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L&i gi¢i thiéu

lm>

Muc dich

Hwéng dan nay dwa vao HVQS-F-1702 (Xt ly théng tin chét lweng thi trwdng) nham gidp
cho nha san xuét cling nhw cac bd phan lién quan sém thu thap, x& ly dwoc nhirng théng tin
vé mét chat lwgng mét cach nhanh chong, trién khai ddng bo théng tin chat lwong thi trudng
nham dwa ra cac hanh dong x&r ly nhanh chéng va thich hop cho khach hang.

Pham vi 4p dung

Tai liéu nay duwoc thiét Iap dung cho nhirng nhan vién cla bé phan Dich Vu d& huwéng dan
nhirng nhan vién nay cach lap bao céo QIC. Tai liéu hwéng dan nay gidi thiéu nhirng khai
niém co ban cho viéc lap bao cao QIC.

St dung tai liéu nay chung véi tai liéu “Hwéng dan cac hoat ddng Dich Vu” (khéng dinh kém
theo tai liéu nay da dwoc giai thich trong phan cac hoat ddng chung nhét ctia QIC trong phan
7 cua tai liéu).

Dé biét dwoc chi tiét cha tirng trinh tw, hdy tham khao trong tai liéu “Huwéng dan cac hoat
dong bao céo QIC” dwoc phat hanh cho tirng dong san pham.

Tai liéu nay sé& dwoc cai tién va cap nhat lién tuc cung véi nhivng thay dbi va cap nhat vé
trinh tw cac hoat ddng, cac yéu cau bao cao, v.v. Dya trén nhirng cai tién twong lai, bd phan
phat hanh nén cai thién va phd bién nhirng thay déi phu hop vai tt ca nhan vién dich vu lién

quan dén tién trinh lap bao céo QIC.

Honda Viét Nam
Phong Dich vu Khach hang.
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Céac thuat ngir:

Honda

Coéng ty Honda Motor, nhitng san phdm mang thuwong hiéu Honda va
cac dich vu cua Honda.

CSO

T4t ca cac hoat ddong clia bd phan dich vu khach hang.
B& phan dich vy khach hang cua cong ty Honda Motor

Nguw&i phat hanh
Bo phan phat hanh

B6 phan Dich Vu clia nhirng nha cung cap hay nha san xuat chiu trach
nhiém phuc vu nhixng s&n phadm da cung cép trong lanh thé ctia minh.

Chirc néng la quan ly chat lwong thi trudng.

Nhirng hoat déng ctia bd phan nay la chiu trach nhiém vé viéc quan ly

=Q nhirng théng tin vé& khiéu nai clta thj trwéng, diéu tra va dua ra doi
sach.

olle Nhiing cai tién chéat lwong hop ly danh cho nhivng phu tiing dang san
xuat

WHM Phong Dich Vu céng ty Wuyang Honda Motor

ASH Phong Dich Vu cong ty Asian Honda Motor

MQAD Bd phan ddm béo chat lwong Honda Motor

QIS Két qua diéu tra va cai tién chéat lwong thi trudong

HVN Nha may Honda Viét Nam

HOS — Tech Coéng ty Honda Nhat Ban — Phong Dich Vu b phan ky thuat

Kss (QIC) Nha may Kumamoto — Bd phan quan ly chat lwong
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1.G1O1 THIEU CHUNG:

Khi mot van dé vé chat lwong sadn pham xay ra trén thj trwong, diéu nay sé rat can thiét dé
tap hop théng tin mét cach chinh xac, cd dong vé van dé do, sau dé théng bao vé cho bd
phan lién quan dé van dé trén co thé diéu tra tai nha may noi van dé phat sinh, 1ap déi sach
va cai tién sa&n pham. Cudi cuing, hiéu qua cuta viéc thwc hién ddy da cac trinh tw c6 thé 1a sé

khéi phuc lai l6ng tin ctia khach déi véi Honda, d6 chinh & san pham va dich vu.
Théng tin vé nhivng van dé thj triedng dac biét nén hop véi trinh tw nhirng hwéng dan:
= Phai & trang thai sé&n sang nhanh nhét c6 thé.

» Phai dwa trén viéc ndm bat chinh xac van dé:

Nguyén tdc “3 that”: - Hién trwdng that (thdng tin dwa vao vi tri dia ly thyc té cla noi
phat sinh)

- Hién vat that/San pham that (nhirng bé phan lién quan thuc sw)

- Tinh chét xac that (noi phat sinh thuc sw cia van dé, khdng nén
dwa vao sy suy doan hoac phan doan)

= Phai chi ra nhirng phan quan trong cla van dé.
* Phai trinh bay ré rang va dé hiéu.
1.1.Hanh déng nhanh chong:

Nhirng théng tin dau tién la rat quan trong. Van dé dwoc phat hién nhanh chirng nao thi
viéc danh gia va dwa ra dbi sach ciing nhw bién phap giai quyét nhanh chirng dé, diéu

do la can thiét dé giam thiéu nhixng nguy co tiém an.
1.2.D6 chinh xac:

Nhirng théng tin nay khéng nén dwa trén viéc phong doan, cam twédng hoac twédng tuwgng
ra ma phai dwa trén nguyén tac “3 that” vé hién trwdng that, hién vat that va tinh xac that

cla van dé.

