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CHUONG 1: TONG QUAT
1.1. Muc dich:

Huwong dan nay dwa vao HVQS-F-1702 (Thu thap va xir ly thong tin chat
lwong thi treéng) nham gitp nhan vién bao hanh x& ly cac thong tin, cac so liéu lién
quan dén cong tac bao hanh mét cach nhanh chéng. N6 hwéng dan cac budc thuc
hién, tién trinh xtr ly cac so liéu va théng tin vé bao hanh.

1.2. Pham vi 4p dung:

Hwéng dan nay str dung cho hoat dong xt ly, quan ly cac thong tin vé bao hanh
cua phong dich vy, so lvgng xe dang ki bao hanh, so lwgng xe nhéan sy kiém tra dinh
ki mién phi, s6 lwgng khiéu nai bao hanh, va cac hoat dong khac lién quan dén bao
hanh.

CHUONG 2: CAC YEU CAU CUA TIEN TRINH XU LY VA

QUAN LY THONG TIN VE BAO HANH:

2.1. Gi®#i thiéu chung vé ché dé bao hanh
Nham dam bao chéat lvgng clia san pham va dé phong nhitng khuyét tat clia vat
liéu va’hoac do san xuat, cong ty Honda Viét Nam chinh thirc ap dung ché dé bao hanh
ké tir thang 10 nam 1996.
2.1.1 Heé théng bao hanh:
Hién nay cdng ty Honda Viét Nam da lién két chat ché voi nhiéu don vi kinh té
trén pham vi toan quoc dé thanh Iap nén moét hé thong bao hanh bao gom:
- Céac Cilra Hang Ban Xe va Dich Vu do Honda dy nhiém, viét tat HEAD.
Chirc nang cha yéu cla ctra hang HEAD la :
. Ban xe
. Cung cép phu ting chinh hiéu
. Thwc hién cdng viéc bao duwdng va bao hanh
. Hwéng dan lai xe an toan
- Trung tdm bao dwéng & dich vu do Honda Gy nhiém, viét tdt HASS
Chtrc ndng chii yéu clia HASS 14 :
. Cung cép phu ting chinh hiéu
. Thwe hién cong viéc bao dwdng va bao hanh
2.1.2 Céch thirc 4p dung va cac diéu kién vé bao hanh :
2.1.2.1 Thé I& bao hanh:
Sé bao hanh néy’cé hiéu Iwc tai cac ctra hang ( HEAD ) va tram dich vu do Honda
ay nhiém trong lanh thé Viét Nam.
Dé viéc bao hanh c6 hiéu lyc, xe ctia khach hang phéi nhan dwoc sy dang ky bao
hanh hop 1€ theo thu tuc do Honda Viét Nam dua ra. Bong thoi, khach hang dugc yéu
cau phai tuan tha dang theo ché dd kiém tra bao dwdng dinh ki cia Honda.

Khi cé béat ki khiéu nai gi déu phai xuét trinh sé bao hanh hop 1& dung luc.
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2.1.2.2 Loai xe va th&i han bao hanh:
Xe do Honda Viét Nam san xuét va dwoc ban tai cac ctra hang HEAD.
Song song 2 th&i han bao hanh:
B&o hanh 24 thang ho&c 20.000 km, tuy trwérng hop nao dén truéc
B&o hanh 36 thang hoac 30.000 km, tuy trwérng hop nao dén truéc
2.1.2.3 Kiém tra bdo dwéng dinh ki :

Honda rat chud trong dén nhirng ky kiém tra nay b&i vi d6 la nhivng yéu té co anh
hwéng dén sw bao quan va dd bén cta xe. Kiém tra bdo duéng dinh ki phai dwoc tién
hanh dung theo lich bao dwéng theo qui dinh bao hanh cia Honda va phai do chinh
Ctra hang HEAD hay Tram dich vu HASS do Honda Gy nhiém thyc hién. Lich kiém tra
bao dwdng dinh ki nhw sau:

a, Bbi v&i nhirng xe cé thdi han bao hanh 24 thang hodc 20.000km

- BAO DUGNG DINH Ki LAN 1: dwoc tién hanh vao thoi diém: Truwéc 1 thang va
1.000 km

- BAO DUONG BINH KI LAN 2: dwoc tién hanh vao thoi diém : 1 thang 1 ngay ~
4 thang Hoac 1.001 Km ~ 4.000 Km Tinh theo trwong hgp dén trwdc ké tir ngay mua
xe

- BAO DUONG DINH KI LAN 3: dwoc tién hanh vao thoi diém : 4 thang 1 ngay
~8 thang Hoac 4.001 Km~8.000 Km Tinh theo trwd'ng hop déen trwdc ké tir ngay mua
xe

- BAO DUONG BINH Ki LAN 4: 8 thang 1 ngay ~ 12 thang Hoac 8.001
Km~12.000 Km Tinh theo trwdng hgp dén trwdce ké tir ngay mua xe.

- BAO DUONG DINH Ki LAN 5: 12 thang 1 ngay ~18 thang Hoac 12.001
Km~16.000 Km Tinh theo trw&ng hop déen trwdc ké tir ngay mua xe.

- BAO DUONG DINH Ki LAN 6: 18 thang 1 ngay ~24 thang Hoc 16.001
Km~20.000 Km Tinh theo trwdng hgp dén trwdce ké tir ngay mua xe.

b, Bbi v&i nhirng xe cé théi han bao hanh 36 thang hodc 30.000km

- BAO DUONG DINH Ki LAN 1: dworc tién hanh vao thdi diém: Trwdc 1 thang va
1.000 km

- BAO DUONG BINH Ki LAN 2: duoc tién hanh vao thoi diém : 1 thang 1 ngay ~
6 thang Hoac 1.001 Km ~ 6.000 Km Tinh theo trwvdng hop dén trwdc ké tr ngay mua
xe

- BAO DUONG BINH Ki LAN 3: duwoc tién hanh vao thoi diém : 6 thang 1 ngay
~12 thang Hoac 6.001 Km~12.000 Km Tinh theo trwdng hop déen trwdc ké tr ngay
mua xe

- BAO DUONG DINH Ki LAN 4: 12 thang 1 ngay ~ 18 thang Hodc 12.001
Km~18.000 Km Tinh theo trwéng hop dén trwdc ké tir ngay mua xe.

