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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

NOI DUNG KHOA HOC

1. Quy dinh bao hanh va l¢i ich khi thwc hién bao hanh.
2. Quy dinh thay thé, gri phu tiing, b4o céo vé HVN
3. Hwéng dan danh gia bao hanh.

4. Huwdng dan xtr ly cac treorng hop thuong gap & dac biét.



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Muc dich cua khéa hoc bao
hanhlagi?

- Tam quan trong ctia cdng tac gidi quyét khiéu nai bao hanh.

- Hwéng dan cac HEAD (dac biét 1a cac HEAD mai) trong céng tac chan doan bao hanh
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam
PHAN 1. QUY DINH BAO HANH & LOT iCH KHI THUC HIEN BAO HANH.

1 Quy dinh bao hanh
- Cong ty Honda Viét Nam cung cap ché do bdo hanh nham bao dam chat lwong ciia sdn phdm ma
khach hang da mua, dé phong ngtra cac van dé phat sinh do vat liéu ho&dc do qua trinh san xuét.
- Céng ty Honda Viét Nam cam két sé& stra chira lai mién phi cac hw héng do vat liéu hodc do san
xuat théng qua cac clra hang (HEAD) hodc trung tdm bao dwdng va dich vu do Honda Viét Nam Gy

nhiém.

2. Muc dich cua cong tac bao hanh

- Dam béo san phdm van hanh tét trong thdi gian bao hanh,

- Tao s tin twéng cho khach hang khi st dung san pham.

- Nang cao muirc db hai Iong cua khach hang véi HEAD.

- Thu thap théng tin chat lwong la gép phan déng gop vao qua trinh cai tién ngan nglra 16i

phat sinh cho cac sén pham sau nay.



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

3. Lgi ich khi thu'c hién bao hanh

Khi thwe hién tét va chinh xac céng tac bao hanh:
A. Dam bao quyén lgi khach hang.
B. Gia tang sv lién lac cua khach hang va clra hang.
C. Tao niém tin cho khach hang.
D. Nang cao doanh sé ban hang.

+ Céac chi phi dwore HVN thanh toan khi thwe hién bao hanh dung:

Khi thwe hién tot va chinh xac céng tac bdo hanh sé mang lai:
a. Cong thyc hién bao hanh (1h=50.000 VND)
b. Tién phu tung.
C. 5% phi dat phu tung (Trong trwdng hop dat hang bao hanh khan)




Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Phwong phap méi

[ HEAD T A cruven pAT )

Phu tung KNBH ‘ ‘ X&c nhan théng tin va chuyén
Chuyén dén buu dign hang ) . ) X&c nhan trong lwong va phu ting
Dién thong tin vao phiéu Khong thu phi chuyén phat bén trong, nhap di liéu nhan
glj’i 1 ] v l

s6 hop déng chuyén phat

A 4

Nhdn

Nhdn

v

bong goi

X&c nhan théng tin chuyén phat khép
v&i dir liéu bao hanh va ma buu
\ 4 A 4

Yéu cau déng géi can than
Phu tung khéng bi va dap...

Téng hop chi phi chuyén phét theo
thang

A 4

Xdac nhan chi phi

Xuat hda don téng chi phi chuyén
phat

A

Xuét héa don dung theo hwéng
dan clta HVN

Xac nhan, kiém tra héa
don

A 4

Khiéu nai phu tung théat lac

Nhan thanh toan
Nhan thong tin phu tung g&vi vé& HVN Thanh toan
bi that lac (két qua tra I&i bao céao
KNBH trén DCS)

!

Bao cho HVN thong tin hang gtvi va Nhan & chuyén théng tin
ma chuyen phat (lién 3) Xac nhan vdi Buu cuc dia
phuwong & Tra 10i

A

A\ 4

A

A 4

Nhan théng tin . Nhan thong tin & Tra |0i )




Khoa chan doan bao hanh

Phong Dich vu - Céng ty Honda Viét Nam

Phwong phap méi

Coéng van va ma hop dong khi givi vé phong dich vu khu vire phia bac

TONG CONG TY
BUU BIEN VIET NAM
BUU DIEN TINH VINH PHUC

S&: 22 /BDVP-KTNV
Viv bb sung yéu chu cung cip dich vy
EMSC cho KHL Cng ty HonDa Viét
Nam,

CONG HOA XA HOI CHU NGHIA VIET NAM
Pic lip - Ty do ~ Hanh phic

Vinh Phiic, ngay 08 thang 5 ndm 2016

Kinh giri:

- Che Buu dign tinh, thinh phé,
- Céng ty CP Chuyén phét nhanh Buu dién,

Ngiy 23/02/2016 Buu dién tinh Vinh Phic d& ban hinh céng van s
9UBDVP-KTNV vé viée oung ciip dich vu “Thu cude noi ngudi nhin (EMSC)”
cho KHL Cong ty HonDa Viét Nam. Qua 02 théng trién khai dich vy trén mang
ludi khich hang c6 nhu cdu bd sung mét s6 yéu cdu chuyén phét cy thé nhu sau;

1. Sin phim chuyén phat:

- 06: vdi cdc buu giri ¢ chica ni dung: chiit bjt, chat long, kdng di¢n nr
(pin, de qui...), trén phiéu gici va w khai BLD phii ké khai diy dii sé legng va
chiing logi hang. Ngodi ra trén phiéu givi yéu ciu nguwdi giri phai ghi cam két:
“Chap nhin vin chuyén buu gl b&n,g dwedng b néu khong di dupe lmng dwing
hang khong™.

- Nhin vién Buu dién hoan thién cdc ndi dung cin thiét, thé hién diy du chinh
xac trong | buu giri, cude phai thu 1én vin don va buu giri dé tién cho vide
thanh todn ddi soét.

- Giro lién 3 ctia phiéu giri cho khich hang.

- Khéng thye hién thu tién cude clia ngudi gl ddi véi buu giri sir dung dich
vu EMSC.

- No§i dung: Tai li¢u, Phy tung xe mdy gii bao hanh,
- Noi giri; Cée cira hing bdn xe va dich vy do Honda ity nhiém trén ca nude,
- Noi nhiin: Ong/Ba:......, S6 dign thogi:.........

Phong dich vy xe mdy - Céng ty Honda Vigt Nam, phwong Phiic Thing, th
xd Phice Yén, tinh Vinh Phiic.

- Don vi tham gia cung cép dich vy:
+ Don vj nhiin giri: Cc Buu dién tinh, TP trén toan québc.
+ Pom vj phit; Buu dién thi x3 Phie Yén Vinh Philc.

- Ma hgp ddng: 28C 1217 001PY.

- Plu mbi lién hé: ba L& Thi Mai Huong - Gidm dbc Buu dién thi x& Phic
Yén, Vinh Phiic - Di¢n thogi: 0912.940.989,

2.Yéu cliu nhiin givi:

- Cic cira hiing ban xe vit dich vy do Honda ty nhiém ty déng gdi buu giri va
mang dén diém Buu dign gin nhit dé gui.

- Ngudri giri phii didn diy dd thong tin trén buu giri va vin don E1, lwu y ghi
0 56 hgp dong 28C 1217 001PY trén vin don E1 va buu girl,

- Nhin vién Buu dién noi nhin gui tiép nhin yéu chu cta khich hang: kiém
tra, hudmg diin khach hang cach géi boe, céch ghi cde thdng tin trén vin don E1 vi
b g,

Thot gian thyc hien: Tir ngay 10/05/2016 den hét ngay 31/12/2017.

Viéc chép nhan, khai thic va dbi sodt doanh lhu san lugng déi voi buu phim
EMSC duge thye hnen theo quy dinh tai cdng vin 56 752/NV ngay 18/08/2009 cia
Céng ty CP Chuyén phdt nhanh Buu dién.

Buu dlén tinh Vinh Phiic Xin théng bdo dén Quy Buu dxén tinh, thanh pho duge

biét va hd trg Buu dién tinh Vinh Phic trong viéc cung cdp dich vu dén khach
hang.

Trén trong./. /{(i,/

N nhin: pOC
,
= Nuir teées; fv.‘//suumg\,\
- BD TX Phie Y, fes ’{kuwm-m X
- Lani: VT, KTNV, 12 TONG LG
A BUUSHEN

\ \“ﬂE 1 N"M//\k

'iw,\ 1 \'\




Khoa chan doan bao hanh

Phong Dich vu - Céng ty Honda Viét Nam

Coéng van va ma hop dong khi givi vé phong dich vu khu vwe phia nam

TONG CONG TY CONG HOA XA HOI CHU NGHIA VIET NAM

BUU DIEN VIET NAM Pic lip - Ty do ~ Hanh phic
BUU DIEN TINE VINHE PHOC i o
sb: 235 BOVP-KTNV Vink Phiic, ngdy R thing 5 ndm 2016
Viv bd sung yéu clu cung clip dich vy
EMSC cho KHL Cong ty HonDa Vit
Nam.
Kinh gii: .
Céc Buu dign tinhthinh phd;
Cong ty CP Chuyén phat nhanh Buu dign.