Diéu dé c6 nghia la chung ta sé& phai nghién clru van dé tai noi ma van dé phat sinh va
v&i chinh san phdm clia van dé phat sinh.
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Chung ta nén dwa ra nhirng 1&i gidi gidng rd rang va chi tiét. Viéc sir dung nhirng ban vé,
tranh anh va dir liéu video dwoc khuyén khich dung d& nguwoi phat hanh va nguwdi doc
hiéu mot rd rang va dé dang hon. Nhirng théng tin dwoc cung cap cang chinh xac thi van

dé sé dwoc phan tich cang dé dang va sé nhanh choéng tim ra dwoc gidi phap.

M6 ta tat ca cac diéu kién cling nhw nhirng yéu t6 anh hwéng va lién quan tryc tiép dén

van dé.

T4t c& nhirng phu tung lién quan ho&c nhirng phu tung dwoc 1&p rap chung déu phai
dwoc g&i vé nha may dé tién hanh diéu tra, nhirng phu tung ciu thanh sé dwoc g&i néu

dé la sw can thiét.
Nhirng théng tin nén rd rang va khéng nén triru twong.
1.3.Trinh bay nhirng théng tin quan trong lién quan dén van dé:

Cung cép cho nhirng ai nhan va tién hanh 1ap bao céo QIC nhirng ¥ niém vé tinh nghiém
trong va tinh wu tién cGa nhirng van dé dac biét, ching ta s& phai cung cap nhirng bang
chirng cd dong thé hién dwoc van dé. Suy xét vé lich sir ctia van dé, vé mirc do nghiém
trong ma noé tac déng dén tirng don vi sdn pham, gia ca cla viéc siva chira va tinh chéat
nghiém trong ma trong d6 khach hang, nha kinh doanh va nha cung cép can xem xét van
dé. Danh tiéng Honda vé viéc cung cép dbéi sach nhanh chéng va nhirng hanh déng déu

phu thudc vao nhirng théng tin do.
1.4 .Nhirng théng tin sb:

Nhirng théng tin nay phai dwoc nhan thire va phai dwoc chi tiét héa, st dung day di cac

phwong phap phan tich théng ké trong viéc mb ta van dé.
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2.NHU’'NG YEU CAU CUA VIEC LAP BAO CAO

Nhirng yéu cau sau phai dwoc ap dung dé hiéu qua téi da hiéu lwc clia bang bao céo QIC va
ngdn chan nhirng nham Ian.

2.1.M4u b&o céo:
Bang bao cao phai dwoc viét bang tiéng Anh (d6i v&i bao cao QIC) trén mau file may tinh
da dwoc chi rd béi CSO. Néu may tinh khéng cé sén thi bang bao céo viét tay ciing
dwoc chap nhan trong trwdng hop la bang bao cao dwoc viét bang tiéng Anh dwéi dang
chi in hoa.

2.2.Cung cép bang ching:
Nhirng hinh anh, nhirng mé phdéng, di¥ liéu dang video hoac am thanh nén dwoc cung
cap kém theo v&i bang bao cao QIC dé l1am trong sang, rd rang vé van dé nhw noi phat
sinh, nhirng bd phan lién quan, v.v
T4t ca nhirng hinh &nh, am thanh, mé phdng, di liéu video v.v nén dwoc danh sb rd
rang va phu hop véi sé QIC.

2.3.Gui di:
Dé ngan chén viéc trao d6i khong can thiét cling nhw viéc tri hodn suw lwu théng cla
théng tin, va chén chac rang bang bao cdo cé dia chi chinh xac dén tirng ca nhan va bd
phan.
N6i chung |a Phong ban hodc B6 phan phat hanh QIC g&i bang bao céo QIC dén bo
phan EQ dbi v&i nhivng van dé anh hwdng dén nha san xuét trong nwéc va géi dén Bo
phan Dich Vu cta nhirtng nwéc ma sédn phdm dé dwoc nhap khau dé san xuét.

Tham khdo Danh sach nhirng chu y ctia bao cao QIC duorc liét ké trong quyén “Hwéng
dan hoat déng bao céo QIC”.



, . ) Ma sb 1702-WCS-2R-03
HUONG DAN CONG VIEC

HUGNG DAN LAP BAO CAO QIC Sé sva ddi | 11 Trang
08/26
3.TRINH TU CUA VIEC LAP BAO CAO:
3.1.Quan ly théng tin clia bang bao cao:
b
QIC Report Identificatio ‘ 2 HVN 2010 00 00 | Page : 1/1
ATTN ——
Date
ATTN
Model Name
—|Model Code
Model Year
Evaluation Grade
Country of Crgomeyr Bl
Occurrence Dealer Repair Evaluation
ssued b ResponsiblePerson | | Rank
ssuedby Manager’s Signature
Received b Responsible Person |
ecelved by Manager’s Signature

3.1.1.Danh sb bang bao cao QIC:
Nhirng ky tw, con sb dac biét duy nhat dwoc dung cho mdi mét bang bao céo QIC.

Cac ky tw nay dwoc tham khao cho tat ca nhirng gi lién quan dén tirng van dé cu thé
cho toan bang bao cao QIC.