-BAO DUGONG DINH Ki LAN 5: 18 thang 1 ngay ~27 thang Hoac 18.001
Km~24.000 Km Tinh theo trw&ng hop den trwdce ké tir ngay mua xe.

- BAO DUONG DBINH Ki LAN 6: 27 thang 1 ngay ~36 thang Hoac 24.001
Km~30.000 Km Tinh theo trwéng hop dén trwdc ké tlr ngay mua xe.
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2.2 -Hwéng Dan So Lwoc Vé Mang May Tinh Nhap Sé Liéu Bao Hanh:

2.2.1.Tat ca cac giay to lién quan dén bao hanh nhw Chirng Nhan Bao Hanh, Phiéu
Kiém Tra Dinh Ky dwgc HEAD nhap online hang ngay theo mau qui dinh cta HVN trén
hé thong DCS. Két thic thang phai ket thac luén viéc giri div liéu ctia thang do vé HVN
gua mang DCS.

Mudn nhap hodc xem céac théng tin dang ki bao hanh va kiém tra dinh ki vao
chuwong trinh PC PACK.

2.2.2 Céc biéu mau lién quan dén cong viéc bao hanh:
2.2.2.1 Lién quan dén viéc dang ki bao hanh:
2.2.2.2.Ching nhan bao hanh xe gan may

Chirng nhan bao hanh la phan dau tién clia S6 bao hanh dwec cép cho khach
hang ngay sau khi giao xe cho khach. M6t b chirng nhan bao hanh xe gan may Honda
gom 3 lién:

- Lién sb 1: Gitr lai s6 bao hanh cho khach

- Lién sé 2: Do Honda Viét Nam st dung.

- Lién sé 3: dwoc gilr lai lwu tai cira hang.

Do do, thu tuc déang ki bao hanh dwoc coi la hop 1€ khi clra hang gt vé phong
Dich vu - Honda Viét Nam chirng nhan bao hanh trwdc ngay 10 dau moi thang va
thong tin chirng nhan bao hanh bao cao bang DCS online hang ngay

2.2.2.3.Phiéu kiém tra xe trwéc khi ban (P.D.1)

Phiéu kiém, tra xe trwdc khi ban dwoc coi nhuw |a biénrbén xac nhan xe trong tinh
trang hoat déng tot khi giao cho khach hang va dam bao chat lwgng cho san pham cua
Honda Viét Nam. Phieu kiem tra xe trwéc khi ban gom 3 lién:

- Lién sb 1: Gitr lai sd bao hanh cho khach

- Lién sé 2: Do Honda Viét Nam st dung.

- Lién sbé 3: Buoc gitr lai lwu tai civa hang

Clra hang phai tién hanh kiém tra va danh dau tirng muc trén phiéu kiém tra xe
trwde khi ban. Sau do ky thuat vién truc tiep kiem tra xe va khach hang ky tén xac nhan
két qua trén truwde khi giao xe cho khach hang.

Pong thoi clra hang phai gtvi lién cua Honda vé phong Dich vu - Honda Viét Nam
trwdc ngay 10 dau moi thang.

2.2.2.4.Danh muc giao xe cho khach
Danh muc giao xe cho khéch’ cting duwgc coi nhw la bién ban xac nhan khach

hang da nhan dwgc day du cac giay t& khi nhan xe dong thoi da duwgc clra hang
hwéng dan day du ve ché d6 bao hanh, bao dudng dinh ky, lai xe an toan... Nhan vién
trie tiep hwong dan va khach hang sé ky tén xac nhan bén dwdi. Danh muc giao xe
nay gom 3 lién:

- Lién s6 1: Git¥ lai s6 bao hanh cho khach

- Lién sé 2: Do Honda Viét Nam st dung.
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- Lién sé 3: Buoc gitr lai lwu tai ctra hang
Danh muc giao xe cling gt vé cho phong Dich vu - Honda Viét Nam trwéc ngay 10
dau moi thang.

2.2.2.5 Lién quan dén viéc kiém tra dinh ki:

Hoat déng kiém tra dinh ki phét sinh tlr ngay dau thang dén ngay cudi thang.

Nhan vién bao hanh cua ctra hang nhap online hang ngay theo mau qui dinh cla HVN
trén hé thong DCS. Két thuc thang phai ket thac lubn viéc gvi dir liéu cta thang do ve
HVN qua mang DCS.

* Clra hang phai lwu gitr cac Phiéu gbc kiém tra dinh ki tai clra hang tdi thiéu 18 thang.

2.3 Lién quan dén viéc khiéu nai bdo hanh
2.3.1.B&o céo khiéu nai bao hanh:

Clra hang sé 1a noi tric tiép giai quyét nhirxng khiéu nai bao hanh cta khach hang.
Sau d6 sé gwri théng tin ve Phong dich vu Honda dwéi hinh thirc bao cao khiéu nai bao
hanh( KNBH) b&ao cao trén mang DCS sau khi thyc hién xong bao hanh cho khach
hang. Mdi trwdng hop Khiéu nai phai c6 bao cao KNBH chi tiét trén DCS kém theo va
phu tung hw héng gan lién véi phiéu nhan dang phu tung.

2.3.2. Phu tung hw héng - Phiéu nhan dang phu tung:

Phu tiing hw hdng ctia khiéu nai bao hanh phai luén di kém véi phiéu nhan dang
phu ting hw hong dé de kiém soat. Khi gtvi phu tling hong, ctra hang phai lap tong ket
phu ting khiéu nai bao hanh. Phu tung hw hdng x& ly trong thang phai dwoc giri bang
phwong tién PCN/EMS vé phong Dich Vu Honda theo dia chi:

Céng ty Honda Viét Nam - Phwéng Phic Thadng- Thi x Phac Yén - Tinh Vinh Phac.
Noi nhan: Phong Dich Vu.

2.3.3. Li&én quan dén viéc glri bwu phadm céc tai liéu va phu ting khiéu nai bao hanh.

Sau khi thay thé phu tung cho khach hang xong, HEAD mang phu tung khiéu nai
bao hanh dén buwu cuc VNPT gan nhat dé gii vé HVN, chi phi chuyén phat HEAD
kpéng phai trng trwédc, sé do HVN chi tra khi bén VNPT tap hop va xuat mét héa don
tong cho HVN.

2.3.4.Bao cao hoat déng dich vu hang thang tai ctra hang.