Buu dién tinh Vinh Phic 81 k¢ Hop ddag cung cdp dich vy “Thu cude noi
ngudi nhin (EMSC)” voi KHL Cdag ty HonDa Vigt Nam. D gitp don vi cung clp
dich vy 8én khich hing, Buu di¢n tinh Vinh Phic kinh ¢ nghi cic Buu dién
tinh/thich phé v& Cdng ty CP Chuyén phit shanh Buu dién phdi hop thye hign
chip phin dich vy EMSC d4i véi buu giri o6 ndi dung cy thé sau:

1. Sin phim chuyée phit: .
- NOi dung: Tad lifu, hing hoa.
- Noi giri: Ciic cita hing bén xe vi dich vy do Honda dy nhi¢m trén c& nudc.
- Noi nhdn: Ong/Ba:......, S8 dign thogiz.........

Phong dich vy xe mdy - Cong ty Honda Vift Nam — Chi nhdnk Hd Chi
Mink - Ting 8, ZenPlaza, $4-56 Nguyén Trdi, Quin 1, Tp. H Chi Mink.

- Don vi tham gia cung clp dich vy:

+ Dom vi nhén giri: Céic Buu dién tinh, TP tréa 10dn quic.

+ Don vi phit: Cong ty CP Chuyén phit nhash Buu dién.
- Dom vi chiu trich nhi¢m thanh todn: Buu dign thi xA Phic Yén Vinh Phic.
- M3 hop ddng: 28C 1217 002PY.

-Nhin vién Buu dién noi nhin giri tiép nhan yéu chu cou khich hang: kiém
tra, hudng diin khéch bing cich goi boe, cich ghi cic thng tin trén vin don E1 va

* Laru §:
- Nguwii giei phdi dién diy @i théng tin trén bicu giri va vin don E1: ghi r
md dai Iy, 56 hop dong 28C 1217 002PY.

- Déi vii cde buu giki o6 chira ndi dung: chdt bjt, chit long, hing dign i
(pin, dc qui...), trén phiéu gil v to khai BLD phai k& khai &y dii s legng vi
chiing logi hang. Ngodi ra trén phiéu gl yéu ciu ngwdii gid phai ghi cam két:

nhén vin chuyén buu gii bang dwdng bj néu khong di dyge bing dicing
hing khing".

- Pon v chip nhin phai thé hign diu dich vu EMSC trén vin don E| vi
biru gii ding thoi nhdp ding, mhip di mi hgp dong trén PM BCCP. Truom,
hop don vmdpu-anuongmmgmauapamqudqvdﬁngﬁ

EMSC theo quy dinh, Bieu dign tink Vink Phic khing chiu trdch nhigm thanh
todn tién cwede biru gici.

- Nhén vién Buu dién hoan thién cac ndi dung cin thiét, thé hién ddy &0 chinh
mnqnglugngbwgm.mocpwmuleuvanaonvammg&idéxienchoviéc
thanh todn 86i sodt.

- Giao lién 3 cia phiéu giri cho khich hing.

- Khong thye hign thy tidn cude cia ngwii giri @6i véi buu giri sir dung dich
vu EMSC.

+ mmmmmmw:uummmm-oma&c
Buu dién thi x3 Phic Yén, Vinh Phiic - Dign thogi: 0912.940.989.

9deiQntinb:b&BﬁiThiD‘u-Cl‘uyénqulnBCCP-Dicntho;i:
02113.846122 - 0914.694.787.

2.Yéu chu nhin g

- Céc cira hing bén xe vi dich vy do Hooda ly nhi¢m ty ddng goi buu gin va
mang 8én didm Buu difn gin nhit o g

3. Déi sodt, thanh todn:

- Hing thing, Buu cyc phit théng ké buu gii EMSC cia ngudi nhin va lip
Béng chi it ¢6 xdc nhin clia ngudi nhin (Mdu theo file dinh kém).

+ Lién h&: chi L& Thj Kim Dung — Phdng Dich vy xe miy, cdng ty Honda
Viét Nam, ting 8, Zenplaza, 54-56 Nguyén Trdi, quén 1, Tp. HO Chi Minh. S5 di¢n
thaai: 0913 923 009,

- Ngdy 03 thing tiép theo Buu cyc phét giri file excel vio dja chi mail:

c stvn dé théng béo cho Buu dién TX Phic Yén Vinh Phic.
Buu dién TX Phoc Yén co trach phiém kidm tra s 1iu, chim nhét ngay 05 ¢6
thdng tin phin hdi dé Céng ty CP Chuyén phit nhanh xudt hoa don cho Buu dign
TX Phic Yén theo thong tin sau:

+Tén dom vi: Buu dién thi x3 Phic Yén
+ Dia chi: Khu 5, x& Tién Chdu, thi x& Phic Yén, tinh Vinh Phtc
+MST: 2500291840
- Hoa don kém Bing ké chi tiét giti v& dia chi: Buu dién thj x3 Phic Yén Vinh
Phic.
2




Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Thong tin dia chi gtvi, nhan va ma hop dong
HEAD in va dan ngoai hép phu tung

FROM: HEAD ........
KHU 5, XA TIEN CHAU, THI XA PHUC YEN
TiNH VINH PHUC

TEL: 02113.873555 — HANH

M& hop dong khi guri ve EMS C: 28C — 1217 — 001PY
phong dich vu khu vuc 7 '

phia bac

TO: NGUYEN VAN A . TEL: oveneeeeeeeeeeeeeeeeeeeenanns
PHONG DICH VU XE MAY, CONG TY HONDA VIET NAM
PHUONG PHUC THANG, THI XA PHUC YEN, TiNH VINH
PHUC



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Thang tin thi trwrérng Cong ty Honda Viét Nam
Khach hang Cira hang HEAD Phong Dich Wu Phéng Chéat lrong
Th-ingtiln -
phan hdi | Kigm tra & Xacnhén
thi trrérng *

Hotline & DC 35

Théng bdo cho HWM Mhdn & Tra | &i

Trd i vatrvan qua DCS

¥éu cdu giri phu ¥
tiing han . . .
HE.ADtLlr g g HVNﬂangythenﬂanhglacua -—-— |
thay the HEAD
h
Thay thé phu ting hang [«

|

G phu ting hdng - Mhdn phuting hdng
h
r CS & EQ danh gid bdo hanh
MR b £ " G tra lai HEAD Khéng phiildi chit lreng, hodcthéng
an phutung - tin khéng ding

L&i u::h:itILF-:_mg

4’_I

- PR Thanh todn bac hanh
Nhanthﬁanmnanbaﬂ Chép thudn bdo hanh 10

F 3




Phong Dich vu - Cong ty Honda Viét Nam

LAP BAO CAO KY THUAT &
THYC HANH LAP BAO CAO

Phong Dich Vu

Cong ty Honda Viét Nam
11



Khoa chan doan bao hanh

Phong Dich vu - Cong ty Honda Viét Nam

2.1 CACH LAP BAO CAO KY THUAT TREN MANG DCS :

Dealer Communication System
I 6 we A1

M tung K& tosn We thing

Tea oo thdng tie Khos boc nihin
Vi

e —— Tl By khda hx n MYN
m' bao chink thae Tl In &y thwagt
. TR TR 1150003 tiey kg thodt Hooda
¥ het sl TIOng tin plws T
. IR LR (140 ¢ 0 chich v

dgli DU e v Thide by
. | | U4 g Y
Khiiu nal bao hanh
. g e k9 thudt Honeda - New
. 11 HEA .
24y
. URRRERRRRTRY K hiis i baats haely - New G Bder o ke thadt
HOAALTALSE) Chima nihin bao hanh 50 BAo Cho tridu I
AR BN RIERE (111 0 10K New Danh sdch bdo clo trida hdi
. 18 thieg tharng bl KT
. LS B4 e
K tra o G0 ok viehy
. 1) (M mr
° 13 MEAD Ast ke Ohira thang thaitnwg
. 1) MEAL M SMARTID

Hwéng dan thwe hanh 1ap bao
cao ky thuat trén DCS

Guri BCKT

56 5BH

M3 58 clfa hang = 88888

Loai xe = -

548 khung =
S8 may =
Mgay mua xe

Maay sifa chifa

Hién tuigng
(Whd hon 3000 ky tu)

K&t gua chdn dodn
(Nhé han 3000 ky ty)

Bign phap gidl quyét
(Nh ham 3000 ky tw)

Clhari e dnh
Minh hoa

[ Upload anh |
(V€ kdm phu tung
Phu tang chinh
M 80
56 ngay con bao hanh
Phy ting kém theo

Ngudi gid bdo cdo = Nguyén Van B

K§ thudt trifdng - Ho Tén

| Guay lai |

Tén phu tang

M3 a8 bdo cdo 88888-1611-002

(Phai nhdp du 17 Ky tu, vi du: RLHHC12398Y000003)
(Phai nhdp du 13 ky tu, vl du: JICISE-0000001)

s Ngay xay ra s cd =

i 58 Km a3 di

Chon file ghi am

| Upload fila ghi dm |

(Chu Yy md phy tung khdng chia ddy “-" vi du:06430GCEIOS)

Ma hu hong

S0 Km con bao hanh

Tén phy ting

S0 dién thoal

tra ol 56 lugng 1

|S6 lwgng
! |

[| Thém || Xoa |‘

12

[ Gwi |



Khoa chan doan bao hanh

Phong Dich vu - Cong ty Honda Viét Nam

munication System

2. XEM TRA LOI TU HONDA VIET NAM

Vao DCS / Dich vu / Bao cao dich vu / Xem tra I&i

Man hinh hién :

T cons thdiong U e o nbvin
iy

harg e khos hox

T s by thaat

g tin by thadt tewxda
hidng tn pha g

10 cdo teh v
Durg o0 v Thedt Ly
Khaiu nat baser hanh

NGOG B B9 Phasdt Merwta - N
D0 00 O v - New

@ o) ™ |g, https://dcs.honda.comwn/DC5/Service/Claim/W401.aspx

et nat bao hinh - New

Chamg ohidn Hao handy

g:? Favorites

1€ 56 quan ly BCKT

95 @] Web Slice Gallery ~

ORI XK TOK New
0 thiing thdng o KT
e v i dox il waeh

Wi el thiewy Hharinwg

asatia ala.

