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Chuong 1: TONG QUAT
1.1.Muc dich.

Hudng dan nay dua vao HVQS-F-1802[Xtr ly san pham khong phu hap trén thi trudng]
nham gilp nhan vién quan ly thong tin chat lvgng(QIC) cua Honda Viét nam thuc hién
mot cach nhanh chdng va chinh xac nham x& ly hang khéng phu hgp chét lugng sau
khi da giao hang hodc trong qua trinh khach dang st dung.

1.2.Pham vi ap dung.

Hudng dan nay st dung cho hoat dong thu thap va st Iy hang khong phu hgp chat
lugng thi truGng cta Phong dich vu.

Chucng 2: Qui trinh thuc hién.
2.1. Nguyén tdc danh gia phu tung khéng phu hap.

Phu tung khong phu hgp chat lugng la phu tung cé cau tao, tinh ndng dang & hodc gan
véi trang thai khdng thich hop véi quy dinh vé an tdan hodc tiéu chudn vé mdi trudng.

2.2. Ndi phat hién.
e Phong quan ly chat lugng (QQ).

NEu phat hién van dé trong qua trinh san xuat, bé phan lién quan phai bao cdo ngay
cho Phong quan ly chat lugng dé diéu tra.

e Nha cung cap phu tung.

B6 phan chat lugng cia nha cung cap phu tung phai thong bao cho bo phan quan ly
chat lugng clia Honda Viét nam dé phdi hgp giai quyét.

e Phong dich vu

Phong dich vu cd nhiém vu thu thap thong tin chat lugng thi trudng va bao cao vé
phong quan ly chat lugng thi truGng mét cach chinh xac va nhanh chéng. Théng tin
chat lugng thi trudng dugc thu thap qua.

e Phu tung khi€u nai bao hanh( dudc clra hang gl vé hang thang).
e Nhan vién dich vu viéng tham clra hang.
e Khach khiéu nai
e Diéu tra chat lugng thi trudng.
2.3. Bao cao thdng tin thi trudng.
Thong tin thi trudng phan hoéi vé nha may qua:
e Bdo cao ky thuat.
e Thong tin cai tién chat lugng (QIC).
Quyét dinh phat hanh va ngi nhan bao cdo do trudng phong Dich vu quyét dinh.



HUGONG DAN QUAN LY CHAT LUONG Masbé | 1802-WCS-2R-01

XU LY HANG KHONG PHU HQP CHAT LUONG | g4 spa
TREN THI TRUONG e 05 | Trang 2/5

Chudng 3: Tién trinh st ly
3.1.Quyét dinh x ly.

e Trudng bd phan quan ly chat lugng sé can c vao mdc d6 quan trong cua
nhitng phu tling khdng phl hgp da dugc thdm tra dé nghi ti€n hanh thay thé
hodc stra chita nhitng phu tung khéng phu hgp dé cho khach hang.

e Dai dién Ianh dao quyét dinh mirc d6 quan trong dua trén tinh nghiém trong,
khan thiét cua phu tung khéng pht hop.

e Trudng phong dich vu sé [ap nhomur ly phu tung khéng phu hgp trong
truGng hgp can thiét.

3.2.Thong bao.

* Phong dich vu s& thdng bdo cho khach hang dé xtr ly cac phu tung khéng phl hgp
theo cac phuang phap sau:

- Qua phugdng tién thong tin dai chdng nhu bao chi, dai phat thanh, truyén hinh
WW. ..

- Dai dién lanh dao xem xét mirc d6 nghiém trong clia van dé sé uy nhiém
phong dich vu trinh bao viéc nay cho cd quan nha nudc lién quan va cac nudc
ban xe.

3.3.Qui trinh trién khai.
3.3.1. bai tugng thuc hién :
BO phan quan ly chat lugng sé cung cap cac thong tin sau cho Phong dich vu :
- S0 lugng xe sé thuc hién ( tir s6 khung . . . dén . . .).
- Cach kiém tra phu tung khdng phu hgp qua:
e Khu vuc hu hdng.
e Ngay thang san xuét.
3.3.2. Tién hanh xtr ly.

- BO phan thu thap va x(r ly thong tin chat lugng thi trudng (QIC) cuia phong Dich vu sé
gui thu thong bao vé dot thuc hién sira chita, thay thé phu tung khong phu hgp dén
Ctra hang uy nhiém dé tién hanh thuc hién. Néi dung thu théng bao phéi c6 cac thdng
tin sau:

3.3.2.1. Ly do thuc hién.
3.3.2.2. Thdi gian thuc hién: gém thdi gian bat dau va két thic (néu can thiét)
3.3.2.3. SO lugng phu tung cai tién (néu co).
3.3.2.4. Boi tugng thutc hién.