HUONG DAN CONG VIEC

Ma sb 1702-WCS-2R-03

HUONG DAN LAP BAO CAO QIC Sésraddi | 11 Trang

09/26

2 XX 2010 001 — 00

S6 dau tién sé dwoc danh sb 1a 00. Tat ca nhirtng bang bao céo nhw
thdng tin thém vao hoac la nhirng bang stra lai (hoac nhirng VIN bi
anh hwéng, thong tin chi tiét thém vao, viét lai theo yéu ciu cia Bo
phan Dich Vu Xuét khau (ho&c 1a QC cho nhirng van dé tac dong bdi
nhirng sé&n pham san xuét trong nwéc) v.v) dwoc xac dinh bdi 2 ky tw

va danh s6 lién tiép nhau nhw 01, 02, v.v

Ly do cho nhirng théng tin thém vao hoac la nhirng bang sira lai sé
dwoc md ta trong phan “Nhirng théng tin riéng biét” ctia bang bao céo

001 la sb th tw phat hanh cho tat ca cac bang bao cao QIC, bd phan
phat hanh sé danh sb bat diu tr s6 001 hang nam.

Bang bao céo sé dén sb 999 va néu vwot qua thi dung 4 ky tw
2010 la nam phat hanh bang bao cao QIC.

Khoang tréng nay chi ra noi phat hanh QIC va phai ap dung “Ma sb
noi phat hanh QIC” (tham khao “Danh sach ma sé nhirng noi phat
hanh QIC” dwgc phat hanh riéng).

2 chi dinh d6 1a san phdm xe may, 4 1a san pham xe 6t6 va 6 la san
pham déng luc.
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QIC Report Identification 2 HVN 2005 00 00 Page : 1/1

odel Code

(@

odel Year

w

Evaluation
Country of Customer Evaluation

Dealer Repair Evaluation
o Responsible Person Rank
Manager’s Signature
Responsible Person
Manager’s Signature

Issued by

Received by

3.1.2.Danh sb trang:

Sé trang: khi c6 thém vao mét sb trang dé cung cép théng tin tham khao thi sb trang
dwoc danh sb nhuw sau: 1/4; 2/4; 3/4; 4/4 v.v. Va ludn ludn ghi sé QIC trén méi trang

duwoc thém vao.
3.1.3.Noi nhan va nhirng bd phan lién quan:

Tham khao Danh sach nhirng bd phan lién quan dén bang bao cao QIC trong cubn
“Hwédng dan hoat ddng bao cao QIC”

3.1.4.Ngay thang:
Kiéu viét ngay thang dwoc dung theo mau: dd/mmm/yyyy
Vi du: 02/Jan/2005

3.1.5.Tén doi xe/Ma sb doi xe/Nam san xuét clia doi xe:

Nhng tén riéng nhw tén doi xe, ma sd doi xe, nam san xuét cla doi xe do phai phu
hop véi “Danh sach doi xe cua QIC” dwgc phat hanh riéng.

M6t ma s ddi xe va mot nam san xuat clia doi xe dé nén dwoc ghi trén mot bang bao
cédo nhw 1a mét quy tdc chung nhwng nhirng cai bao gém sé dwoc lam twong tw nhuw
dbi v&i sdn phadm xe may hodc sdn phadm may déng luc.

3.1.6.Quéc gia:
Van dé QIC phat sinh tai qudc gia nao.

10
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Van dé QIC phat sinh tai quoc gia nao.
QIC Report Identificationl 2 HVN 2005 00 00 Page : 11
TO ATTN Bete
CcC ATTN
Model Name
Model Code
Model Year
Evaluation Grade
Country of Customer Evaluation
Occt‘rrence Dealer Repair Evaluation
| Responsible Person a Rank
I e 537 Manager’s Signature [
| ] Responsible Person a
| EBETER] iy 7 IManager's Signature J

3.1.7.Bd phan phat hanh bao cao QIC
3.1.8.B6 phan nhan bao cao QIC

3.1.9.Nguw¢i chiu trach nhiém chinh:

Tén cua ngudi tai bd phan phat hanh noi ma ngwoi dé chiu trach nhiém chuén bi bang

bao céo va co thé sé lién lac néu co6 yéu cau vé nhirng théng tin can thiét khac.

3.1.10.Chi¥ ky Trwéng phong:

Déi v&i nhirtng bao céo trén may tinh, nén ghi tén cta Trwdng phong vao vi tri dé thé

hién rang bao cao nay da dwoc chap nhan.

11
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Evaluation Grade
Country of [Customer Evaluation H
Occurrence Dealer Repair Evaluation |
Responsible Person Rank
Issued by e
Manager’s Signature m
_ Responsible Person
Received by Manager’s Signature

3.1.11.Danh gia ctia khach hang:

Van dé xay ra theo danh gia ca khach hang:

1 Khach hang khéng quan tdm, khéng can phai stra chira hodc la
khong biét ngay ca khi van dé c6 xay ra.

5 Khach hang chi ra van dé va yéu ciu sira chira nhwng cdm thay rang
viéc sira chiva la khdng can phai lam khan cép.

3 | Khach hang yéu cau viéc siva chiva phai tién hanh khan cip van dé.

A Hang loat cac van dé lién tiép xay ra ma theo dé khach hang khéng
thé hai long v&i viéc chi sira chira ma thai.

3.1.12.Danh gia cua clra hang noi sira chira:

Mtrc d6 khé clia van dé trong viéc phan tich hoac siva chiva:

1 | Stra chira d& dang. Khéng can phan tich nguyén nhan.
2 | Viéc phan tich va siva chiva dé dang.

3 | Kho trong viéc phan tich va sira chira.