50 i 1y bdo cho b mm
AN bda caa ky thadt
S0 bado Clo T his

Danh sdch o cao tridu e

MARTID 111 ks ' T
TIVIHIIG MAYwua o
HONDA
T Pawer of Draams DEALER COMMUNICATION SYSTEM
Home  Thi trudng Ban hang Phu ting Dich vu L3i xe AT KE& todn Hé& thdng
S6 quan ly BCKT
BCKT d3 gl trong ndm 2015 ~
STT | Ma s0 MNgay gui Do xe Hién tu'gng HVN tra loi Ihém
1 £8888-1511-001|8/11/2015 8:09:52 PM |AFS110MDB |Huhg em
2 88888-1510-004 | 28/10/2015 1:36:36 PM |AFS110MDB |3 em
3 88888-1510-003 | 14/10/2015 2:09:06 PM |NSC110CBFC | IT test |2 am
4 888588-1510-002 | 14/10/2015 2:06:02 PM |AFP110MSC | IT test server am
5 85888-1510-001 | 14/10/2015 1:48:23 PM|AFS110MCSC|IT test am
5] 85888-1508-001|11/8/2015 7:48:57 AM |NHX125D KH KHIEU NAI LOP TRUOC KI HOT XUNG QUANH MEP \-‘ANH MNHAN \-’IEN HEAD I(IEM TRA THUC TE PHAT HIEN BEN TRONG HAI em
MEP ‘L-‘ANH ox1 HOA NEN GA‘r‘ HIEN TUO’NG X1 HOT BUNG NHU KHACH HANG KHIEU NAL Ap SUAT LGP HIEN TALI BAT TIEU
CHUAN HVN. LOP KHONG VA HAY BINH DAM. TRUONG HOP TREN HEAD BA BAO A NGOC PHONG DV HVN BONG ¥ BAO HANH.
7 88888-1505-001|19/5/2015 9:28:06 AM |ACA125CBFD | sadasdfa 19/05/2015 | fem
g 888588-1504-001 | 1/4/2015 10:57:42 AM |ACA125CBFD | 14520KZRE02 01/04/2015 | fem
Téng sd: 8 ban ghi
Back
"""""""""""""""""""""""""""""""""""" Churang trinh durge 3y dung bai phang IT HVN. Ban quysn thude v Cang ty Honda Vigt Nam 77777 TTTTTIIIITIII I e
Trou =cr chinh wd ohd v Bhyedtng Bhyie Thana, thi = Bhiie ¥Wap, Hinb Winh Bhiie Wist Nam Tel (84% 29§ Se8888 (84Y 2414 888910
Céac Bao Cao Ky Thuat trong nam dwoc liét ké trong trang nay. Cot Tra I&i hién ngay gio Honda Viét Nam tra 1&i bao cao
cua ctra hang. bé trong la Honda Viét Nam chwa tra 0.
Click chuét vi tinh vao dong ndi dung mau xanh dwong cuia cét Hién twong dé xem lai néi dung bao cédo va phan tra loi 13

clia Honda. Man hinh hién :



Khoa chan doan bao hanh

Phong Dich vu - Cong ty Honda Viét Nam

M3 o 2do o
hgay g Bdo cho
ME ol com nidng
Loe xn

S5 whong

= mby

figdy mus xe

fighy slx =nls

rdn oy

& qub =dr Sobe

Pz tisng chinh
M3 =X

Phu thng kém thes

Nguli gif bis fe

Honda VN hibi dap

11503-1506-001

Oznrized tie g™ 3m

23082018 13 vh Me R B3t tnlng 500 xUAN NAM
11503 S5 S&n thass o bt Dutieg

ACAIUCEFD 55 ngdy =n En phy ting chirk

RLMJF480SDY321105 55 Km gie 3 phy ting shint 13800
JFMEA2017 Ngby VQ_Ore 1308729013
/08203 fighy ndy mavd 150020125
220872018 SSim & & 10200

Ehick hing khitc nai se & cf sifeg kés oo 3 b8 lip.

Cfs Bang tién ASrh Lidw sza Sdeg ahu DASch A3ng Aidu nad B9 13p sau bi Moy Xe iMng ¢4 hiss
tugeg vie nuse

ZH41IKZRBD0 | Tén phuting Truc so cip M3 i hdng 009 S5 higng 1 Mak=r 1109
[Ma& =& |Tén phu ting |88 lugng
|2342|KZHBDO |Tn_|c this cip ||
|2:m,m<2woo |Tn_|c gidm the ||
|23422KWN903 | Ednh ring truc th c2p Siring ||
Chir Thi Hang
Phin losi bio cho ki thust = Van 32 3 dwoc ghi nhin -
55 QIC
@ LBi mdi
[ cn 1am QI M3 =5 ted 1 = Wan @& 35 dwoc ghi nhin -

HWN chip thufin bic hinh dus trén k€t qud dinh gis vA thing tin clia Head
=i £p thudn bic b3 rén k&t qud S&nh gid vi thing tin ol
Wi |} if P tisng b 2 PhAng Dich v (Anh Nguydn Win Hii)
Wi g gifi g8p pihwy ting hing v& Phing 3 Win Hai)
[ Wisi g gill phu ting tei cifs hing 48 saw ndy gifi cing wéi phy ting Bao hanh khic cia thing 45
{The=c M#ing din trong "Sich huing dSn cfing téc Bio hinh cia HVNT)
[ Wng gidi quy#t thes sifs chifa thing thuling
[ Thvéing tin o Sy S, xin wui Bog cung <Sp thim:
[ Mbsitng sita chids trutic
[ pigw kign =it dung
[kt qud 8o Sac cba phy ting béng
[ Hutfing din khic

BCKT HVN nhan dworc

Can c vao phan

Honda Viét Nam héi dap

dwoc chon vao muc nao, ctra hang sé

thwe hién theo hwéng dan cia HVN : clra hang
sé xtr ly hw hong

theo bao hanh hay stra chira thong

thwong, glri gp phu ting hdng vé

Honda Viét Nam .

Néu phan Honda Viét Nam hoéi dap
yéu cau : Thdng tin chwa day da,
xin vui [dng cung cap thém thi cra
hang dién thém thong tin

roi bam G di
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Khoa chan doan bao hanh

Cac lwu y khi thwe hién bao cao ky thuat
Hién trang: - HEAD khong lam béao cao k¥ thuat hang ngay.

- B&o céo ky thuat khéng day du théng tin.

J’) -

inh hoa

= -

4 o5 38111K01612 | Tén phy ting [Khod FOB_ [[Manuneng (035 | Fsning[t  |Maker V11005 |
[_1Phy tang toan ciu

iy ting chinh

iy tang kém theo

|Mil 56 |Tén phy ting |S6 rang

I I | |

Phong Dich vu - Cong ty Honda Viét Nam

Trwdng hop 1:
Bao cao sai ma hw héng
trén bao céo ky thuat va

b&o cao khiéu nai

Phu tung chinh

M3 56 Tén phu ting |Bia ma sét Iy hop M3 i héng Siligng|5 |Maker|ASH |

ST SR I

Phu ting kém theo

Trwong hop 2:

Bao cao khong dung phu
tung chinh Phu tung
chinh la phu tung 16i, PT
phu la PT bi anh hwéng.

|Mﬁ L1} |Tén phu tiing |56'Im_jng
“22121I-(SEN[]1 |“Ly hop trung tam thir cip RE |
“2235[]K55NU1 | “E]Ta ép ly hop | [ |
“22321wa?42 |“E]Ta sét ly hop | 4 |

T 6 BCKT Tra o BCKT

| M3sitdaace L o3 idag DmnktBechan Esbha 1R D degi:n

Mixgibkoch  TTRAXE Hy @dtinkd tu nifeg ReEraibdoc (PR Syva énly it g

| ¥5sipahing 2% S5 &Entheat st niing @ MEsinEk S dEnthesijhed iing

{15332 4 G SéngEs e B Fu ing Ganh 3 L3z SA Singin o B ghe ting thrh =3

i 1 So¥mch Bighutingdh 1% E3 ) ~ 56 i phe g i L

Trwong hop 3:

Ghi day du so dién thoai
cla k¥ thuat trudng.
(cap nhat mdi nhat tur
HEAD).




Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Cac lwu y khi thwe hién bao cao ky thuat
+ Bao cao miéu ta ro rang

ey 1% Stz TIITTA ——e o F e ¥ e A . A .= &
XE CHAY BINH THUCNG THAY CHRY DAU PHIA DUCI CUM MOTO MZY BDE.

Hién tuong

QUA XIEM TRA THAY HIEN TUONG NHU TREN,DL VE SINH LAT VA THUC HIEN CAC BUGC XT THEO
HUONG DAN TREN HOI THAC XY THUAT DUNG BOT TRENG XIT vAo vI TRI cuiy pDiu »i suoc VE
Két qua chan doan SINH,CHAY THU XHOANG 6KRM RIEM TRa LaT THAY DAu MOI TuoM Rz THAM vio BT TrRiNG Taz

3 , < B < < :
VI TRI paéT O, XHACH HANG 35U DUNG BINH THUCNG paéT o HONG.

XIN TEAY P26T O.
Bién phap giai quyét (Viét)

Bién phap gidi quyét (Anh)
(Nho haon 2000 ky tu)

Minh hoa

Phu tdng chinh
- Dan dén HVN hiéu khéng ré va tra I&i khdng chinh xac

+ CA&c théng tin can cung cap khi lam béo céo ky thuat:
- Tiéu sr stra chira, phu kién, quéa trinh kiém tra, xac nhan

- Khu vwe cu thé hw héng, dinh kém hinh anh (hinh rd rang) 16



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam
‘Rz - I'E |

Chup hinh gtri bao cao ky thuat

Cung cap théng tin vé HVN theo 2 cach:
- Bao cao ky thuat.
- Techline (Bwong day nong)
Trong céac trwdng hop khan cép hay 16i khé xac dinh can guvi

théng tin vé& HVN cac théng tin can cung cép nhw sau:
+ Thong tin:
1. Ma sb HEAD; Loai xe: ; S6 khung: ;Sé may
2. Ngay mua: ; S6 km:
3: Hién twong:
4: chan doan kiém tra so bo:

+ Cac hinh nén chup khi giri vé HVN: Trwée khi
chup hinh can danh dau vi tri bi sw cb.
1. Chup toan canh xe
2. S6 km
3. Chup bén ngoai khu vuwc sy cb
4. Chup can canh khu vuc sy cb (khoang 3 tAm)
5. Chup anh cac khu viwc nghi ngo

Hinh 4: Chup cy thé Hinh 3: Chup khu vuc
nguyén nhan ro ri dau. chay dau.

17



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

THWC HANH LAP KHIEU NAI BAO HANH
(BAO CAO TRUONG HOP )

Phong Dich Vu

Cong ty Honda Viét Nam
18



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

80 THEO DOI KHIEU NAI | KHIEU NAI BAO HANH
Ngdy knhdeh kniéu nal :

Pé thuan tién cho viéc theo ddi, giai

z X . , . < s , Tén khiich hang :
quyét khiéu nai khach hang va lam Bao  |seen:
s - K . > Y Difn thoal
cao Khiéu nai Bao hanh, e m———— S
86 km &l duge:

ctba hang nén 1ap Sé theo d&i Khiéu Nai / [<wsretuse.
Khiéu Nai Bdo Hanh theo mau :

Mau.ci

Blén phép glal quybt cla cla hang:

paxe | 7T
7 ve— ara hang
Thing S6 Nody
= e Phuting: [ 1C6sdn (] Knéng o6 phu ting
o GIAY NHAN BAO HANH
8 Ngdy @3t phy ting bao hanh kndn
L Chcdén phip bdo hink ey Ngdy dy €lnh nhdn duee phy ting bao hanh kndn :
e e Nody thuc t6 nhdn Guoc phy ting bio hanh kndn
Ngdy gol difin theal m&| kndch hang @én thay thé :
2. Thal giam bao hink
i 009 06 s3a 631 EAD Ngdy thye t6 thay thé phy ting bdo hanh
e [[] Wbeq
Nokv ey Thi phy thug: Noly 32 hing phy timg: Théng tin danh cho Bdo oo Khibu ngl bdo hanh:
Nosy nhim phu tung: Nedymuaxe: . Nodyxdyrasped: NodysGachla: .
(e — o4 |08 Honca bin :T:;'
_— Tén phy ting Ma sé phy ting |ivong choclahang | Gldbdnlé N
e o o B iy Ty chus VAT eho
&0 Quado o Rog May &5 THOY glon B3a Ade,

3. Toh trang ciie xe sau kb bdo dioh /Ngdy: )

a ¥ ks cia khich hing

Ghl oh(:

Dk Nine HEAD Xde nhin cla khéch hing
(dhah oho Fudng hop xe Khdeh Mg Suge thay thl bdo Mnh hole e Cle hng gl quylt afe B#Y)

Tén v ch( kl kndch hang

MAau m&i




Bao cao KNBH

Tra ciru thong tin khoa hoc nhan vién i

Théng tin khéa hoc
Tailiu k¥ thudt

Théng tin k§ thud Honda D1
Théng tin phu ting GT cho nu cuet trs the' dir

Nite viee HV] 58 SBH

M3 =4 cira hang 88888 M3 =4 KNBH B2888-1506-004

Ligt ké theo

Bao cso dich v : M3 BCKT néu cé - thine: 052015
HEAD Phit Tién 3 vi hé '

Dung cu va Thi& bi Loai xe * -

Khi€u nal bao hanh inz 12 nim 2012 cia phone || 55 khung * (Fhai nhip &G 17 ky tu, vi du- RLHHC12398Y000003)

Thiong tin k¥ thud Honda - New n gidne dav ATGT chonual| | 56 may * (Phai nhip 86 12 ky tw, wi du: JCIEE-0000001)

Bao cao dich vu - New Mgay mua xe E Mgay xay ra sucd * E
KXhigu nai bao hanh - New | Bao cao truting hop Ngay sira chita * = S& Km d3 di

Chinhg nhén bao hanh -Xem tra loi
CNBH & KTDK-New Ché&p nhén thanh toén

8 D thenh b
H& théng théng bao KTHK fﬁn;'“h” sl

Ki€m tra d8u doc mé vadh T chBi thanh tosn phi
Sira chif'a thdng thutng bao hanh

Tén khach hang

Bia chi khach hang

->Vao DCS. |

Md ta s cd va tridu

Dich vy / Khiéu nai bdo hanh new | &i5™ ™"
/ Bao cao trdng hop | o

Man hinh sé hién :

[#lcé keém phu ting [l kHEH d3c bigt
FPhu ting kém theo (Chu ¥ ma phu ting khéng chiis diu "-" wi du:06430GCEZ05)
Ma sd Tén phu ting 54 lugng Gia Gid FRT
Phu ting chinh M3 hur hong(*): Tra ciru , M3 sira chira: Thay thé =
1 0 0

Phu ting lién quan

& 1 0

Téng ti&n phu ting/S4& gi& sira chira
Binh mirc chi phi(%:)/Gia tign cdng/Gid ] 50,000
Téng tign phu ting/Téng tign cdng

Tdng tign phu ting + Téng ti&n cdng
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Khoa chan doan bao hanh Phong Dich vu - Céng ty Honda Viét Nam

GUi phu tung vé HVN theo tirng ngay.
HEAD lap khiéu nai bao hanh trén DCS, sau 5 ngay xem két qua tra IGi tir HVN.

~n 7 7 - . ? Y ? . A
HEAD lap bao cao kiéu nai bao hanh GUi p/t vé HVN
MA 25 cim Moy 18018 53 dibn thew kF thuit trodng
Lugton ANCI2SE 83 ngay ton BH ph tung chinh 48]
55 Mhung RLNPSIROY 113131 S5 m b BH phy tlng deh 2498
23 may JFEIE0112138 fighy YQ_ O 102014
Mgy mu xe ANt Py by 1wy o L0
Pighy atn chide (0500800 SAmdid 1146
Eadeh hhng thibs ngl we tbd =B, hys gu, di ) sdy, ibdeg e

Hidn twang

Ohu hing side bloh kide oo wndy hids vomng k8 sdeg the Kb Glag oo ngublindeq t hole
ogeds ndy bla)
K qud chsn doda

én ship bl auyil Clp rinde phia més oho BON
(it

Bidn phap glal quyst

(Anh)
(N 2000 by .

)
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

HONDA VIET NAM Théng tin phong véan khach hang.

