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Chuwong 1: TONG QUAT
Chapter 1. GENERAL

1.1. Muc dich / Purpose
Muc dich cua huong dan cng viéc nay la nham qui dinh cac hang muc co ban dé
thuc hién viéc thu hoi nhirng san pham khéng phu hop dugc phéat hién ra trong qua
trinh san xuat hoac trong qua trinh khach hang dang str dung.
This content in work instruction determines basic items to apply recalling affected
products that detected in manufacturing process or in using time.
1.2. Pham vi 4p dung/ Scale of application
Huéng dan cdng viéc nay ap dung xt Iy nhitng san pham c6 khuyét tat trong ché
tao. Sy phan xét khuyét tat va hanh dong thuc hién thu h{)i san pham phai duoc
thuc hién bai Honda Viét nam va Uy ban chat Iugng toan cau.
This work instruction apply to the products that have the manufacturing defect.
The judgment of “defect” and “implementing products recall action” have to be
done by Honda Vietnam and Honda Global Quality committee.
1.3. Thuat ngir &p dung / Term

“San pham thu ho6i” 1a nhitng san pham c6 cau tao hodc tinh ning dang & hoic
gan toi trang thai khong thich hop véi qui dinh vé an toan, moi truong hoac
khong dap tng cac yéu cau ky thuét cua cong ty dugc phat hién trong qua trinh
san xuat hoac trong qua trinh khach hang dang st dung .

“Recall products” is the products with its structure or feature does not/nearly not

deal with safety, environment requirement or does not meet technical standard of
company which are detected in manufacturing process or in using time.

Chuwong 2: HE THONG
Chapter 2: SYSTEM

2.1. Hé théng quan ly: (Phu luc 1)/ Management system (Appendix 1)
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Nguoi chiu trach nhiém cac nghiép vu trong viéc xu ly cac san pham khéng phu
hop & quy trinh nay 1a truedng cac phong c6 cac nghiép vu tuwong ang.

Representatives of
taking action for
all affected
products in this
process are

Chwong 3 Tién trinh xr ly
Charpter 3 Progress of solving

3.1. Quy trinh xw ly / Treatment process
related department managers.

e San Qhém khdng phu hop do khach hang hoac cong ty phat hi¢n thi s& dugc
chuyén dén phong Quan ly chat lwong d€ tien hanh diéu tra phan tich muc
dd quan trong cua nhitng san pham khong phu hop do.

Affected products detected by customer or company will be moved to Quality
control department for analyzing its seriousness level.

e Phong Quan ly chét luong va phong Dich vu khéch hang xe may c6 nhiém
vu béo céo két qua phan tich va ké hoach thu hdi téi Ban lanh dao. Yéu cau
ngudi dai dién xac nhan vé ké hoach thu hoi d6. Sau d6 giri ké hoach thu hoi
san pham d6 toi Uy ban chét luong toan cau.

.Quality control department and Motorcycle Customer Service Department
have responsibility to prepare report the analysis result and recall plan to
Broad of Directors, suggest the Quality representative to approve recall
products plan, then propose the Recall plan to the Global Quality Committee.

e Khi ké hoach thu hoi san pham chinh thirc dugc Uy ban chat lwong toan cau
phé duyét, Honda Viét nam phai thong bao cho cac Dai ly bi€t co phai dung
ban san pham ra ngoai thi truong hay khong.

Once “Recall products action ” is officially approved by Global Quality

Committee sales, Honda Vietnam need to let Dealers know if the stop current
product sales if necessary.
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e Sau khi Honda Viét nam chinh thirc quyét dinh thu hoi san pham, Honda Viét
Nam guri bao cao téi Co Quan Quan Ly Chat Lugng ve nhiing thdng tin can
thiét (Nguyén nhan, san pham thu hoi, cach khac phuc...).

o After Honda Vietnam is officially decided to do “Recall products action”,
Honda Vietnam has to report to Vietnam Register about the necessary
information within 10 working days (Reason, recall product, solution..).

e Phong quan h¢ truyén thong s tién hanh thdng béo cdng khai vé hang hoa
co khuyet tat va hoat dong thu hoi hang hoa do trén cac phuong tién truyen
thdng it nhat 5 so lién tiep trén bao ngay hoac 5 ngay lién ti€p trén dai phat
thanh truyén hinh dia phuong noi ma san pham d6 duoc Iuu thong.

Public Relation department will take Public Announcement of affected product

and Recall products action through media at least 5 editions in succession for
daily newspaper or 5 days in succession on radio.

e Cura hang Honda ty nhiém s& gui thu thong bao vé chién dich thu hoi san
pham téi khach hang cé san pham phai thu hoi.