Két quia hoat dong dich vu tai cra hang déu duoc liét ké vao bao cdo hoat dong
hang thang bao gom:

- B&o céo sb lwgng xe ra vao stra chira tai clra hang

- Bao cao doanh thu dich vu tai ctra hang

Cac bao cao nay phai dwgc bao céo trén DCS sau khi thyc hién xong bao hanh
cho khach hang.

Phat hanh héa don GTGT thanh toan chi phi bao hanh.
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Khi nhan dwoc cac gidy chap thuan thanh toan tlr phong Dich Vu Honda, can clr
vao sb tién va cac khoan muc trén gidy chap thuan thanh toan ctra hang sé phat hanh
héa don GTGT theo ding mau do B tai chinh ban hanh va guvi vé:

Phong dich vu - Céng ty Honda Viét Nam, Phwdng Phac Thang, Phac Yén, tinh Vinh
Phdc. Ngw&i nhan: Cé6 Chir Thi Bwong

2.3. Cac Bwéc Thwe Hién Cong Viéc Bao Hanh Tai Van Phong Honda:
2.3.1. Nhan s6 liéu:

Céc clra hang sé& gtri bao céo bao hanh vé céng ty Honda méi ngay. Do dé phai
lap bang theo ddi viéc gli cac bao cao bao hanh. Tir bang theo ddi nay co thé biet
dwoc cac clra hang nao da nop bao cao, nhirng ctra hang nao chwa nép bao cao dé co
nhirng nhac nhé& kip thoi:

Bé&o céo dich vu gri vé& Honda gém co:

2.3.1.1.Chirng nhan bao hanh, phiéu kiém tra xe trwdc khi ban, Danh muc giao
xe cho khach.

2.3.1.2. Hoa don bwu dién ban gbc ( héa don GTGT)

Khi m& cac bao thw bao cao bao hanh, phai chi y xem ctra hang c6 gri du cac
bao cao hay khong. Néu chwa du, phai ghi chu dac biét va sau do lién hé voi cira hang
yéu cau gri bo sung nhirng giay to con thiéu.

Boi voi héa don bwu dién: chi chap thuan thanh toan cho nhitng hoa don goc
GTGT lién quan dén viéc gri cac bao cao bao hanh, phu ting khiéu nai bao hanh. Do
do sé gwi tra ctra hang nhirng héa don buwu dién khéng hop 1é.

Ghim bam nhitng hoa don hop 1& cla tirng clra hang, sép xép cac hda don theo
thtr tw ma clra hang tang dan, kiém tra ndi dung tirng hda don.
2.3.2.Chtrng nhan bao hanh:

Gi@ chirng nhan bao hanh vao dung vj tri thich hop. Chirng nhan bao hanh lwu triv toi
thieu 2 nam.

2.3.3 Phiéu kiém tra dinh ki sé& dwoc lwu tai ctra hang:

2.3.3.1. Phan loai riéng phiéu theo lan kiém tra

2.3.3.2. Phan loai riéng theo tirng loai xe.

2.3.3.3. Sap xép theo thir tw ngay tang dan trong thang.

2.3.3.4. Dung day thun budc chat cac phiéu kiém tra dinh ki theo tirng cra hang,

2.3.3.5 Luwu gitr cac phiéu KTPK cua ctra hang trong cac thung gidy thich hop

Nhan vién quan ly dich vu sé kiém tra viéc thwc hién viéc lwu triv gﬂa clra hang
hang thang. Ngoai ra, khi phat hién co sy sai sot trong cach ghi, cach dién cac giay t&
trén, sé phailwu y va sé trao dbi lai v&i clra hang.

Phiéu kiém tra dinh ki lwu trir tai ctra hang téi thiéu 18 thang.

2.4 Nhap sé liéu:

MOi so khung, sb may ctra hang chi dwoc dang ki bao hanh cho 1 khach hang
Nhirng sb khung, s& may nay sé HEAD nhap online hang ngay theo mau qui dinh cta
HVN trén hé théng DCS.

Ctra hang mudn nhap thong tin cho chi xe tiép theo hay thay ddi thong tin khach
hang thi phong dich vu Honda Viét Nam sé ho trg nhap
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2.4.1 Cap nhatsé liéu xe dang ky bao hanh:
Co6 2 cach:1- HEAD nhap
2 - HVN nhap
Ghi chti: S6 khung, s6 may da co san trén may tinh la s6 liéu chinh xac. Do d6, khi thay
sO khung, s0 may & CNBH bj viét nham, phai doi chieu v&i cac CNBH duoc lvu gilr tai
Honda hoac lién hé véi clra hang dé co6 s6 khung, s may chinh xac.

2.4.1.1: HEAD nhap vao mang:

_ Vao DCS ->CNBH&KTDK new-> ré6i HEAD nhap CNBH online hang ngay theo
mau qui dinh cdia HVN trén hé thong DCS.

Nhirng trwong hgp HEAD khdng nhap dwoc vao mang DCS, phai kiém tra lai, tim
nguyén nhan va lién hé HVN ho trgr dé giri dir liéu chinh xac.

2.4.1.2 - Nhap bang tay:
Vao mang PC Pack , chon ky hiéu chi¥ cho loai xe can nhap.
Sau d6, nhap chinh xac sé khung hoac sbé may .

Chon enter vao man hinh bén trong, nhap cac thong tin can thiét duoc yéu ciu:
tén khach hang, dia chi, gi&i tinh , ngay mua xe, bién sé xe, s sé bao hanh.

2.4.2. Nhap s6 liéu kiém tra dinh ki:

_ Vao DCS ->CNBH&KTDK new-> réi HEAD nhap KTBK online hang ngay theo
mau qui dinh cta HVN trén hé thong DCS.

Nhirng trwong hgp HEAD khdng nhap dwoc vao mang DCS, phai kiém tra lai, tim
nguyén nhan va lién hé HVN ho trg dé gwri div liéu chinh xac..

2.4.2.1 - Nhap bang tay:

Vao mang PC Pack , chon ky hiéu chi¥ cho loai xe can nhap.

Sau d6, nhap chinh xac sé khung hodc sbé may.
~ Chon enter vao man hinh bén trong, nhap cac thong tin can thiét duoc yéu cau:
Ian kiém tra dinh ky ma s6 CH, ngay kiém tra dinh ki, s km

Nhirng lwu y khi nhap KTBK:

- Clra hang gtri s6t CNBH.