Jh30g tin hinkch hang: Théog tin ssn phim Cura hing HEAD
TONG KET PHY TUNG KHIEU NAI BAO HANII e | B T weset [ | [ WeaDwegn |
THANG AN Tudl | gy maa HEAD ban
‘ | o1 [ Ngay sy cd Chb by Rhach hang
| So&km kee
B o ;
KiNH GUI : DONG TY HONDA VIET NAM |r\41:4mr BAC GAO : | | 50 khung

PHE NG DIGH vy

A B G 0A HANG hofo TRUNG TAM BAD DUSNGE & DIOH Vi |

I Ancyrh ban cau 2 10 0 QNG shit hodc 3h v PR Whac” néy iing o3 i ¥ I fung

T

TEM v 814 CH GUA HANG hobe TRUNG TAM BAC DUSNG & DIGH vU

4 HUMGE T XM a0 SAS FHL TUNG HU HE Mo O Oa QA MA SS KHIEL WAl BAS HANH SAL 1

4 Thuksiorg”

§ ok e foprg a7

6 [Tbutde TR 0 X0 85 e nde

155a s50a Yo 10 idn va win i uns 1)

B berischy on uy of tae o iy aove 10 e

2. GHUNG T KHONG THE G U1 CAS PHUTUNG HU HENG GUA GAG MA 83 KHIEU MAl BAD HANH BAL Y| RPN
Bl MHDMG LY DO B LD NEU FA DU B4y
WA =S KHIE s LY D )

ja Mo
1 e

®in wul Bng gt d&n Gang ty Honda Vit Mam Bdng Tdng K8t ndy kEm theo Gdc phuting hit héng cia cdo Khifu nal Bdo Hanh 3} KISm tra xac nhdn: Cia haeg wi g Cang M ning b rnda nucid?
sTel T et WAL Giah wac rivde

cifa MANG hodc TRLING TAM BAD DUTTMG & DICH VU dude iy nhism 1 bt aud oo vo v 150 08 8 thdon ndvg

Ky Wi va dang diu

2 [t 330 naz ke i el yweeg T

3 JErap ety e ¥

Tres Pl mdag be te cAog 82 Ray ChE S G
e

AR Mg 0 A g e W R gl A W e W

Ctlra hang vui long dinh kém thém thong tin
Tong két phu tqu khiéu nai trong nhirng kién
hang gom nhiéu nhirng phu tung khac de

tranh viéc that thoat hodc nham lan

Théng tin phong van khach hang ding
phdng van khach hang cho cac trwong hop
dac biét.
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Khoa chan doan bao hanh

Phong Dich vu - Céng ty Honda Viét Nam

Head guri phu tung vé khong lam Bao Cao Khiéu Nai Bao Hanh ( Bao Cao

Truong Hgp)

ol frmWA20 - Tiép nhan [=E@]=]
Tim theo ma sd KMEH Tim theo ma dai by Tim theo théng tin xe
MasSKNEH | | MEssday [ | loaie - Cap nhét ngdy
= nhép phu ting
58 khung i Bacel
Ligt k& KNBH khéng kém phu ting héng 53 may
@ Chuanhan dd phuting ) P& nhan &0 phu ting M3 phu ting

Khigu nai bao hanh

St 56 KNBH Head M3 dai ly Tén dai ly B xe 56 khung 58 may Ngay VQ_OFF Xac nhan

Ciing ngdy XN
'03/20

Huy x@c nhan

27/ 18 E~
Xudt file excel
4 1 3
Tooa
Phu tiing
Trudc khi
phu phu ) Mgy gizo ac Bign CESI

Stt ting tE.ln'g lidng nhan Qc nhan ap(\V} QK L)

Ciing ngdy XN
27/03/2018 [

Hiy xéc nhan

4 L) L3

il

Nhap Acquy

Téng 58 Clng ngdy giao |2?'f|3'3f2|3'15 ] | | Giao QC | | Huy giao QC |

[ Thémphutingtree | [ DS Phutingtreo |

§

HVN khong co dir liéu va thong tin vé phu tung dé
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Phong Dich vu - Cong ty Honda Viét Nam

2. Hudng dan xem danh gia cia HVN
- GUi phu tung vé HVN theo tirng ngay.
- HEAD I8p khiéu nai bao hanh trén DCS va sau 1 - 5 ngay HEAD vao xem HVN da nhan phu tling cho khiéu nai

Ch u’a Dealer Communication System 5 . NHO_’NG TRUONG HOP HVN THIEN CHI
. —— ot lday " tany . oy -i - " iy ( DANH GIA KHONG PHAI NGUYEN NHAN DO CHAT LUGQNG- HVN chi thién chi )
, ..3..@.. uabou ey, MAKHIEUNAI |50 KHUNG SO MAY LYDD
-~ (b ks v B il v - - .
- i T g &\ T l—* 14060-1706-001 |RLHKF 2507GY0D8362 |KF25E-0008168  |Rung giat tde a9 thap
Pt e Tin nhin 15032-1708-001 [RLHKC2605GY225674 |KC26E-1074437 | Xd qua ue gy hing ving b
4w ® HILALAThbat bos bomsa Sun i ste Yoo M. oo T E— 14060-1708-003 |RLHJF3221FY022219 JF42E 1022293 |Do i dung
: —~ ot file gl kém(xlsx/l T 2kb 14060.1706.004 |RLMJFS806EYH17982 |JF5SBE 0503754 |lwéc vao bin trong
m . " " i it P]limg ban/HEAD: 14060-1708-008 |RLHIFA511FY 754627 st:—mruu NuéC vao bén trong
o 14060-1708-010_|RLHIF33150Y395387 |JF33E-0478527 | Qui han bio hénh
riyh e o DV V' 14060-1708-011 |RLHKF 143XFY005900_|KF14E-0105845 | Nuoc héa chit tac déng
T Pt A S " venp——" o . i 140601708013 |RLHJIFI301CYE22189 |IF3IE.0287117  |Qua han bio hanh
. . dsmi e o |Binh g Quy  HEAD) 140601708014 |RLHHC12190Y 757668 [HC1ZE-5757754  [Nudre hoa chil tac dong
- T T 7 ar ot o fai . 14060-1705-016_ |RLHJFI30XCY 157931 |JFIIE-0167950  |Qus han bao hank
. A b s A Ching 1_:':'1 3:111 g lai ql'}:'r 14044.1708-002 |RLHJF45 165348339 |JFA5E-0907077  |Rung gidt tdc A9 thap
HEAD lich dao tao 2 khna.| 100051708.001 |RLHIFA518F YE28005 [IFASE 0879385 | Xude doc truc phute
p——— 3 390071708012 |RUHIF5806EY539529 |JFSBE-0425693  |Da alr dung rira xe. Nutrc van bén trang gdy Gdt
= e e o [ROe CR trong thang 03 07003-1708-001 |RLHJUF5B06EY 853785 ;Faaeoamsxs Do sir dung rira xe, N6 vao bén trong giy Gt
_ o CABLIRE KL St.adar ) ﬂé_}r Quj'r HEAD »ui ]-é'ﬂg 38029-1708-006 |RLHUFES07EY596740 |JFS0E-0482476 Du sir dyng rira xe, Nuroc vao bén trong giy dut
2 e TS | g . - £0005.1708.001 |RLHIF7315GY000880 Jrracouoow Xd qua luc gly héng veng b
. ' e vpaprapeyr xic nhan lai ginp ching 52008-1708-002_|RUHIFSS0KEY583450 |JFSBE-0469203 (Do 6 dung riva xu. Nutc vao bén trang gay ait
R an it - - = - 52008-1708-003 |RLHA3208EY063001 |JA32E-1150978 | Do sir dung riva xe_ Mirdc vdo béa trang gly dot
Ay o p— o1 d‘m]"_ sach _ﬂ,ang ke 15016.1708-002 |RUHJFA613F ¥ 106749 |JFASE 0717888 | Sl son do tac déng coa hoa chat
. ' ' o2 thee dia chi email]
et o Ghonds conm _trute Céc HEAD vao Menu dich vu d& xem HVN da nh3
mp TS R "0 thine 03 (s ac vao Menu dich vy dé xem a nhan
Ly 7 "
N s X . X -y /o N
Soan tinNhan dwocD3 o dwoc phu tung véi s6 khiéu nai do chwa. Véi tredng

hop Head khéng vao xem tinh trang phu ting gt vé
i i HVN da nhan chwa, sau thdi gian 1-5 ngay HEAD

simas  om khdng c6 khiéu nai gi coi nhw sb bao cao d6 HEAD
Tén khach hAng NOUYEN THI LAN ANH > . ~ A
sy O O S 0 O chwa gui phu tung vé HVN.

org WA bdu bhu 80 AhBiy Wess d0ng.

COn hAng kidm vem ddy cong to men vhly by dtn xohn 4du dusi chzh hép banh ring thodng Oiem
M6 th wut o8l vA tibe Hidw sxa whd slbe phu ong oon nguybn Crang Mdng Bi agosl Lue sie dony.
lehiing

Phu ting d3 nhan
R R STT Maphuting Ténphutang Ngay mhan Ghicha
Phy tang kb theo 1 36110KWWB21 Corxe 08/01/2018
A wh Thn phu bang w0 Wung @ik @i Pt
Phy ting chinh MB h hdng: 011 BE GUAM GO TR, M3 sim chOw: Thay i
44020000040 Diy cdng to mét ' 19,700 2
Fha by 1idn squan HVYN durét

et

TEng Tl phi ting/ S8 gibl el enite 10700 b Kgay cayet

i mOm o phi( o)/ Gl N cRag/ Gid [] 20,000
¥ét qua 2 4
Ghi cha:

Xem két qua thanh toan



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

1. Huéng dan veé gui phu tung & xem danh gia cua HVN
* S0 ngay tU khi két thuc sutra chita tai HEAD dén khi HVN nhan dudc phu tung mat khoang 5 ngay.Véi quang
thdi gian dai nhu vay cling truc ti€p gay anh hudng dén thai gian danh gia phu tung, cling nhu thdi gian tra I0i
thong tin bao hanh cho HEAD bj cham tré, Vay HVN yéu cau HEAD gUi phu tiing bdo hanh hang ngay.
Chét dir liéu danh gia bao hanh
Thang 12 ngay dau cla thang
1|2]23|4|5]|6|7]2]|a]|10]11]12]43]| 14]15]| 16]97| 12]19] 20| 24| 22| 23] 24| 25] 25 | 27] 22 | 28] 20 | 21

Chét dir liéu | Chét dif liéu danh gid bao hanh | Bua chap thuan Yéu cau HEAD guri phu
nhan phu tung Thanh toan tung hang ngay

|
Thang

— —

- Sau khi HEAD gui phu tling vé HVN, tir khi HVN nhan phu tung HEAD gUri vé khodang 5 ngay sau HEAD c6 thé
xem két qua danh gia cua HVN trén DCS, khong cé ly do tu chGi HEAD xem nhu HVN dang bao hanh.