4 | Khong thé phan tich va siva chiva.

3.1.13.Phan loai xép hang:

12

Phan loai van dé phu hop véi mirc do nghiém trong clia van dé bang cach phan loai

xép hang. Phan loai xép hang theo c4p d6 “A”, “B”, “C” dwoc chi dinh b&i n
phan) phat hanh.(tham khao thém tai liéu “QIC Reporting Manual” dé biét chi tiét).

gudi (bo
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Loai A: van dé nghiém trong ma yéu ciu phai hanh ddng ngay lap tirc

» Nhirng van dé lién quan dén tinh trang st dung trong yéu

Nhirng théng tin lién quan dén thwong tat vat ly va tai nan.

Nhirng théng tin lién quan dén viéc chay nd.

Nhirng théng tin lién quan dén khéi ddng dot ngdt hoac tang téc.

Nhirng théng tin lién quan dén phanh khéng an toan ho&c khéng thé diéu
khién tay lai.

= Pac diém cha san pham khéng hop véi mot sb quy tac.

= Nguyén nhan van dé lién quan tiéu cuc tac ddong dén viéc kinh doanh:

= Nhirng y&u cau chinh thirc tr Trwdng phong véi nhirng thdng tin dwoc chi

dinh vé viéc khach hang hudy bé hodc gidm téc do ban 1&.

= M6t sb lwong Ién cac san phadm dong lwc bi mat di cac chirc ndng co ban.
Loai B: van dé nghiém trong ma yéu cau can phai hanh déng

= Nhirng van dé lién quan dén tinh trang an toan s dung

= Nhirng van dé lién quan dén nhirng nguyé&n nhan nhuw thuwong tat vat ly, tai

nan, chay nd
= Pac diém cha san pham khéng hop véi mot sb quy tac.
= Nguyén nhan van dé lién quan tiéu cwc tac ddong dén viéc kinh doanh:

= B4t ky théng tin tiéu cwec ndo vé cong ty hodc sdn phdm ma c6 nguy co sé

dwgc cac phwong tién théng tin dai chung nhw bao dai, internet, v.v
= M6t sb lwgng Ién cac san pham dong lwc bi mat di cac chirc nang co ban.
= M6t sb lwong Ién cac khiéu nai ctia khach hang.

Loai C: van dé chung chung can phai duoc cai tién

= Nhirng van dé ngoai pham vi cta loai A va loai B.
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3.2.Nhirng thong tin ctiava n d é 3

dic /

Title / 1
Symptoms

| Symptom Code |

Diagnosis

3.2.1.Tiéu dé:

Tiéu dé cang ngén gon cang tbt. Tiéu dé nén bao gdm tén ctia phu tung dau tién, theo
sau la nhirng moé ta hién twong nhw la “Crankshaft fractured”

3.2.2.D4u hiéu hoac triéu ching:

Van dé gi, xay ra khi nao, xay ra nhw thé nao trong tinh hudng ndo va hau qua la gi.
Nhirng dién giai chi tiét pht hop theo trinh tw van dé& da xay ra, nghia la: “Loud noise
from left sife of enigne, followed by loss of power”. D& cap dén béat ky tai nan hodc van
dé gi ké tiép xay ra dbi v&i nhixng dau hiéu hoac triéu chivrng thuc té.
3.2.3.M4 sb cla van dé:
Ap dung ma sb van dé. Tham khao sach Huwéng dan hoat ddng bao hanh Honda.
3.2.4.Phan tich:
M6 ta két qua phan tich ctia noi phat hanh hodc ctia nhan vién ky thuat cira hang theo
trinh tw cta hién twong: Chi nhitng sw that méi dwoc ké cap dén, cai gi bi hw héng,

nguy hiém hodc xay ra?
3.2.5.Hinh anh:

Hinh anh hoac minh hoa rd rang dé chi ra dwoc chinh xac noi xay ra van dé va phai
dwoc trinh bay trén bang bao cao QIC.

14
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Day la nhirng théng tin quan trong dac thu cho nhirng ai s&€ nhan bang copy cta bao
céo but khong thé truy suét dwoc nhivng phu ting dwoc géi bdi noi phat hanh.

Suspected Cause | Defect Code | b

7 .

Temporary Treatment and Effect/Result [ Lon |

Specific Information:

3.2.6.Nguyén nhan kha nghi:

M6 ta nhirng nguyé&n nhan kha nghi hodc phdng doan ctia van dé va ly do cliia nhivng
nghi ngo hoac phéng doan doé.

Tap trung vao nguyén nhan chinh va khéng tap trung vao nguyén nhan truc tiép.

Diéu do6 1a thwe sw quan trong néu danh gia khach quan va dua trén nguyén tac “3-
That”

3.2.7.Ma sé huv hdng:

Nén ghi rd ma sb hw hdng khi nguyén nhan da rd rang. Tham khdo cudn Hwéng dan
hoat ddng bao hanh Honda.

3.2.8.Bién phap xt ly tam thoi va Két qua:
M6 ta cai gi da xay ra bédi khach hang hodc clra hang dé co bién phap dbi véi van dé
do.
Néu ré ra bat ky van dé gi du la két qua tam thoi hoéc 1au dai.
3.2.9.Nhirng théng tin dac trwng:
Bét ky théng tin bd sung nao ciing nén chirng minh tinh hiru dung trong viéc phan tich

van dé hoéc thiét 1ap bién phap gidi quyét néu can thiét.