- Ghi nhdm céc thong tin trén phiéu KTDK.

- May tinh ludn c6 ché d6 mac dinh ty dong hién ma sb clra hang da ban xe. Do
do, khi nhap phiéu KTBK phai kiém tra kj ma sb cia clra hang thwc hién KTBK sao
cho dung va chinh xac.

- Trudng hcyp 2 ctra hang cung lam KTBK cua cung 1 xe, ta phai xem xét treong

hop nay 1 cach can than. Khi phat hién clra hang c6 sai pham phai béo céao véi cap
trén dé c6 bién phap xw ly.
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- Trong qué trinh nhap liéu, néu co tiéng kéu "beep” phét ra tlr may tinh, phai kiém
tra xem c6 nhap nham so hay khéng hoac thoi han,kiém tra dinh ki khéng hop 1é. HVN
sé théng bao cho nhan vién bao hanh ctia HEAD kiém tra lai.

2.5. Doc két qua ttr may vi tinh:

Khi viéc nhap di liéu da két thiic hoan chinh, HVN sé vao mang Pc Pack lay di
lieu vé lam co s& dé thanh toan tién cho ctra hang:

Vao menu dich vy/ thanh toan phi kiém tra dinh ki new

Sé liéu kiém tra dinh ki theo tirng loai xe cla ctra hang sé thé hién trong bang nay.

Ngoai ra trong mang PC Pack xem dugc chi tiét cac xe thic hién kiém tra dinh ki,
cac xe dang ki bao hanh , ti 1é xe vao thwc hién kiem tra dinh ki

M6t sb trwdng hop can lwu y:

a. Trong trwdng hop néu ca 2 ctra hang cung lam KTDPK cua cling mot xe thi can
xac dinh rd rang thwc sy ctra hang nao da thwc hién kiém tra dinh ki cho chiéc xe doé.

b.M6t xe c6 6 l1an KTPK trong vong 24 thang hodc 20.000 km va trong vong 36
thang hoac 30.000 km, M&i xe chi chap nhan thanh toan KTDK méi lan mét 1an duy
nhat, do d6 phai kiém tra that ky dé loai bd nhirng phiéu bj ghi tring. Viéc kiém tra sé
tiy thudc vao trng trwdng hop dé cé cach giai quyét hop ly.Bang tém tat thanh toan
phi kiém tra dinh ki sé& ghi nhan lai nhirtng két qua cac phiéu KTBK dwoc Honda chap
thuan thanh toan va la sé liéu ghi trong gidy chap thuan thanh toan théng bao dén clra
hang.

CHUONG 3: QUAN LY TAI LIEU BAO HANH.
3.1.Tai liéu bao hanh nhan dweoc tir ctra hang hang thang:
3.1.1 Ching nhan bao hanh:

CNBH sau khi dwoc nhép liéu xong phai dwgc cét vao cAc ti cé ngan riéng mang
tén tirng ctra hang. Trong moi ngén can phan ro theo tirng thang phat sinh dé dé dang
tra ctru sd lieu khi can thiét.

Can Iwu gitr trong ta nhitng CNBH t6i thiéu cla 2 nam trwdc do, tuy nhién sb
lwong nay co thé sé thay doi tuy theo tinh hinh ban xe thyc té .

Céac CNBH cii sé dwoc dwa vao kho lwu triv , thdi gian lwu triv tbi thiéu 2 nadm.
3.1.2 Hoéa don bwu phdm giri c4c tai liéu bao hanh va phu ting bao hanh:

~ Hoa don GTGT, Phiéu gui chi tiét do bwu dién phat hanh sau khi lam xong cac
gidy chép thuan thanh toan sé dwoc lwu tdi thiéu 1 nam.

CHUONG 4: PHU TUNG BAO HANH
4.1. Nhan va danh gia phu tung bao hanh:
4.1.1 Nhan va lwu gilr phu tung hw hong:

Céc phu ting hw héng thude dién khiéu nai bao hanh sé dwoc gli vé phong Dich
vy tai Vinh Phdc hang ngay sau khi két thic viéc stra chira. Cac phu tung hw héng nay
sé& dwgc xem xét b&i cudc hop bao hanh hang ngay.
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4.1.2 T chirc hop bao hanh - Banh gia phu ting bao hanh:

Sau khi nhan dwoc cac bao céo khiéu nai bdo hanh cla ctva hang, nhan vién bao
hanh sé tién hanh x ly cac thdng tin trén ban bao cao d6. Dwa vao hé théng vi tinh, ta
sé kiém tra chiéc xe d6 cé dang ki bado hanh hay khéng. Néu théng tin trén ban béo céo
do6 chuwa rd, hodc chwa day da thong tin can thiét ta phai lién hé véi clra hang dé bd
sung nhirng théng tin chwa ré. Néu Clra hang tinh toan sai hodc ghi nham tén phu tung
ta phai diéu chinh va ghi chu trén ban bao cao dé. Sau dé nhan vién bao hanh sé
lién hé véi cha hang trao dbi vé cach lam bao cao chwa ding hodc sé mdi clra hang
tham dw lai budi giai thich vé cach lam béo céo.

Phong Dich vu va Phong QC sé hop dé danh gia xem xét cac phu ting hw héng
thudc dién bao hanh tai cong ty Honda - Vinh Phuc. Tai budi hop nay, Phong dich Vu
phai c6 danh sach chi tiét toan by cac khiéu nai bdo hanh clia cac ctra héng Trong
danh sach nay phai ghi ro sb khung, sé may, tén chu xe, ngay mua xe, ngay xay ra sy
cb, ma sb hw hdng, nguyén nhan gay ra sw c¢b, ma sb phu tung. . . .Hop bao hanh sé
duwoc td chirc hang ngay, nhirng trwong hop doi diéu tra truo’ng phong dich vu va
trwdng phong QC sé& cung danh gia va dwa ra nhan xét vé khiéu nai bdo hanh do.
Nguwdi c6 trdch nhiém sé phai ghi cha chi tiét nhan xét va céach giai quyét cho tirng
trwdng hop khiéu nai bao hanh. Néu nhw phu ting hw hdng dé khéng thudc dién dwoc
bao hanh thi ngw&i c6 trach nhiém sé gwi tra phu tung hw

héng dé cho ctra hang. Néu nhw phu ting hw hdng dé dung theo dién bdo hanh
thi phong dich vu s& phat hanh gidy chap thuan thanh toan phi bao hanh cho khiéu nai
d6.Ngoai ra, phong dich vu cling phat hanh gidy chép thuan thanh toan phi bdo hanh
cho trwdng hop khiéu nai chi yéu cau thanh toan cho phan tién cong clra hang da diéu
chinh cho khéach hang.Hang ngay hop bdo hanh danh gia cho nhirng trwdng hop 16i 16
rang, con nhirng trwéng hop phu ting phai diéu tra phan tich sé hop vao ngay 10
thang sau.