- V&i nhitng mot s6 phu tung dién (binh dién, ECM) hodc nhirng phu tung khdé danh gia nhu (truc cg, vach
may) co thé thdi gian danh gid dai hon do phai 13p rép va gl di nha cung c8p dé kiém tra.

- 12 ngay dAu cla thang mdi HVN s& dua chap thuan thanh toan tam thdi. Nhung ddi véi mét s6 16i déc biét,

o thé cd thay d6i so véi két qua thanh toan cudi cung.
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Khoéa chan doan bao hanh Phong Dich vu - Céng ty Honda Viét Nam

HEAD gwi phu tung nhwng HVN khéng nhan dwoc:
- Van de: - HEAD gWi phu ting nhwng HVN tra 1&i khdng nhan duoc.
- HEAD g@i nhiéu phu tiing nhwng c6 phu ting HVN nhan dwoc va khong

nhan dwoc ?7??

-Phan tich ly do: - HEAD lam sai ?
- Bwu dién lam sai ???
- HVN kiém tra so6t 2?7?

-Déi sach : 1. Lam b&o cdo KNBH ngay khi g&ri phu tiing
2. Sau khi gii phu ting vé HVN 3,4 ngay HEAD vao kiém tra trén DCS xem
HVN da nhan dwoc phu tung.
3. GWi phu tung dung th&i gian HVN quy dinh
4. Phai c6 danh sach phu tiing hdng gtvi vé (Theo mau dinh kém)

5. Lwu giay to gbc tai HEAD
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

1. Thao luan cac van de kho khi lap bao cao Ky thuat & bao cao Khiéu
nai bao hanh

VD: + HEAD Iap bdo cdo ky thuat va khi€u nai bao hanh chua biét chon ma hu héng nhu nao ?
+ Phu tung bi tUr chéi sai ma, HEAD chua biét cach tra va Iy ma nhu nao cho ding ?

27




Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

HUONG DAN CHAN POAN
BAO HANH

Phong Dich Vu

Cong ty Honda Viét Nam
28



Khoa chan doan bao hanh Phong Dich vu - Céng ty Honda Viét Nam

1. Piéu kién bao hanh

Xe cta HVN can théa man cac diéu kién sau day trudc khi dugc thuc hién bao hanh:

1. Xe con trong thdi han bao hanh bao gom ca thdi gian st dung va quang dudng di
duoc.

2. Khong co dau hiéu thao Iap, sra chifa hay tac dong bén ngoai.

3. Phu tung chinh hiéu cia Honda Viét Nam.

4, Khong lap thém bat ky phu kién nao gay anh hudng dén cac chi tiét dugc bao hanh
(Vd. Hé thong dién gan thém phu kién, 1ap dat hodc do xe ).

5. Phai cd sd bao hanh hodc thé bao hanh.

6. Cac diéu kién khac tham khao & trang chinh sach bao hanh.
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Khoa chan doan bao hanh Phong Dich vu - Céng ty Honda Viét Nam

2. Cac bu'dc chan doan bao hanh

Budc 1: Nhirng viéc can lam khi nhan khi€u nai chat lugng xe cia khach hang:

- Kiém tra sd bao hanh so sanh vai s6 khung s may trén xe xem con trong thdi gian bdo hanh
hay khong?

- Kiém tra s6 bao hanh xem dir liéu s(ra chira trudc dé.

Budc 2: Kiém tra danh gia:
- Kiém tra bang mat: quan sat tong thé toan bd xe (Panh gid xem cd bi va cham hay tac
dong bén ngoai)
- Phong van khach hang: Rat quan trong cho viéc xac nhan hu hong:(SUr dung linh hoat
phuang phap 5W/2H )
- Biéu kién sur dung: Trudc khi cé hu hong xay ra...
- Tién su stra chira cua xe luc truge (Néu co)
- Mau phong van ( Tham khao trang bén).
- Kiém tra bang dung cu: Cac chi tiét can va lién quan dén viéc bdo hanh phai dugc do dac
bang dung cu chuyén dung: thudc cdp, dong ho so...
- Kiém tra phu tung chinh hiéu théng qua:
- Ngay thang san xuat cua chi ti€t tuong Ung ngay thang san xuat xe.
- Cac dau hiéu nhan dang chi tiét theo hudng dan.
- Kiém tra d6i chiéu vdi xe mdi hodc trong kho. ( tham khao théng tin trong HTKT hodc lién
hé truc ti€p phong dich vu )
Ghi cha véi cac 16i khong chac chan HEAD can thu'c hién viéc lap doi giira chi tiét OK va
NG
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3. Nhirng hang muc khong bao gom trong bao hanh:

1. Hu héng do diéu kién s dung.

2. Phu tung hao mon tu’ nhién ( hao mon do thdi gian sir dung- Tham khao s6 bao hanh ).

3. Nhiing hién tugng xay ra ma HVN danh gia binh thudng khéng anh hudng dén chat lugng va su hoat

déng cua xe. 3 ié a trinh s
ong cua xe Hao mon tu nhién trong qua trinh sir dung:

Hang muc Tén phu tung Dang hw héng
TAt ca céc giodng & vong dém |Nguyén nhan hu héng theo muyc (h)
Bugi Bién curc bi mon, v& st cach dién Stt | Phu tung Stt | Loai phy phdm, dau mo
Loc xang Tat (nghet) do bui ban 1 | Bugi 1 | D&u déng co
DONG CO |pavabd ly hop Bj mon theo thai gian s dung 2 | Luéiloc ddu may 2 | Dau phanh
Gudc vang ly hop so cép Bi mon theo thoi gian st dung 3 | Locgio 3 | D&u truyén ddng cudi
Cac ong ndi Nirt theo thoi gian st dung 4 | Luéiloc xdng 4 | Dung dich lam mat
Chdi than md to d& Mon tw nhién 5 | bialy hop 5 | Dung dich binh dién
Day phanh, day le Ket cing do khong st dung thudong xuyén 6 | Ma phanh 6 | Cacloai ddu m& khac
Déy cong to mét Dut gay do cd tac dong tr ngoai 7 | Guéc phanh 7 | Céac loai khac twong tw nhir mé ta
Lép (v0) xe Mon, hu hdng do ngoai vat 8 | Xich tai fran ey
Xam Mon, hu héng do ngoai vét 9 | Nhong tai (dia xich)
KHUNG  |Ma phanh (thang) Mon ti nhién 10 | Day dai, bi vang ly hop
Nhong, dia, xich tai Hw hong, hao mon theo thi gian st dung 11 | Sam, I6p
Loc gio Ban hoac hu héng do vé sinh khdng dting cach 12 | Bong dén
Céc chi tiét xima Ri sét hoac ddi mau 13 | Cau chi
Cac chi tiét son Sti son hodc phai mau 14 | Chéi than, cb gop mé-to 6é
Cac chi tiét cao su & nhya NGt v& do hoa chit hodc tac dong bén ngoai 15 | Giodng dém
o Bong den Duit, hong theo thdi gian st dung 16 | Chitiét cao su
HE THONG Cau chi DUt hong theo tho gian siv dung 17 | Cacloai khac tuong ty nhue mé ta trén day
DIEN N Hw hong, hao mon theo thai gian s dung
Binh dién . N z
Sac khong theo tiéu chuan

- Ri sét hodc oxy hoa clia cac chi tiét xi ma

- Nhitng phu kién va céc stra d6i ma chi tiét dé khdng phai phu tiing Honda chinh hiéu.

- Hu héng do st dung khong ding cach hodc do hau qua cua cac tai nan.

- Hu hong do ding xe dé€ dua hay trong nhitng trudng hgp tucng tu.

- Hu héng do st dung cac phu tung, hoac dau nhdt khong chinh hiéu.

- Hu hong do thay ddi ¢ cdu hoat ddng cula xe. o

- Hu hong trong khi ki€m tra hodc sira chita & nhitng nai khdng phai la CUA HANG hodc TRAM DICH VU dugc Gy nhiém.
- Phai mau tu nhién clia cac I8p san, cac I6p ma crom, niken va boc dém.
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Gi@i thiéu HTI-SER

Thong tin Ky Thuat: Lwu tai clra hang Théng tin Dich Vu: Dan tai vi tri dé nhin
(Khéng danh cho khach hang xem) danh cho ky thuat va khach hang xem

Honda Vietnam Company Ltd., Honda Vietnam Company Ltd.,
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99N WT1 2018 1 i ZHWN SER 2045 2 "
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DANH GIA PHU TUNG

Phong Dich Vu

Cong ty Honda Viét Nam
34
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Thay thé phu tung nhu hai hinh trén la ding hay sai? 35
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Thay thé phu tung:
- Quy dinh: HVN sé tién hanh thay thé phu tung hdng theo cum chi tiét.

