quyét bao hanh chuyén cho P.BH, P.XK

Céc bude tiép theo thyc hién nhw quy trinh Giam dinh tai C ong ty.
7.2.2.2/ P6i v6i trwong hop bao hanh khéng thu hdi san phim:

P.KCS: Can cit BBHT, lap Thong bao két qua bao hanh (KS.5.1/KS.5.2a), trinh
Tong giam doc phé duyet thong bao két qua bao hanh cho KH qua Fax/Email, chiu trach

nhiém giai thich moi khiéu nai ciia KH vé két qua bao hanh. Lap ho so giai quyét bao
hanh chuyén cho P.BH, PXK.

Céc budc tiép theo thure hién nle quy trinh Giam dinh tai Cong ty.
7.3 Giam dinh truc tuyén:
7.3.1/ Pham vi ap dung:

Ap dung d6i voi san pham xuat ldlau hodc san pham tiéu thu ndi dia trong treong
hop san pham bao hanh khong thé giri vé Cong ty dé giam dinh va thoi gian yéu cau bao
hanh qua cap bach.

7.3.2/ Quy trinh giai quyét'

KH: Phan anh tinh hinh hw hong cia san pham thong qua hinh anh (co thé bang
video) va cac thong tin ¢ lién quan theo hwdéng dan ctiia Cong ty. giti vé bang van
ban/email/zalo ..

P.KCS: Cén ctr thong tin KH giri vé, phan tich, két luan, lap Thong bao két qua bao
hanh (KS.5.1/KS.5.2/KS5.2a), trinh Téng giam doc phé duyét, thong bao két qua bao
hanh cho KH, P. XK qua Fax/Email/zalo.., chiu trach nhiém giai thich moi khiéu nai cta
KH ve két qua bao hanh. Lap ho so giai quyét bao hanh chuyén cho P.BH, PXK.
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Cac bude tiép theo thure hién nhnr quy trinh Giam dinh tai Cong ty.
7.4 Giai quyét khiéu nai sau bio hanh:
7.4.1/ Pham vi ap dung:

Ap dung tr ong nhimg treong hop KH c6 van ban khiéu nai do khong thoa man véi
ket qua giai quyét bao hanh san pham ctia cong ty.
7.4.2/ Quy trinh giai quyet:

HDPGQKN: Can ctr van ban khiéu nai cua KH, tuy theo timg treong hop cu the,
HDGQKN sé tien hanh hop, xem xét giai quyet mot cach phu hop.

P.KCS: Sau khi tiép nhan thong tin khiéu nai, tuy tlmg treong hop Phong KCS de
xuat TGP xét duyét hoac dé nghi hop HDGQKN dé giai quyet, can cr xét duyét cua
TGD, Bieén ban hop ciia HDGQKN, lap Thong bao 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 vé két qua bao hanh. Lap ho so giai quyét bao hanh chuyén cho P.BH.

Céc budc tiép theo thure hién nhw quy trinh Giam dinh tai Cong ty.
Diéu 8. Phwong thirc giai quyét hang dwoc bio hanh:
8.1. P6i véi khach hang néi dia: Co 2 cach sau:
8.1.1/ Cach 1- Khach hang la Nha phan phoi:

Gia tri bao hanh sé dugce giai quyét bu trir cong no cho KH, can ctr gia ban cho timg
KH tai thoi diém thong béo ket qua bao hanh, gia tri bao hanh Phong tai chinh-Ké toan
bu trir cong no cho khach hang trede ngay 04 hang thang.
8.1.2/ Cach 2 - Khach hang to chirc:

Tra bang san pham: V&i nhitng san pham dwoc bao hanh, P. BH lap SO gii cho
P.KH. P. KH thuc hién xuat kho san pham tra bao hanh cho khach hang khi khach hang
c¢6 don hang tiép theo. Hoa don xut tra san pham chi thé hién _quy céch, s0 lwong san
pham duge bao hanh. Truong hgp Cong ty khong co san pham ton kho cling loai véi san
pham dwoc bao hanh thi ap dung theo cach 1.

8.2 Poi véi khach hang xuat khau:

Thure hién theo phirong thire giam ftrir theo gia tri hang dwoc bao hanh. Don gia den
bu dua trén gia ban theé hién trén hop dong mua ban.

Cén ctr qui cach san pham, so lrong, ti 1é bao hanh, Phong xuat khau tinh tong gia
tri dwoc bao hanh va giam trr vao gia tri cua cac 16 hang tiep theo, theo cach gia tri bao
hanh sé duoc giam trir vao don gia ban thé hién trén quvet dinh gia ban cu thé cho timg
tmorng hop. Trén hoa don ban hang va t& khai xuat khau khong thé hién khoan giam trir
nay.

Piéu 9. Chi phi vin chuyén.

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

DOi véi san pham khong dwoc bao hanh (san pham bi 161 khong thudc trach nhiém
ctia Nha san xuat) KH phai chiu chi phi van chuyen Ichiéu : van chuyen nhan lai san
pham khéng bao hanh tir kho Céng ty tra vé kho NPP/KH.
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Cudc phi van chuyén san pham bao hanh dwogc thanh toan theo Biéu gia cude quy
dinh ctia Cong ty, do P. KH dé xuat don gia va thanh toan.
Piéu 10. Quan ly va bao cao.
10.1 Phong KCS:
Hang thang lap:
Bang tong hop khuyét tat san pham tra vé (Sam yém 16p 6 to, sam 16p XD XM).
Bang tong hop san pham tra vé theo KH (16p 6 t6, 16p dap).
Béng tong hop san pham duwge bao hanh KS.5.13 giri KH, P.BH.
Bang tong hop gia tri bao hanh KS.5.14, trinh ky va giri P. BH kiém tra, thuc hién.

Hang quy bao cao, phan tich danh gia tinh hinh chat lrong san pham bao hanh giri cac
don vi lién quan va Ban Tong giam dbc.

10.2 Phong Ban hang:
Hang thang lap:
Bang tong hop san pham dwoc bao hanh gii P. KH
Bang tong hop gia tri bao hanh trinh ky va giri P. KT, P. KH thue hién.
10.3 Thu kho bao hanh:
Mé s6 theo ddi, quan Iy xuat nhap hang bao hanh:
Can ct Biéu két qua giam dinh chat lrong san pham, nhap so liéu dwge bao hanh
(X.Y.Z) vao hé thong Oracle;
Thuc hién viéc giao nhan, theo doi san phém duge bao hanh (X,Y.Z) vdi cac don vi
co lién quan;
Hang thang phoi hop phong: P.KCS doi chiéu s6 liéu nhap xuat ton san pham bao
hanh.
Chwong II1
PIEU KHOAN THI HANH

Pieu 11. Cac don vi thuoe Cong ty dwge phan cong nhiém vu ¢o trach nhiém thye hién
cac noi dung ban hanh trong Quy dinh nay.

Piéu 12. Quy dinh nay c6 hiéu luc ké tir ngay ky (dp dung cho san pham mang rhzro'ng
hiéu DRC, cdc thuong hiéu khdc do DRC san rum‘) thay thé Quy dinh ctia Tong giam ddc
s0 735/QD-DRC ngay 04/7/2022 va Thong bao s 388/TB-DRC ngay 04/5/2023.

ONG GIAM DOC