Hang ngay hop théng nhat nhirng trwéng hop dwoc chap nhan hodc tir chdi hodc doi
diéu tra sé& dwoc lap 1 ban téng két co chi ky cua dai dién phong QC va Phé Phong
CS.

Honda Viet Nam company - Customer service department o [

Data judgement warranty claim part in Jun'2017
it mastig £60 A C5 Clinr & LI roui

Flarke wartingg £67 iF affer Tolsp busf sl v ot resed Fram £07 Those parks o o acksmen samant it
AEIED
ol | T || sed
N lin code ot :ﬁ Model e | | gkt |0 ﬁ R Maia N 4
[ agine ent iepaie | . part ao | e eswer
& AT Cod HEAD aame e Frame sember b OFf dte ldse  |sed | dote Bistant sccar code Fart same Spapton Rezson o
date &5t a5t
£ part - |ad]-
v v v v ¥ v ¥ ¥ ¥ v v v v v v ¥ ¥ v v v ¥

HOf3-T06-008 | 013 | BINHMINH B SIIMOGRLHHCAZG7F Y 32479 HCIZE-7324052) 10-Sep-16 | 24-Sep6 | Zunet? | 2eduneF | 23hunef?| 5238 [ G00KPHER BATTERY [YT255] J4H Khéchhéngmangxelérikhi:'\u

1

7| BEO-T0008 | 6007 | TAM ANH2 VVIEE. RLMUFSGOOEYINFSE JFSGE-IIIRES | 240k 200 2l Z0hmt]| ZehnfF| 1209 | STIOOKIENIN| SPEEOMETER G2 | Khichchiyae =nheadkhpu
3| O0RTOG007 | 6902 | HSF TAMANH | SHIODE FLHKFMESFYOOITE| KFMEISTE0) 24-Sep-5 | 1005 | Bl | Z7-duef7| 2-dun7| 2687 36O (FOB ASsy Khangkhﬁuwethwng

4| JE0RTTOR008 | 6902 | HSF TAMANH  RCARBCEFTLHIFEITFZITGG! JFGIEPTS0E | AMarh | 16Mal5| 27| 2T-dunf?| 20| 12380 |1G400KEEN01 | THAOTTLEEDY AGSYT] Kha‘chhangchaw.e denhect
5| JG0T0.008 | 6007 | TAM ANH2 NHAIED FLHUF OGN ITAEN JFABE-0G75096) :Mar | 24-tug-6| -dun | 270 f7| 2dun7| 17306 | 400KI901 | THROTTLEBCDY RSt Hﬁpnaukpéghhgngiénhead
| JEON-TO-ACT | 3600 | TEM A3 ANCESG |FLHFSCOF DI JFEIE03EE | 50iow-B] 30ee | 20| 2o | 2P| 607 00Ka330 | THRQTILEEDDY Ay | FHACHHENGHEUNASE
7| 00406004 | 36004 | TAM ANH NS RLHIFASHFSAIE0] JFASE-0696022] 26 Feb 5| 2085 2007 | Z7-hnf7| 207|238 [6400K91 | THRTTLERIDY A KHACHHENG KRELINAI
§| DOOB-TORON | 008 |KHEIPHAT?  [AFEMONDHFLHIASOHYINT] JASSE-OUNAT | Mat7| BNMa7 | 26T | 28| Znd?| 204 (3040KE0V01 (UNTCOMP OOl |vekhing Khaiddng degedo

- .
AT T I S I




, Masbé | 1702-WCS-2R-01
HUONG DAN CONG VIEC

HUONG DAN CONG TAC BAO HANH Sosta | 4o | Trang
doi 09/21

CHUONG 5: PHAT HANH CAC GIAY CHAP THUAN THANH TOAN VA TA|
LIEU LIEN QUAN PEN BAO HANH

5.1.Phat Hanh Cac Gidy Chap Thuan Va Ttr Chéi Thanh Toan
5.1.1 Thanh téan phi KTBPK:

(Chap thusn thanh toin phi KTBE - New

g 2 7 24 ¥l

KBEMl | KEKE KK | KTKGd | KTOKME KTOKGh “m&m”h TrylhoghiKTBE  Thuphih biokiah | Togst tndoge b ton
S T SORf Neaveti Bl
=(IFEHBRUHEHEHT
(B8)
Silg| Sita(l) [Sibmg Sotiaf) Stz Sotinfy) |SOhmg| Sotin() |SOhmg Sotia) Silmg| Sita(f) Smg| Ha() Himg Soaf) Sihme| Siap
ing couafiing som VAT) 0

Danh sachye fm KTDE

20
Chﬁp thdn thanh toin 3% phi dit phu ting bio hanh

'l'h'm% Jﬁgi)ﬁigig'milhéam Sibiadn St St Hiini

fng efing s VAT) 00

feav 2

0
(Chip thum chanh tin ph b ki

KN i Tilncid Tingtingn g Tingcne
frﬂmm@mﬁn@gamv.m T i W

M&i thang sau khi két thiic qua trinh kiém tra di¥ liéu, két qua cta bao cdo do sé duoc
ghi vao ban tém tat.
Phong dich vu sé& phéat hanh " thanh toan cho tirng cra hang”. Chap thuan thanh
toan dwoc théng bao trén mang DCS.
_ Lap tdng két thanh toan phi kiém tra dinh ki : ban chinh g Phong ké toan dé tra
tien cho ctra hang va ban copy lwu vao file

5.1.2.Thanh toan phi bao hanh:

Chép thuan thanh toan phi bao hanh
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Sau khi co két qua tw cudc hop bao hanh, cac bao cao KNBH khi xt ly xong va
dwoc chap thuan thanh toan déu phai phat hanh” thanh toan phi bao hanh" cho tirng
ctra hang. Chap thuan nay dugc théng bao trén DCS.