15



, o » Ma sb 1702-WCS-2R-03
HUONG DAN CONG VIEC
HUONG DAN LAP BAO CAO QIC Sésraddi | 11 Trang
16/26
Occurrence Statistics Sales a
Month/Week/Date o ] Distribu
::.::DI::I(\IICI UTNTIAL IO T vvarral Il._y k Total R

3.2.10.S6 trwrng hop ma van dé phat sinh:

Tan suét . Khoang thoi gian dan trai ty thudc vao qua trinh lich st ctia van dé va tan
suét van dé phat sinh. Su phét trién nhanh chong ctia van dé va nhivng van dé gan
day nén dwoc bao cdo hang ngay hodc hang tuan hon la hang thang. Hay néi mot
cach khac, déi véi nhirvng van dé ci hodc lau dai thi bao cao hang thang thi sé phu

hop.

3.2.11.Swv kién:

16

S dung hodac la sé lwong khach hang lién lac hoac la sb lwong khiéu nai bao hanh
nhan dwoc. Sé liéu phai dwoc chi dinh st dung.

Khung th&i gian trong qua trinh diéu tra van dé:
Hang ngay: 01 May, 02 May, 03 May, ...
Hang tuan: May 1W, May 2W, May 3W, ...

Hang thang: Jan, Fer, Mar, ...
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Sales and Registration Number of the affected model

Distributor Unit Sales '
Total Reqistration m

3.2.12.86 lwong san pham dwoc ban:

Néu ra s lwong sa&n phdm bi anh huwdng (ma sb ddi xe, san xuat doi xe) dwoc nha
san xuat cung cap cho ctra hang tir lic gi&i thiéu.

3.2.13.Tdng sb dang ky:
Néu ra s6 lwgng nhitng san pham bi anh hwéng da cung cap cho khach hang tir lic
gi&i thiéu. Théng tin nay cé thé dua trén sb lwong dang ky bao hanh.
Nhirng di¥ liéu nay can thiét d& xac dinh ty I& phan tram san pham bj &nh huwéng.
Théng tin vé nhirng xe bi &nh hudng clia bao céo QIC:

Liét k& nhirng théng tin v& ddi xe vi anh hwdng. Néu khéng dd ché dé ghi, cé thé st
dung thém nhirng trang bd sung.

Individual Model Information

. | w . | w
Warran Information Production Line off Mileage
. ty Occurrence . QIC Control Date 9
Registration received Date km)
n 0 p g r S

3.2.14}bang ky bao hanh' Ngay dang ky bao hanh hodc la ngay mua.

3.2.15{Sw cb: Ngay kh| ma s cd da xay ra.
3.2.16.Ngay nhan thong tin: Ngay théng tin dwoc phan héi cho ngudi phat hanh QIC.
3.2.17.Ngay quan ly QIC: Ngay quyét dinh phat hanh bang bdo céao QIC nay.
3.2.18.Ngay san xuat: Ngay san xuéat dwoc xuat xwdng khdi nha may san xuét

3.2.19.Quéng dwong: S6 km da duoc sir dung

nformation Production Line off|Mileage : . ealer
receied QIC Control Date Date (km) VIN / Fr+ame No. Engine No Code
' t t | Ay

|

17
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3.2.20.S6 khung (sb VIN): Béi v&i sdn phdm ddng co, ghi nhan sé khung trir khi chi cé déng
co ma théi, trong trwérng hop dé sé may sé dwoc ghi vao 6 nay.

3.2.21.86 may: Sé may va sb quan ly cia san pham (néu chi la sdn phdm déng luc, khong
ghi gi vao 6 nay)
3.2.22.Ma sb clra hang: Ma sb clra hang cua cac dbi tac ma noi do hién twong dwoc phan

tich va sira chira.

Affected Parts Availabrity Affected Part Number Stock fi B/O ?ﬂ Consumption
Affected Parts and |
Parts Call-in Information I I
11 Z aa | bb cC
VIN / Frame No Remarks L V Ii
\ffected Parts Attention
W, X Y dd

3.2.23.S6 khung (s6 VIN): Théng tin vé sb khung clGia nhirng séan phdm duoc thay thé bao
hanh hoac stra chira.

3.2.24.Ghi cha: Nhirng théng tin can thiét dbi v&i nhirng san phdm dworc stra chiva.

3.2.25.86 lwong phu tung héng nhan dwoc: Nhirng théng tin lién quan dén sé lwong phu
tung héng dwoc g&i vé noi san xuéat dé tién hanh diéu tra

3.2.26.M4 sb phu tung bi anh hudng: Liét ké tat ca nhirng thdng tin lién quan dén nhirng phu
tung bi anh hwdng. Néu khéng di chd dé ghi thi dung thém trang bé sung.

Liét ké ma sb phu tung lién quan dén hodc anh hwdng dén van dé.

3.2.26.1T6n kho: Cung cép sbé lwong ton kho cla tat cd nhirng phu tung tén tai tai nha cung
cap can clr vao sb bao céao QIC.

3.2.26.2.B/O Ttl: Néu ra sé lwgng don dat hang (nhwng chwa giao hang) déi véi nha cung
cép, néu thich hop

3.2.26.3.Svy tiéu thu: Mdrc d6 tiéu thu cta phu tung.
AMC: murc d6 tiéu thu trung binh hang thang.
6MAC: mirc d6 tiéu thu trung binh hang thang tich Idy.