Cum chi tiét: Tham khao trong sach catalog phu tung.

Quy dinh: Khdng thdo cum chi tiét kiém tra trong moi trwérng hop
15 GULE Thay sai

e

> , Thay cum giam soc sau +
Thay cum giam soc sau Théz chi ti?’é’t 36
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1. Thay thé phu tung véi trwé'ng hop mon banh ti can tdng cam xe Future

——

[E———y
PR o

-

A. Thdong bao \
V&i hién twong mon banh ti clia can tidng cam xe Future, <& :
HEAD thwc hién thay thé bdo hanh tat ca cac phu ting sau:

1. Nhéng cam
2. Xich cam

3. Can tang xich cam
4. Truc cam
5. Bd day can tang xich cam

B. Lwuy
HVN sé tir chdi bdo hanh véi tat ca cac trwdng hop khong thay thé du cac phu tung
nhw d& hwdng dan. Chi tiét, HEAD tham khao trong HTI 2016 018
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Thao luan dong goi phu tung bao hanh

Pong goi nhu vay la ding hay sai ?

38
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Pong goi:

- Phu tung gtri vé HVN phai dwoc déng goi can than, hw hdng trong qua trinh van chuyén sé khéng dwoc bao

hanh.

Céc chi tiét va cham vé&i nhau tao ra céc vét
|6m trén banh rang

DPéng gabi khong tot

4% i

Pong goi tach riéng l?énh rang
tranh va dap lam mat hién
trang ctia phu tung.
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Khoa chan doan bao hanh

Phong Dich vu - Cong ty Honda Viét Nam

2.Nhirng van dé can luu y khi lam bao hanh va gui phu tung vé HVN

s | i

Phu tung HVN nhan
dugc khong nguyén
trang, nguyén nhan
do dong géi khong
tot

Truyén toc

Phu tung HVN nhan
dugc cd dau hiéu va

Truc co dap, tac dong

Phu tung nhan dugc
tai HVN, nhung giac
cam bj v3. Nguyén
nhan do viéc déng
go6i khong tot

ECM

HVN nhan phu tung
thay cuc cla binh

Binh dién dién bi bién dang

Van deé cai thién

Yéu cau HEAD ddng goi ky

tranh va dap cac banh rang
lam bién dang gay mat hién
trang Oi

Yéu cau HEAD ddng goi ky
tranh va dap lam bién dang
gay mat hién trang I0i

HEAD luu y viéc dong gdi, VGi
nhirng vi tri gidc cdm can boc

Yéu cau déng gdi can than vi
tri cuc binh dién, HEAD luu y
b6 6c¢ ra khi guri vé, vi vi tri 6c
cao hon sé dé bi va dap.
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Phong Dich vu - Cong ty Honda Viét Nam

Phu tung bao hanh gui

Khi guri phu tung vé cac HEAD luu

\rﬁ

Tat ca phu tung

Tat ca phu tung

Tat ca phu tung

Tat ca phu tung

vé HVN, dé€ trong thung
rong, khong dugc ké
hodc chen. Nguy ca lam
phu tung bi va dap bién
dang phu tung

Khi guri phu tung vé
HVN, hién trang loi
khdng ghi cu thé.

- Ngudi kiém tra kho
danh gia van dé

MGt s6 hinh anh khi
ki€ém tra tai HEAD, trén
bao cao ky thuat HEAD
chup anh khoéng ro,
hodc kich thudc anh
qua nho khéng thé
xem, hodc danh gia.

Phu ting HEAD khiéu
nai nhung khi gui vé
khong dudc nguyén
ven, da bi thao rdi cac
linh kién hodc khong
nguyén cum, gay kho
khan trong viéc danh
gia van deé

y st dung thung vtra du ( khong to
qua) ké va chén dé gidm thiéu giao
ddng clia phu tung khi van chuyén

Y&u cau md ta rd hién trang 10i, su
cb. Van dé phat sinh khi st dung
hodc khi kiém tra.

HEAD chup anh hién trang 16i tai e
HEAD r6 rang, vdi nhitng vi tri chay . &
dau can chup dung vi tri chay.

- Kich thudc anh khéng nén nho
qua, HEAD tham khao thém hudng
dan nén anh trong HTKT lan 1 -
2012

Yéu cau khi thay thé nhitng phu
tuing 16i HEAD Iuu y nhitng phu
tung can phai thay thé theo cum.

- HEAD luu y khong thao rgi hodc
gui don lé phu tung vé HVN.
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Khong md dugc khoa HEAD k|em tra ma chia va ma dap
yén, va khda c6 ,khda trén than 6 khda co trung nhau
dién hoat dong b|nh khong

B6 khoda dién thudng => Nguyén
nhan do nham chia.

HEAD khiéu nai xe Yéu cau HEAD xac nhan rd nguyén

khdng dé dugc téc @@  nhan. Khi gUi phu ting vé HEAD
BO hong ga cam chirng. Phu tung gilr nguyén hién trang khéng dugc

gui vé khong nguyén thao rdi ra.

cum, mot s6 cam bién

da bi thdo ra

Khéng c6 thong tin xe,  Yéu cau vdi nhitng phu tung bao
hién trang 10i hanh gui vé HVN phai day du thong
tin xe, n6i dung khi€u nai

Bom xang
Chay nudc lam mat do  Yéu cau xac nhan ky phu tung
c6 dau hiéu tac dong truc khi danh gia. Thong tin chinh
Két tan nhiét lam thing dudng xac hién trang phu tung 0i.
dong co nudc..

42



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam
Bo hong ga:

- Phu tung gui vé HVN phai dugc tac dong vao cac vit cam bién trén b hong ga, néu tac dong vao sé khong
dugc bao hanh.

| LB

(’“’ x
<C’< 85
q)

Qe QI

* B0 hong ga duoc lap dat tal nha may Vi the khong duoc thao ra theo cach khac véi hudng dan trong tai fiéu nay.
. Khong duoc thao vit son trang va cam bién TP Vi thao chung co thé lam hong bo hong ga.
* Khong du’ovc n&i Iong hodc van 6¢ son mau tmng cha tnong ga. Noi Iong hoac siét c6 thé lam hong bd hong ga.

,ﬂ * Quy trinh cai dat lai cam bién TP 2-10
32
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PHAN BIET PHU TUNG CHINH HIEU HONDA

Phong Dich Vu

Cong ty Honda Viét Nam
44
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Cach doc ngay thang san xuat phu tung

S e e

1 «Cach doc ( Bom xang Keihin ) : 5-2-2015

«Ghi chu:
Nam | Ky hiéu
Than Ky higu Than Ky hiéu
g y hig g Y hig 5676 iy
1 A 1 G 2011 B
2 B 8 H 2012 C
3 C 9 | 2013 D Vitriin thong tin ngly sx EBOS (5-2-2015)
4 D 10 J 2014 E Nam  Théng Ngay
5 E 11 K 2015 F
B F 12 L 2016 G
2  Cach doc ( Bom xang Mitsuba ) : 8 — 4 - 2015
Ghi chu:
Thang | Ky hiéu Thang Ky hiéu
1 1 T T
2 2 8 g
3 3 q ] Vilriin thang tin ngay sx 5408D (8-4-2015)
i i i ¥ N#m thang Ngay
5 5 11 Y
[ [ 12 Z

3 Cach doc: ngay 28-10-2014
(Pbng ho cong tc mét)

4 Cach doc : tuan 37 nam 2012
(Lop)
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o L

5 «Cach doc: 30-12-2014.
*HEAD luu y tir ngay sac dén ngay san xuat xe khong qua 30

ngay.
*TUr ngay san suat binh dén ngay san suat xe khéng qua 60
ngay.
Ngay sac Ngay sén xuét binh
6 Cach doc ( ECM & CDI ): 28-11-2015
Ghi chu: Nam Ky higu
Thang : Ky hiéu Thang : Ky hiéu 2010 0
3014 1
; ; ; ; 2012 2
3 3 [ [ 2013 3
4 4 10 0 2014 4
5 5
R 5D S ECM: 28-11-2015 CDI: 28-10-2015
7  Cach doc ( coi Mitsuba ): s | o hia —_—
Ghi chu: R R
U I 2010 0
Thang : Ky hiéu Thang : Ky hiéu 5044 i
1 1 7 7 2012 2
2 2 8 8 3013 3
i i - 2014 i
5 5 11 ¥ 20135 3 = .
6 6 12 7 2016 b Coi: 19-08-2014 Coi: 23-10-2014

8 Cach doc ( Coi KSource): 24-05-2014

Ghi chu:
Thang : Ky hiéu Thang : Ky hiéu
1 A 7 G
2 B 8 H
3 C 9 |
4 D 10 J
5 E 1 K 24-5-2014
6 F 12 L
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T

9

10

11

12

«Cach doc: 18-03-2015.
Giam xoc trudc

Cach doc: 28-08-2015.
Vanh sau xe SH.