Lap tdng két thanh toan phi bao hanh: ban gbc c6 chi ky chi trwéng phong.
- GWri cho phong ké toan dé thye hién thanh toan bang chuyén khoan.
- Lwu vao file cang cua tai vj tri |am viéc dé tra cteu khi can thiét.

5.1.3 T chéi thanh toan phi kiém tra dinh ki:

- S6 lwgng phiéu KTDK b tir chdi va danh séach chi tiét sé dugc thong bao trong
t& chdi thanh toan phi kiém tra dinh Ki.

- Luwu vao file cang cua tong két tir choi va danh sach tir chdi chi tiét tai vi tri lam
viéc dé tra ctru khi can thiét, kem véi ban sao cac phiéu KTPK bi ttr choi cua tirng clra
hang.

5.1.4 T chéi thanh toan phi bao hanh:
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Tir chdi thanh toan phi bao hanh

Théng
4 -
2008 -

Ngay g
sé

Stt S6 KNBH| Deoixe Tién cong Téng tién phu tung Téng cong

Tong cong(khéng gom VAT) 0 0 0

SO Iwong va tong sé tién cla cac bao céo khiéu nai bao hanh bi tir chdi thanh
toan phan theo tirng clra hang sé duwgc thdng bao trong "tir chdi thanh toan phi bao
hanh".

5.1.5.Thanh téan dat hang bao hanh khan 5%.
Chép thuan thanh toan 5% phi dat phu ting bao hanh

g 12 7204 ¥ [fen]

o]
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D@ ligu dat hang phu ting bdo hanh khan sé lay tir Phong phu tiing. Qua d6 tinh
5% cho cac trwong hop lam khiéu nai bao hanh.

Dbi voi mét sb trwong hop HVN sé thanh toan phi dat hang bao hanh khan 5%
theo tirng trwdng hop.
5.2. Céac tai liéu bao hanh khac :
5.2.1 Sbé b&o hanh :
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§6 bao hanh phai luén dwoc dw tri sén sang va cung cap cho ctra hang khi giao
xe. SO bao hanh dwoc dé trong hoc dwng do U-box phia dwéi yén xe.
* P6i voi cac xe dat Chirng Nhan Euro 2 : Ngoai s Bao Hanh con c6 thé bao
hanh theo trng xe.
5.2.2 Sach hwédng dan stra chiva xe:
GWi cho ctra hang trong théi diém dau tién, trwde khi khai trvong khodng 1 tuan.
GUWi cho ctra hang sb lwong sach hwéng dan sir dung : 1 cudn.
5.2.3 Catalogue phu tung:
GWi cho clra hang trong thdi diém dau tién, trwde khi khai trwong khodng 1 tuan.
GUWi cho clra hang catalogue : 1 cudn

5.2.4 Cac bang biéu - Poster quang céo:
Poster quang c&o bao hanh: g&ri vao thdi diém ctra hang khai trwong. Sé lwong
gwi: 2 bang.

5.3. Lap khiéu nai nhirng phu ting do maker cung cap .
Lay gia phu ting cho nhi*ng b&o céo khiéu nai bao hanh do nha san xuat trong nuéc
cung cap, gt cho phong QC - HVN.
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5.5. Lwu trinh thwc hién bao hanh déi v&i phu tung khiéu nai thi trwong

KHACH HANG HEAD PHONG DICH YU | PHONG CHAT LUONG PHONG KE TOAN
L Khéng phai Ii
Khigy chat lugng
nai
2 Phutiing + Nhan phu
—— -+ Phiéu nhén @ ting/du liéu
bao hanh ac nhan, dieu
lrgng 0 e Download -
1 i liéu béo cio Giao cho
Gidi thich Lap bdo (clia HEAD tir
cho khdch | | cdo khidu hé théng
hang va nai bao Hop danh gid
stra chifa hanh .
thdng Lap dif liéu
thudng khiéu nai
bao hanh — Giao cho NCC/
LGi chat lugng BG phan phat
sinh
Kiém ™S OK | Chép
tra thudn
NG
Upload
. dirliéu
Thdng tin 1&n hé
l thiing
HEAD xust - SAP
invoice invoice — - Chuy! e”ﬂ lai
Téng hop dir b6 phan
li&u
Xuat lai Invoice & fie
mem Chuyén
tién
Trala |, n—iKié’m tra lai l
HEAD
Head nhan
tign

(*): NG:la nhiing phu tung: gui mudn, sai ma s6 phu, sai model, qud han bao hanh, phu tung khdng
theo xe, phu tung bi va dap, bién dang trong qué trinh vén chuyén, phu tung do 107 su’ dung ma HVN d§
thong tin cho HEAD trudc do...

CHUONG 6: LAP CAC BAO CAO LIEN QUAN PEN BAO HANH

6.1. Bao cdo hoat dong cua ctra hang:

Sau khi nhan dwoc bdo cdo tlr clra hang, tién hanh Iap bang bao céo vé hoat
dong cua cac ctra hang. Théi gian lap trwdc ngay 20 hang thang.

Bang bao c4o liét ké tén clra hang, ma sé ctra hang, s lwong tirng loai xe vao
stra chira tai ctra hang: Super Dream, Future, Wave, Lead, C100, C70, loai khac. . .

Phan loai xe vao stra chira: sé lwong xe vao bao dwdng, rd may, thay nhét, riva
xe, thay phu tung.
_ Tién cong. Tién ban phu ting va nhat tai quay tiép nhan va tai quay phu ting,
tong céng doanh thu phu tung va nhot.

Bang bao cao c6 chir ky cua Trwdng phong dich vy, trong doé ghi ré bang bao cao
nay gtri cho ai, tén nguwoi lap bao cao, ngay lap bao cao.

Dua trén so liéu nay, tién hanh 1ap bao cdo so sanh doanh thu vé tién cong cla
ctra hang so v&i s lwong tho tai clra hang Trong bang bao cao nay ghi rd so thr tw

ctra hang, tén ctra hang, ma sb clra hang, tbng sb xe vao slra chira tai clra hang, tbng
tién céng clra hang thu dworc ( tinh bang USD, tinh theo ti gia ltc 1ap bao céo ), s6
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lwong tho' ctia clra hang, tdng tién cong ctra hang thu dwoc (USD)/sé lwong tho. Tén
nguwoi lap bao cao.
6.2.B4o cao hoat dong bao dwdng tai HASS.