3.2.26.4.Thong tin lién quan dén phu tung: Nhirng Iwu y lién quan dén nhirng phu tung héng
nhan duwoc.

18
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4.MAU BAO CAO QIC: Trang 22
5.Nhirng trang bd sung ctia cac bao cao QIC: Trang 23

Trang bé sung nay dwoc dung trong nhirng trwéng hop cac bao cao QIC qua dai can
thém nhirng trang dé cung cap thém théng tin dbi véi nhirng ngudi nhan bao cao.

6.Mau théng tin ky thuat ctia Honda Viét Nam: Trang 24

Mau b&o céo nay dwoc dung trong truerng hop HVN can théng tin dén hé thdng clra
hang ctia HVN vé& mét van dé ky thuat dé ngan chén nhivng van dé cé thé phat sinh trén

thi trwéng trong mot twong lai gan.
7. Vi du cu thé d6i véi mau bao cao QIC: Trang 22

Khi nhan dwoc théng tin vé chat lwong ciia san phdm HVN, tat ca céc tién trinh duwoc
tién hanh theo so d6 nay.

8. Hwéng dan gwvi, lwu va cap nhat QIC.
8.1 Hwéng dan gwri QIC.
8.1.1.D6i v&i QIC xuét khau:

QIC xuat khdu duwoc phat hanh b&i cac Genpo nhap khau xe ctiia Honda Viét Nam
thdng qua hé théng thdng tin chat lwong thi tredng toan cau. Hang ngay cap nhat hé
thdng thdng tin chat lwong toan cau dé cap nhat cac QIC tir cac Genpo (dwdi dang file
mém PDF va Excel). Sau d6 gvi cac QIC nay téi Phong Quan Ly Chat Luwong dé diéu tra
nguy&n nhan. Hinh thirc givi: gtvi file mém thdéng qua hé théng email ndi bé clia cong ty.
8.1.2. Dbi v&i QIC ndi dia:

QIC ndi dia dwoc phat hanh b&i Phong Dich Vu Céng ty Honda Viét Nam. Phé duyét
QIC va déng d4u bao mat. Gri QIC dwdi dang file mém téi Phong Quén Ly Chét Lwong
Céng ty Honda Viét Nam qua hé thdng email ndi bd cta céng ty.

8.2 Hwéng dan lwu QIC.

8.2.1. P6i véi QIC xuéat khau:

19
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QIC xuét khau cap nhat tir hé théng thong tin chat lwgng toan cau dwoc lwu vao hé
thong server ndi bé hang tuan dudi dang file mem.

Puwdng dan vao thw muc lwu trong server:
\\hvnfilesvrO1\MCCS\Technical Section\02.QIC export

8.2.2. P6i v&i QIC néi dia:

QIC ndi dia lwvu dwoc vao hé théng server ndi bd hang tuan dwdi dang file mém va ban
cirng phé duyét vao kep file.

Puwdng dan vao thw muc lwu trong server:

\hvnfilesvrO01\MCCS\Technical Section\02.QIC Domestic

8.3 Hwéng dan cap nhat QIC.

Cap nhat cac théng tin QIC vao moét file mém bao gdbm cac théng tin co ban: S6 QIC,
ndi dung QIC, cap do, thi trwong, doi xe, méa sb hién twong, ma sb phu tang, tén phu
tung, ngay xay ra sw ¢b, ngay nhan thdng tin sw cd, ngay phat hanh QIC, ngay phat hanh
QIS, sb TI/CL or HTI/Service News, ngay phat hanh TI/CL or HTI/Service News.

(Thdéng tin ky thuat TI/CL la thdng tin ky thuat phat hanh t&i cac Genpo la don vi nhap
khau xe may Honda Viét Nam, d& huwéng dan xt Iy thj trwedng tai noi nhap khau. Méi QIS
phat hanh, thi sé phat hanh mot thdng tin ky thuat. HTI/Service News la thdng tin ky
thuat/dich vu dwoc phat hanh t&éi HEAD, cac thdng tin nay dwgc xem xét phat hanh khi
can thiét vi da dwoc hwdng dan va tra I&i bao céo ky thuat tiv HEAD qua hé théng DCS
hang ngay).

Nhap théng tin QIC:

+ Nhan di liéu:

N6i dung chi tiét ctia QIC sé dugc glri bdi ngwdi phat hang qua hé théng email ndi bo
Lotus. Dinh dang file QIC Ia file excel hoac PDF.

’\—|m [‘—|

- e Sy
= v’

@ uy |_
l?&

Issuer Receiver

AN
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+ Nhap di liéu:
- M¢ file QIC va file quan ly.
- Sao chép di¥ liéu tir QIC sang file quan ly v&i cac thong tin co ban néu trén
- Nhap di¥ lieu khac: ngay nghi (trwédc khi phat hanh QIC).
- Luwufile.