Honda Exclusive Authorized Dealers start sending invitation to customers
through: “Letter”, “SMS” and/or “Service Reminder Call”

e Trong khi gui thu cho khach hang, Phong dich vu s€ phéat hanh thong tin ky
thuat dé huéng dan dai ly xir ly san pham phai thu héi (Sta chita hoac thay
thé...). Pam bao tat ca cac ki thuat vién déu co thé xir 1y duoc cac san pham
phai thu hoi.

Same timing with the letter sending, Customer Service issues the Service

Bulletin to the dealers to guide Dealer taking action with recall products

(repair or replace...) so that the all technician can repair the affected products.

e Cua hang Honda uy nhiém s tién hanh thyc hién viéc thu hoi san pham va tong
hop két qua bao céo tien do xur ly hang thang cho Honda Viét Nam.
e Honda Exclusive Authorized Dealers implement recall products as plan and
summary the result report to Honda Vietnam every month.

e Trong vong 30 ngay ké tir ngay két thuc viéc thu hoi san pham, Honda Viét
Nam s& bao c&o két qua thu hdi toi cuc Pang kiém Viét nam.

Within 30 days from recall products completed date, Honda Vietnam will report
the result to Vietnam Register.
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3.2. Theo ddi qua trinh xt ly/ Follow up and Monitor the progress

e Truong phong Dich Vu Khach Hang xe may c6 trach nhi¢m theo doi, théng
ké va thuc day tien trinh xur ly san pham khéng phu hop tur trén thi treong.

Motorcycle Customer Service Department manager is responsibility to follow,
summary and enhance the process of solving affected products in market.

e Trong qua trinh xtr ly san pham khdng phi hop néu thiy mic do cai thign
thap thi 6ng truong phong Dich vu khach hang xe may phai thong bao cho
dai dién lanh dao hoac cac Phong c¢6 lién quan dé cung dua ra cac doi sach
bé sung.

In case of low improvement in the progress, Motorcycle Customer Service
Department manager has responsibility to inform representative manager or
related departments to carry out other counter measure.

Chwong 4 X ly san pham khi thu hoi
Charpter 4 Recall products handling

4.1. Phan loai, cach ly va hdy bo san pham khong phu hop / Classify,
saparete and destroy affected product.

e Phong Dich vu khach hang xe may huéng dan dai ly phan loai san pham
khong pht hop bang cach gan Phiéu nhan dang phy ting” 1én san pham
khong phu hop (nhu phu tung bao hanh), bao quan ¢ noi riéng cach ly nhiing
san pham phu hop.

Motorcycle Customer Service Department guides dealer to classify affected
products by ”Warranty Part Identification Tag” on the defect products (same
warranty cases), store all the products separately with others.

e Phong Quan ly chat lugng khi xét thay can thiét s& yéu cau phong Dich vu
khach hang xe may gui cac san pham khéng phu hop vé nha may hay tgi cac
phong lién quan.

Quality control department consider to request Motorcycle Customer Service

Department sending all affected products to factory or related departments in
necessary case.
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e Phong Quan ly chét lwong hodc phong Dich vu khach hang xe may phan loai
va bao quan nhiing san pham khong phu hop da duoc gui den cho dén khi
két thic qua trinh diéu tra, phan tich.

Quality control department or Motorcycle Customer Service Department
classify and store affected products until finishing investitating and analysing
process.

e Phong qu an ly chat lugng tién hanh pha huy nhiing san pham khéng ph
hop khi két thuc qua trinh diéu tra, phan tich. Phong Dich vy khéach hang xe
may hudng dan dai ly pha hay nhitng san pham khong pht hop khi két thic
qua trinh diéu tra, phan tich (Khi khong c6 yéu cau giri san pham khang ph
hop ve).

Quality control department or Motorcycle Customer Service Department
destroy affected products after fininshing investigation process. Motorcycle
Customer Service Department guides dealer destroy all affected products until
finishing investigation process (incase of no requirement to send affected
product to factory)
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Phu luc quan ly phién ban
Ngay ban hanh, stra déi va thuc Noi dung Duyét Xem xét Lap
hién
00 | Ngay lap 30/06/2011 Lap mdi Shimada P.H.Quan | D.X.Vinh
Ngay ap dung 15/07/2011
01 | Ngay lap 24/10/2012 | Sta dbi cac hang | S.Yamana | P.H.Quan | C.T.Budng
. muc méi bat dau thuwe
Ngay ap dung 01/11/2012 hién 01/11/2012 ( Vi
du: Chwong 1 muc 1:
11.....)
02 | Ngay lap 28/08/2014 | Sra d6i ma s6 ISO | SYamana | P.H.Quan | C.T.Budng

Ngay ap dung 28/08/2014

MC-> 2R