Cach doc: 23-10-2015 Rear wheel: 28-08-2014
MO bin sudn TOYO DENSO

M6 bin swon: 23-10-2015

Cach doc M6 bin suon SHILLIN: 15-04-2015

Ghi chu:
Thang | Ky higu Thang | Ky hiéu

1 A 7 G

2 B 8 H

3 C [ |

4 D 10 J

5 E 11 K o .

[i F 12 L Mo bin swon: 15-4-2015 47




Khoa chan doan bao hanh

S L —

13

14

15

Cach doc ( Cum mo to dé Mitsuba ):

Ghi chu:

Thang : Ky hiéu Thang : Ky hiéu
1 1 7 7
2 2 8 8
3 3 9 9
4 4 10 X
5 5 11 Y
[ [} 12 z

Cach doc ( Cudn may phat Mitsuba ):

Ghi cha: + Thang: 1,2,3...x,y,z¢ 1,2,3...
Thang | Ky hiéu Thang | Ky hiéu
1 i 7 7
2 2 8 8
3 3 9 9
4 4 10 X
5 5 1 Y
[ [ 12 z

Cach doc: 18-09-2014
(Guang)

.10,11,12

Phong Dich vu - Cong ty Honda Viét Nam

Mo tor dé : 24-09-2014
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Khoa chan doan bao hanh

A. Van de

Phong Dich vu - Cong ty Honda Viét Nam
5. Hréng dan cach doc ngay, thang san xuat kh6a SMART Key

- Gan day HVN nhan dugc nhitng phu tung FOB & SCU gui vé
tlr cdc HEAD lam bao hanh, khi kiém tra thdy phu tung do
khong dung theo xe HEAD khi€u nai ( Phu tung dudc san xuat

sau ngay san xuat xe )
B. Luuy

- HEAD Iuu y khi thuc hién thay thé,bao hanh, HEAD can quan
ly thong tin xe khi thuc hién bao hanh. Viéc lap khi€u nai bao

hanh can phai thuc hién hang ngay, trdnh dé ton dong nham

lan thdng tin véi xe khac.

- HEAD c¢6 thé kiém tra va ddi chiéu véi thong tin ngay san

xuat xe trén DCS

Ngay san xuat xe trén DCS

Tra theo:
() 8a khung
® 86 may

() 84 =6 bao hanh

A

JFBEE W

001234

Ghi chii: Tra theo s6 khung sé cho két qud nhanh how so véi

Théng tin sin xuit

B xe
Mau xe
Sfikhung
s.; .__

NSCI10CBFH YV

R350

RLHJF5818GY001163
JESAE_NON]22

Ngay muét ardng

20/08/2016

TS0 pIIed R TULAs
86 tem KTCLXX

TS518T
DHO0433520
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Cach doc ngay thang san xuat FOB va SCU trén xe Smarkey
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam
Mot so thay doi cua hé thong Honda SMART Key

Dbai xe Sh va PCX cii Dai xe Sh va Sh mode, PCX méi

Dai xe cii chi trang bi 1 FOB

1 ID g6c 'C V3 o
( goc ) (11D go6cvalID bo sung)

Ddi xe Lead DJi xe Air Blade

o

Dai xe mai dc trang bi 2 FOB

Honda
SMART
Key

DdJi xe mai dc trang bi 2 FOB
(1ID gécvallIDbdsung)



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Dai xe mai

Trén ban mach FOB khéng c6 ddu Trén ban mach FOB c6 dau 001
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Khd&i ddong khan cap O O
Cai dat thém FOB mdi O O
Cai dit, thay th& SCU O %

+ HEAD khuyén cao khach hang : Luon luon Iuu trir cac ma ID, dac biét la ID goc
B3i vi chi ID g6c mdi ¢ kha néng cai dat khi thay thé& bd diéu khién SCU.
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam
4. Ket nim xoay cong tac danh Iira.
A. Van dé
- Gan day HVN nhan dugdc khi€u nai xoay cOng tac
danh Ira tur vi tri SEAT tdi vi tri OFF va khoda cd bi ket

hodc rat nang.

B. Nguyén nhan

- Do chot khoa bi cong do dd khi xoay tu vi tri SEAT
sang vi tri OFF va sang vi tri LOCK rat nang hodc khong
thé xoay dudc, chét khong thé di chuyén vao dugc.

C.Luuy

- Khi gép céc trudng hop tuong tu, HEAD luu y kiém tra
xac nhan diéu kién s dung cua khach hang, hién trang

xe co tac dong khong va lam bao cao ky thuat gui HVN
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

4.Hwéng dan xir ly cac trwdng hop
thong thwong, dac biét va lwu trinh
khiéu nai lai
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Phan D: Huéng dan xi ly cac truong hop thong thuong:
1.Bao hanh binh dién

1. Khi nhan khiéu nai ctia KH, HEAD kiém tra theo trinh tw sau: tat ddng co khoang 30 pht, kiém
tra binh dién bang may FBT-50.
- FBT-50 bao doé:
+ Dién ap tir 8 — 13.2V: sac lai binh dién, néu binh dién van khéng st dung dwoc =>bdo hanh
+ Pién ap nam ngoai khodng 8 — 13,2V: tir chdi bdo hanh, tw van sac lai cho KH
- FBT-50 bao vang: sac lai binh dién:
+ Binh dién hoat ddng tét: 13p lai binh dién vao xe
+ Binh dién héng: bao hanh binh dién cho KH
2. Ché d6 bao hanh: 1 nam hodc 10.000km tly theo diéu kién nao dén truée.
3. HVN khéng xem xét bdo hanh cac trwdng hop binh dién bi bién dang hoac xe c6 Iap thém céc
thiét bj dién khac.
4. HEAD lap bién ban lwu céc lan khach hang dén HEAD sac binh
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Khoa chan doan bao hanh Phong Dich vu - Céng ty Honda Viét Nam

Pén hién trwong noi xay ra sy cd
dé tam hién va phéng van khéach

hang dé xac dinh van dé va lich st

slra chira cua xe do.




Khoa chan doan bao hanh

+ Théng tin ban dau:

Khach hang goi dién thoai bao
HEAD xe dang di thi ty bi nga va

gay khung

Phong Dich vu - Cong ty Honda Viét Nam

PHONG VAN KHACH HANG Bl GAY KHUNG

+ Qua phéng van:

Khach hang thuong xuyén di qua

dudng cd vi tri 6 nga
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Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

1. Xe gay ¢o lai

2. Xe gay khung

3. Xe chay
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Khoa chan doan bao hanh

Bién phap xuw ly

Phong Dich vu - Cong ty Honda Viét Nam

+ Khi nhan dwoc cac khiéu nai ciia khach hang vé hién twong trén vui long thwe hién theo qui

trinh dwoéi day:

1. Tién hanh phéng van khach hang vé diéu kién st dung trudc va sau khi xay ra sy cd
(theo phwong phap 5W/2H: Tham khao méu bén vé cac théng tin phdng van khach hang ).

2. Cung v&i khach hang xac nhan hién trwdng noi xay ra s cd.

3. Thu thap bién ban kiém tra hay xac nhan tai nan clia co quan chirc ndng (cong an).

4. Chup hinh (quay phim) chi tiét: xe, hién trwong sw cd.

+ Sau khi da xac nhan chinh xac nguyén nhan hw héng do tai nan thi tién hanh giai thich
do diéu kién sir dung va khéng bao hanh.

Nhén thong tin tir
khach hang

Phong van khach
hang( PP 5W/2H)

Xac nhan tai hién
trudng

Xac nhan truc
ti€p trén xe

Thu thap thong
tin tUr cong an.

Két luan

Chup anh
Quay phim

=>4

Tai nan:Giai thich
vGi khach hang

Khac: Lién hé vé

Honda Viét Nam

D.) Lwu y ttr HVN Lién lac v&i phong dich vu dé dwoc hwéng dan cu thé



Khoa chan doan bao hanh Phong Dich vu - Cong ty Honda Viét Nam

Lwu trinh va phwong phap xt ly cac van dé khiéu nai lai

LUU TRINH KHIEU NAI LAI
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Ghi cha: Tat ca phu tung gtri khiéu nai lai HVN déu khéng gtri tra lai HEAD 61



Nhom thong tin
chat lugng thi

trudng

Nhom 1:
01001 ~ 14xxx

Nhom 2:
15001 ~ 26xxx

Nhom 3:
27001 ~ 42035

Nhom 4:
42036 ~ 53xxx

Nhan vién phu trach

-Nguyén Nhu Thing
- Kiéu Van Thinh
-Tran Qudc Hung
-Nguyén Binh Chinh
-D06 Pinh Quyét

- Lé Duy Canh

- BUi Van Hung

- Lai Ngoc Tan

- Luu Diing Viét

- Nguyén Dic Nhat

- DO Anh Tuan

SO dién thoai lién hé

(02113 868888)
SO may |é

3239 (0915298029)
3148
3252
1141 (0918966580)
1140
6336 (0915286244)
3251
3239
6462 (0915298028)
6463

3252

Nhom Bao hanh: H. V. Cudng, L. Q. Ha, D. Q. Kién, (May |é 6464 va

6356)

P.Bich HuGng (may |é: 6468)
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KHU VUC PHU TRACH & LIEN HE




THANKS YOU!