MAu file cap nhat théng tin QIC, file nay dwoc quy dinh lwu trong server ndi bd clia Coéng Ty
Honda Viét Nam hang tuan. Khéng quy dinh phé duyét nhwng phai c6 sw kiém tra ctia nguoi

quan ly tryc tiép trwde khi dwa 18n server hang tuan.
Puéng dan vao thuw muc lwu trong server:

WhvnfilesvrO1\MCCS\Technical Section\11.Management
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Mau bao cao QIC phat
a1 Report ieeitcon| 2 HVN 2016 132 00 | #we
10 ATIN
SR WG W0 RATT) Date 03-Jun-16
cC ATIN
T rTeg——Ty Modet Nama 'M:M!SCBFO
THQPM M H Kumagal /A Boomuen £
MRS-T M, W Tsukamoto M:‘ m - _""3
RS-V M, M, Yakus)l
S g - Model Year 2015
A-Qic M R Moryarma Evalunton @
Couny of Vietnam Customer Evaluaten :
Ocwurrence Oseler Repar E: 3
Sponsitie Paron C Rark
Wsued by Cs et | mﬂ, s
Raponyitie Famon il 4
M oc -? Sy ———ve
Received by 1Q0) i i S
Title Engine hard to start
[Symgtoms [Gymplom Code | G327
ICustnmens clam|
Customes compaained thel engine Mand 1o Stl. 8nd SOMERMes angie
Mtated W iding
[Dagnosa
iDwalors trat inspecton]
JCrval mechamic chacked and confinned a3 Customer compiained
Crecking Wepe! clearance, Spark plug and CompIosSon presure., 1o
atoormadty was found
Checiong iding spoeed was 1300r0m. Adusted the ki ak scriw, but iing
pond Bd et change
fepdicament the theoto body, Pe iding spoed roached the standerd vake
ang ing stop system began o operate
The affectod vehicke wiss not Suiected 10 By per work or rplicarment
josfum
Suspeced Cause [ Defscx Coce
Unknows
Terrporary Tramtment and EfecyRasut | won | 311132 - BODY ASSY., TMROTTLE . 0.8
This protiem was Peated by replacement BO0Y ASSY , THROTTLE
Spociic Niomaton
Thes part Witk Sugpbed by marke: MITSUBA & assomdied for ACAT128CBFG model
Geoaroncs JE&es and Reg Number of the ahectod mooel
Mo Wees Date Jan | Feb | Ma  Apr | May | Jun [DminbwrUntSeles |
Customer  Contacts | Waeanly O o 0 [ 1 0 |Total Aegistraion 140,451 (Apr- 153}
Indnedual Model Information
Warranty Information Confivnec with | Prosucton Lng off  Minage Dealar
Regwranon Qccumence rocevec catomer Dats VI £ Frmme Na. Engne No Coce
25 Jan- 10 30-May- 18 SSthay 10 1200215 1,870 - " T3 a0
m M v g
Atecied Parts and 1 5P THA00 K06 VD 1
{Prarts Catein wurmaton 1] =
"
VIN/Frame No Romarks v v
L E00r 2200 e On the wary 1 AR Pans A
HVNQC Mr. T. Hidska
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hanh:
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Trang bd sung théng tin vé nhirng s&n pham bi 16i:

Trang théng tin vé nhirng phu tung bi hdng:
Affected Part Number Stock B/O Tl ERS T
Consumption
HUONG DAN CONG VIEC Ma sb 1702-WCS-2R-03
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Mau HTI/Service News phat hanh:

Cong ty Honda Viét Nam

Customer Serice department 06-01-2015
Thong tin ky thuat i Qe Page 0o
2HVN HTI 2016 001 imn
~ ~ Manager's sgnature
Hudng dén thao ldp 6p trén trudc ( Air Blade 2015) '7?
R
Model; Air Blade 125 (2015) Ngunoi lig
Pham Héng Quan
T hany
Nguyen Duy Khéok Okh w?::: :&m:-e e

Phang dich vu khich hing cng ty Honda Viét Nam xin thdag bédo té HEAD van dé nha sau:

!li.n n‘-

Qua kho sit, Phong dich vy HVN nhin thdly mdt 55 HEAD cd cic truting hop sau khi thao chi tiét Gp trén trutc dé Bp
cuic binh dién va khi f&p lal d3 phat sinh viin d& 1By cla chi Uét 6p trén trudc khdng &n khdp vai bé &p trén trudc,

S . 3
Chi tiét &p trén trudc
khdng &n khop bé &

trén tryoc |
L\ TS

Van d& nay phat sinh ¢6 thé do nhén vién cia HEAD chwa ndm vimg phudng phap thio 13p chi tigk &p trén truoc.
Vi vy ching t8i dua ra phugng phdp théo Bp chi tét nhu sau ¢

- Hyting dén Bp Gp trén truc :

) B ! < Oih v 01 th ) ) X I m"mlg(n.mnwiﬁnéil.(
e e S | o v et | B | e i
wlt e chi U (o bls (e e o i Wy (12, ha Gy o | 1 g chea o ron, M) | Q¥ chi M S5 Wi truCc O i A0
vivo 02 6 in cim b Gotnin | | 0Tl R e e I o o i | | 991 070 ol chi G triin Suk 0 in 02 Gy gilin v cic Uy c2n e 4 3n

e - ‘ o

@i vio i) dp R v 20 Op ool tude l "a,ﬁlud.‘n"ﬂl\ﬂ ::’lnsvmw:ue(
P T g 2! o aiale—
- Hyting dan thao Go trén trutic |
B0 1 - Dirvg 0By 7o ay £ v il clie hal tay SH v80) Butc 2: Sews kv i tich e 00ty e clie i 1t Gp trén
hal diri oo it i oy INE G odin U, Alng e <IN tade, 5 02 Wy o Bt At e N0 § By oY 18 nte chang
(e Sy 2 tay theo Mong sudng i 6 sich Sa kndp ce 2| Sher hudng oo o trin vk pile nguls thio, el Gilt manh Qlly
& oy By v wuic cic chi bt yung quanh,

Ghi chu;
NEy €0 vhin 3@ ol khS khdin, HEAD vul long lién hé truc tiép vdl Phéng dich vu khach hang xe midy qua duting diy ndng

@€ durge tur van.