Sau khi nhan dwoc bao cao tir ctra hang, tién hanh 1ap bang bao céo nay liét ké
tén clra hang, ma so clra hang, so lwgong xe may vao stra chira tai ctra hang. Trén
bang bao cao nay ghi ré tén ngu®i nhan bao cao, tén ngudi lap bao céo, ngay lap bao
cao, c6 chir ky cua trwédng phong.

Ghi cha: Khi c¢6 yéu cau sé doc két qua ti 1& kiém tra dinh ki trong mang PC
PACK.

6.3. B4o cdo téng két Chirng Nhan Bao Hanh va Kiém tra dinh ky:

B B
& [
= —
= = Bl= '
H o |5 15 = =
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~Sau khi c6 két qGia chap thuan thanh toan phi bao hanh va phi kiém tra dinh
ki,tien hanh lap bao cao vé ché dd bao hanh trwdc ngay 5 thang ké tiep.
~ Bang bao céo nay liét ké so lwong xe dwgc dang ky bao hanh, sb lvgng xe dwoc
kiém tra dinh ki, sO lwgng khiéu nai bao hanh, th&i gian stra chira, gia tien cong, gia
phu tung theo tirng clra hang.

Bang bao cdo nay sé dwoc glri cho Trwédng phong dich vu hang thang bang
email.

6.4 - Lap théng tin ban hang khéng chinh xac:

Dwa trén thong tin khach hang phan anh 1ap bang téng két cac truong hop co
théng tin khach hang khong chinh xac: ngay, khiéu nai bdi, tén khach hang, dia chi,
dién thoai, ngay mua, loai xe, s6 khung, s6 may, ctra hang dugc giao xe, tén ctra hang
bén ngoai ban cho khach, khach hang dén khiéu nai tai clra hang,ngay khiéu nai, ni
dung , bién phap giai quyét
6.5 - Khao sat sw hai long ctia khach hang vé ki thuat (TSI)

Chon Iwa van dé can diéu tra

Chuén bj cau héi va danh sach khach hang

Gri cau hai cho khach hang

Nhan cau tra |&i ctia khach hang va nhap sb liéu

Kiém tra, phan tich sé liéu va lam bao céo.

CHUONG 7: HUAN LUYEN BAO HANH
7.1. Chuan bj cho viéc huan luyén bao hanh:
L&p huén luyén bao hanh thuong dién ra trong 2 ngay. Trwdce khi cira hang khai
trwong, lién hé voi cia hang ve thoi gian thich hgp dé cra hang co thé tham dy 16p
huan luyén bao hanh.

Viét thw moi clra hang tham duw I6p huén luyén. Lop huan luyén nay danh cho
ctra hang sap khai trwong va cac ctra hang c6 nhu cau hoc lai.Trong thw mai nay, ghi
rd thc‘J’j gian hoc, dia diem hoc, so Iu’c_yngrngu«‘)’i tham dw, cac thf)ng tin can thiét khac.
Yéu cau clra hang thdng bao chinh xac so lwvgng ngwoi tham dy budi hoc...

Sau khi npén dwoc danh sach tlr ctra hang, chuan bi phong hoc, tai liéu cho hoc
vién va cho budi hwéng dan.

In gidy chirng nhan cho nhirng hoc vién tham dy 1&p hoc cé chir ky cha Trwéng
phong dich vu.

7.2. Noi dung budi hop giai thich vé ké hoach bao hanh:
Phat tai liéu hwéng dan cach lam va glri b4o céo bao hanh vé Honda Viét Nam
Phd bién nhirng théng tin lién quan dén ché dé bao hanh., cach 1ap cac béo céo.
Giai thich chi tiét cac ndi dung trong tai liéu hwéng dan cach lam bao cao bao
hanh, cach dién théng tin trong cac bao cao trén DCS, cach viét théng tin trén cac
chung tw...
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Phong dich vu sé gtri chirng nhan cho hoc vién sau khi ho da nam ré cach thlrc
lam bao céo sau khi tham dv I&p huan luyén bao hanh

Pac biét , moi nhan vién méi tham gia I6p bao hanh: tim hiéu vé diéu kién bao
hanh, qui dinh vé bao hanh, cach lam bao cao va g di¥ liéu trén mang DCS.

7.3. Lap danh sach théng ké cac hoc vién da tham dw I&p huén luyén bao hanh:

IHDNDA VEETNAM CoO.LLTD.
SERYICE DIvISION
ATTENDANTS OF WARRANTY POLICY COURSE

Date : Jul-16
Place : Ho Chi Minh city, Daklak Approved by Checked by Prepared by

Instructe Hguyen Tuan Hien
Vu Sy Huy
Le Quang Ha Tomoyesu Kenno Fham Hong Cuan Le DuyCanh
Mguyen Mhu Thang 12-Aug-15 1Z2-Aug-18 12-Aug-18

TESTING

No. ATTENDANT NAME HEAD CODE HEAD NAME SCORE Remark Date

(STD pass =
50)

1 PHARM QUSC 41 14023 PHILFONG HA 21 100 Pass 8.9/8/2016
2 BUI THI THAM Fooz2 VINAMOTOR 100 Pass 8.,9/8/2016
3 TRAM THI T ANH 16020 TIEM PHAT a0 Fass 8.,9/8/2016
4 BPOAMN HUYEMN TRAMNG 14043 DOAMH THU #1 a0 Fass 8.,9/8/2016
5 BINH VAN NGA 14051 DOAMH THU #2 100 Pass 8.9/8/2016
6 TRAN TO UYEN 07004 VINA MOTOR GB 100 Pass 8,9/8/2016

- Diém két qua kiém tra cudi khoa:
. Tt 50 diém tré |én thi sé dat.
. Dw&i 50 diém thi moi hoc lai
- Th&i han lwu gitr bai kiém tra cubi khéa la 3 nam.
- Dua trén bang danh séch trén biét dwoc ngudi hién lam cong tac bao hanh tai
ctra hang c6 phai la ngwdi da tham gia I6p huan luyén bao hanh hay khong
( biet dwgc qua viéc ndp bao cao hang thang, lién hé bang dién thoai voi ctra
hang , ctra hang thong bao c6 sy thay doi nhan sy lam cong tac bao hanh tai
ctra hang, qua cac cugc vieng tham ctra hang . . . ). Trong tredng hgp nguoi
lam cong tac bao hanh cta ctra hang khéng lam t6t cac bao cao vé bao hanh
- Ciing nhw khéng nam ré cac diéu 1& bao hanh, nhan vién bao hanh phai lién
hé m&i nhirng ngwoi nay tham dw khda huan luyén vé bao hanh
- Sau khda hoc chuyén danh sach nay cho bd phan Training dé in chirng nhan
cho hoc vién.