* Loai xe, d@i xe. Vi du: Super Dream C100M1.

* S0 khung ap dung.Vi du: tir s6 khung x xx X X X d€n X XX X X X .
3.3.2.5. Cach nhan biét phu tung khéng phu hgp.
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e Xac nhan qua hu hong.
e Ngay thang san xuat trén thi trudng.
3.3.2.6.Thdi gian gui phu tung sau khi thay thé vé Honda Viét nam.
3.3.275. Chi phi stra chita.
h. Mau béo cdo tién trinh thuc hién.
3.3.3. Theo ddi qua trinh x{r ly.

- Phong dich vu tién hanh theo doi ti€n trinh thuc hién hang tuan dua trén bao cdo cua
Clra hang va bao cao cho dai dién lanh dao.

- Trong qua trinh thuc hién néu thay miric do cai thién thap thi trudng Phong dich vu
phai thong bao cho dai dién lanh dao hodc cac b phan cd lién quan dé dua ra ddi sach
b& xung.

Chuang 4: Xur ly phu tung thu hoi.
4.1.X0r ly phu tung thu héi ¢ Clra hang Gy nhiém:

* Sau khi thay thé phu ting khong phlu hgp phai dugc gan phi€u nhan dang phu
tung da ghi day du thong tin can thiét va bao quan & ngi riéng biét va guri vé Phong
dich vu Vinh Phuc theo yéu cau trong thu thong bao.

* Phong dich vu s& kiém tra va bao quan phu tung khéng phu hgp do Clra hang géi vé
va ban giao cho bd phan quan ly chat lugng.

* Khi khdng c6 yéu cau gui phu tung thu héi vé nha may thi phong dich vu s& Hung
dan clra hang Uy nhiém cach huy nhirng phu tung khéng phu hgp.
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Chuong 5: S do tién trinh sur' ly.
C s s o an A on B0 phan lién quan(
Khach hang Cifa hang dy nhiém ‘ Cong ty Honda Viet nam Nha cung c3p phu
Phong dich vu Bo phan quan ly chat | Dai dién lanh dao ting)
lugng
Khi€u nai Bdo hanh Phét hién
A Phat hién Phat hién
Diéu tra chat Lap bao cdo J
\ugng Phan tich Quyét dinh x0r
ly
Trién khai |
I I \ h - h - b “=2="11. LApthu thong bdo | ||. Hubing dén ixcung,.catﬂphu
i an thong b0 -—+- iy i phy ting 4. Cung c&ip phu ting ung cat ten.
. (néu co) (néu co)
|
v
Nhan thong béo | | [Lién hé khach
hang
Pua xe dén Thic hién thay . Theo ddi tién trinh ; > .
clfa hang ]|t sira chifa . B4 cdo tién trinh Nan Nan N
. Bdo cdo tién
trinh
.Phdn loai, bao
quan
G . Klem tra, béo.qtién Nvén Yéu cﬁu
(G cho QC khi ket qui
thic
. Diéu tra phan tich, . Diéu tra phan
phong ngtra phat sinh tich, phong nglra
phat sinh
. Hay khi phong Ha H
dich vu yéu cau. ' ud
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Phu luc quan ly phién ban
Ngay ban hanh, stra dbi va No6i dung Duyét | Xem xét Lap
thwc hién
00 | Ngay lap 20/02/2003 | Lap mdi Hiroki N.D.Khanh | H.M.Tri
Ngay ap dung 20/02/2003
01 | Ngay lap 01/08/2007 | Thay ddi ma s8 tai liéu | Ninomiya | P.H.Quan | C.T.Duong
\ 1302-WSE-02->1802-
Ngay ap dung 01/08/2007 WCS-2R-02
Thay d6i ma s8 HVQS
phan gach chan.
02 | Ngay lap 14/02/2011 | Thay d6i QC->EQ H.M.Tri P.H.Quan | C.T.Duong
Ngay ap dung 14/02/2011
03 | Ngay lap 12/10/2012 | Sira dbi cac hang myc moi | > Yamana | P-H.Quan  C.T.Duong
o bat dau thwe hién
Ngay ap dung 01/11/2012 | 01/11/2012 ( Vi du: Chuwong
Imuc1:1.1......)
04 | Ngay lap 28/08/2014 | Stra dbi ma s 1SO MC->2R S. Yamana | P.H.Quan C.T.Duong
Ngay ap dung 28/08/2014
05 | Ngay lap 01/05/2016 | Thay d8i EQ->QC T.Kono | P.H.Quan | D.T.Hien
Ngay ap dung 01/05/2016