Chay
Tiai {iéee ety sie chosge wii b i W trg HEAD trong odng tde chdne dodn rgioitn aivin hur hoeg
Kindng 06 gick trf ki pixie hwiy Bor mpot byl thimg Fonda
- Nidm vidm HEAD novdt dids bhiimg phdt sdn i ligu miy ra bén ngodi &€ mdnh gdy hidw nikim cho kihdek himg

Thitl gian luw trir: 19 sdm

an
(7]
O
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1. Luu trinh phéat hanh QIC xu ét
khau.
Thi Phong Dich : g s o
inime VgcicGanpe Phong Dich Vu HVN Phong Chat Lwgng HVN

Nhan khuyén |

e

cao ca HVN
L/

Nhan huong |

giai quyét [
- 7

=

h 4

__Kiémtra

Pongy

L

~ Kiémtra >

Khong
. .
r----------- pSRERRE. - --

-
Banh gia

Tién hanh phan tich
nguyén nhan, déi sach

A

D Ban cirng
- Bin mém

Dénh gid c6 can

phat hanh HTI hay

2. Luu trinh phat hanh QIC n
idia
Khach S . o ”
fing HEAD Phong Dich Vu HVN Phong Chat Lwgng HVN
==t N %] -
tene Rl
|§6"8V :__ S TR
< Kiém traj '
Dong ¥
Nhan khuyén B3o cdo
cao clia HVN ais
6)
khoog 1
| dbr@v :-AA._-- _________ -
S Tién hanh phén tich
nguyén nhan, déi sach
I El

Nhén hudng
giai quyét

L

khéng

Ghi chu:

TI/QCL:Théngtinhwéngdénx® ly thitrwd ng

ﬁ¥%ﬁ¥3ﬁ&ﬁnhu@nqd§nx& ly thi trwd ng noi

gﬁ?thﬁmnhsewmenew.
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9.Phu luc quan ly cac bién ban:
Ngay ban hanh stra dbi NG d Duvet Kidm t Ls
va Thue hign 6i dung uyé iem tra ap
00 | Ngay lap 01-01-2000 | La&p mdi T. Sasaki P.Q.Phi H.M.Tri
Ngay ap dung 01-01-2000
01 | Ngay lap 01-03-2000 | Bd sung trang 7, muc 9 T. Sasaki P.Q.Phi H.M.Tri
Ngéy a'p dung 01-03-2000 theo dai tién trinh diéu
©C.
Bb sung trang 15 muc 17
------------------------------------------------------- bién-ban-eude-hop-QIC-----f-----------m oo
02 | Ngay lap 01-08-2001 | B6 sung trang 2 muc 3 T. Hiroki P.Q.Phi H.M.Tri
Ngay apdung | 01-08-2001 | thuatngl.
B6 sung trag 3 muc 7 fac
va goi thw
03 | Ngay lap 03-10-2003 | B sung trang 2 muc 3 T. Hiroki P.Q.Phi H.M.Tri
Ngay ap dung | 03-10-2003 | thuatngl.
Bd sung trang 3 muc 7
fax va g&i thw.
Bb sung trang 15 muc
17, trang 19 muc 19,
trang 20 muc 20.
04 | Ngay lap 02-01-2006 | Stra ddi toan bd noi dung N.Ninomiya H.M.Tri N.T.Phuong
Ngay ap dung 15-01-2006
05 | Ngay lap 01-08-2007 | Thay d6i ma sé tai lieu | N.Ninomiya | P.H.Quan C.T.Duong
WCS-2R-01
06 | Ngay lap 31-08-2010 | Thay dbi toan bd ndi | S.Shimada H.M.Tri N.T.Phuong
Ngay ap dung | 01-09-2010 |dung
07 | Ngay lap 10-10-2012 | Stra ddi cac hang muc moi Soichi P.H.Quan C.T.Duong
o bat dau thye hién Yamana
Ngay ap dung | 01-11-2012 | 41/11/2012 ( Vi du: Chuong
Tmuc1:1.1......)
08 | Ngay lap 31-03-2014 Bél sung théng tin tham Soichi P.H.Quan C.T.Duong
. chiéu tai liéeu hwéng dan
Ngay ap dung 01-04-2014 | \\yeg ' g Yamana
"65"",’455;,",5") """"""" 28/08/2014 | f S.Yamana |P.H.Quan |C.T.Duong
o 28/08/2014 Stra mé s6 ISO MC->2R
Ngay ap dung
10 | Ngay lap 30/09/2016 Thém muc 8. Huéng dan T.Tomoyasu | P.H.Quan | N.N.Thang
Ngay ap dung gwi, lwu va cap nhat QIC.
11 | Ngay lap 1/07/2017 Cap nhat Iuu trinh QIC xuét P.H. Quan L.V. Son N.N.Thang
Ngay ap dung khau va néi dia trang 25.
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