CHU'ONG 8: SUA BOI BIEU KIEN BAO HANH, HWONG DAN XU’ LY BAO
HANH
8.1. Stra doi diéu kién bao hanh:
Nguwoi o trach nhiém sira dbi diéu kién bao hanh 1a truéng phong
8.2. Stra d6i hwéng dan xtr ly bao hanh:
Nguwi o trach nhiém stra ddi hwéng dan xir ly bao hanh 1a truéng phong .

CHUONG 9: IN CAC BIEU MAU , POSTER BAO HANH, POSTER KIEM TRA DINH
KI.
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9.1. In cac biéu mau, sé bao hanh:

Dwa vao bang quan ly viéc gt tai liéu cho ctra hang nhan vién bao hanh sé biét
duwoc sb lwong ton thyc té cua tieng loai biéu mau la bao nhiéu. Khi phat hién sé lvong
tdn kho con it, phai bao cho cap trén biét d& d&t in thém nhirng biéu mau do.

9.2. In poster bao hanh, poster kiém tra dinh ki:

Poster bao hanh, poster kiém tra dinh ki sé& dwoc in khi diéu kién bao hanh c6 sw
stra doi hoac c6 nhirng chien dich " market survey" sap dién ra.

CHUONG 10: NGUYEN TAC BO SUNG

10.1. Ban hanh stira déi:

Nguwdi cé trach nhiém ban hanh stra ddi hwéng dan nay la Trwdng Phong Dich

Vu.
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PHU LUC QUAN LY PHIEN BAN

Ngay ban hanh, stra ddi va thuc N6&i dung Duyét | Xem xét Lap
hién
00 Ngay lap 01/01/2000 Lap maoi T.Sasaki P.Q.Phi N.T.H.Sao
Ngay ap dung 01/01/2000
01 Ngay lap 02/02/2000 Theo giam sat ndi bd | T.Sasaki P.Q.Phi N.T.H.Sao
N 4 20/01/2000(B6 sung
Ngay ap dung 02/02/2000 trang 39,40)
02 | Ngay lap 15/02/2000 Theo gidm sat ndi bd | T.Sasaki P.Q.Phi N.T.H.Sao
. 11/02/2000((Bb sung
Ngay ap dung 15/02/2000 | yang | 47-51,54, Stra dbi
41,43,55)
03 Ngay lap 20/03/2001 Stra trang 7,15 cac phan | T.Sasaki P.Q.Phi N.T.H.Sao
Ngay &p dung 20/03/2001 | 93¢h chan
<A Stra trang 7,14,26,36 cac . .
04 Ngay lap 22/03/2004 phan gaC% chan N.Ninomiya | N.D.Khanh | P.H.Quan
Ngay éap dung 22/03/2004
05 | Ngay lap 27/02i2006 | St doitateacactrang | N.Ninomiya |, ) N.T.H.Sao
Ngay ap dung 27/02/2006
06 | Ngay lap 03/03/2007 I{lz?lg 37 phan gach N-Ninomiya |, ) 1y N.T.H.Sao
Ngay éap dung 03/03/2007
o Thay d6i ma s tai liéu N.Ninomiya
07 | Ngay lap 01/08/2007 1202-WSE-02->1702- P.H.Quan C.T.Duong
Ngay &p dung 01/08/2007 WCS-2R-02  Thay doi
cac phan gach chan.
s Stra dbi va bd xung noi N.Ninomiya
08 Ngay lap 16/04/2008 dung thém thong tin v& P.H.Quan C.T.Duong
Ngay ap dung 16/04/2008 xe ching nhén Euro 2
09 | Ngay lap 20/04/2009 Stra d6i va bé xung ndi | N.Ninomiya | P.H.Quan C.T.Duong
Ngay &p dung 20/04/2009 | 94N9 Phan gach chan
10 | Ngay lap 17/03/2010 X6a bd ndi dung cii & bd | S.Shimada | H.M.TRI N.T.VI
Ngay &p dung 17/03/2010 | ~pad thong - tin  gach
11 Ngay lap 14/02/2011 Thay dbi thong tin QC - | S.Shimada | P.H.Quan C.T.Duong
Ngay ap dung 14022011 | €
12 | Ngay lap 10/08/2014 Stra ddi hang 9.1 S.Yamana | P.H.Quan | C.T.Duong
Ngay ap dung 10/08/2014
13 Noay I3 28/08/2014 Slra md sb ISO MC->2R | S. Yamana | P.H.Quan C.T.Duong
gay lap 28/08/2014
Ngay ap dung
14 Noay |3 18/03/2015 Stra dbi toan bo S. Yamana | P.H.Quan C.T.Duong
gay lap 18/03/2015
Ngay ap dung




14 Noay I3 18/03/2015 Stra déi toan bod S. Yamana | P.H.Quan C.T.Duong
9ay lap 18/03/2015
Ngay ap dung
15 | Ngay Iap 01/11/2015 B& sung phan thém phan | S- Yamana | P.H.Quan D.T.Hien
) gach chan cac muc:
Ngay ap dung 27/12/2015 + b2123 & b25
Chuwong 2.
+4.1.1 &4.1.2 Chuvong 4
16 Ngay I4p 01/04/2016 Stra tén phong EQ thanh S. Yamana | P.H.Quan D.T.Hien
: ac
Ngay ap dung 01/04/2016
17 | Ngay 1ap 01/07/2016 +B& sung phan thém phan | T-Kono P.H.Quan D.T.Hien
) gach chan muc: 2.3.3
Ngay ap dung 01/07/2016 +X6a bd 5.1.3 thanh toan
phi bwu phdm
+D6i fom 1ap danh séach
thong ké hoc vién tham dw
I6p huan luyén bao hanh
muc 7.3
N a 1/7/12017 + Slra dél hén lwu trinh P.H.Quan L. V. Son H.T.Hoa
18 | Ngay lap 1/7/2017 ’

Ngay ap dung

thue hién cong tac béq hanh
doi voi phu tung khiéu nai
thij trwdng.




