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QUY PINH

V/V: CHINH SACH DICH VU SAU BAN HANG CHO MANG THIET BI HITACHI
t

Nham x4y dung chuédn dich vu chung cho mang thiét bi Hitachi sau khi Vitrac tré thanh dai ly chinh
thtrc cua Hitachi tai thi truong Viét Nam, ddng thoi, nhim quy dinh rd nhitng han muyc céng viéc theo
chtrc nang phong dich vu sau ban hang d6i v6i cac dong may Hitachi ban ra trén thi truong can ctr
trén quy dinh v& chinh séch dich vu danh cho dai ly ctia Hitachi. Nhiing quy dinh duéi day s& dugc ap
dung chung va nhit quéan cho toan bd Tbng cong ty, bao gdbm dich vu ki thuat van phong tru s& chinh,
vin phong Pa Nang va van phong Ha Noi.

L Chinh sich bdo hanh
1.  Thiét bi
a. Mdy mdi

- Tht ca cac model clia may xuc dao, xuc 14t va xe ben thuong hiéu Hitachi déu co thoi
han bao hanh 1a 12 thang (FULL COVERAGE) cho tAt ca cac cum bd phén trén may
va t6i da 2 nam / 4000h (tuy diéu kién nao tdi trudc) cho mot s6 hang muc, cum bd
phén khac (POWER TRAIN).

Luwu y: Tham khao bang liét ké cdc hang muc nam trong danh muc bao hanh Power
Train — Full Coverage (dinh kem).

- B loc di kem v6i méy 14 bo loc 4000h tidu chudn (khong bao gdm dau, md, nhét).

- Trong trudng hop thiét bi c6 su chuyén nhuong ngudi s¢ hitu trong thdi han bao
hanh, thong tin chuyén dbi chi1 s¢ hitu phai duoc bdo vé lai cho Hitachi trong vong 30
ngay ké tir ngdy ddi chi d thiét bi duoc chinh Hang chép nhan ndi tiép thoi han bao
hanh. Néu thiét bi dugc ban ra ngoai ving thi truong dam nhén béi dai 1y, han bao
hanh cua thiét bi s& ngay 1ap tirc bi cat.

b. Mdy cii dd qua st dung
Tuy vao thoa thudn véi khach hang.

2.  Phu tung
- Bao hanh phu tung 4p dung néu phu ting xay ra 15 vé k¥ thuat khi san xuét hoac do
161 gay ra trong luc vén chuyén.
- Ba&o hanh s& khong ap dung cho céc trudng hop sau:
= Khong bao hanh cho dén, dai curoa, cdu chi, mot s6 bd phan trén gau nhu tAm cét
héng va ring cao, banh 18p, loc, nhét, cap....v.v '
= Hu hong gy ra do rung, l4c, d6 6n hay do mai mon théng thudng.
! = Hu hong gdy ra do vigéc bao tri, thay thé va luu kho khong diing cach hay khong
tuan theo qui trinh bao dudng dinh ky cta Hitachi.
= Phy ting ton kho tai dai Iy qua 12 théng k& tir ngay Hitachi xut héa don.
= Hur hong gdy ra do khach iiaug hoac dai ly ché, do ma khong dugc Hitachi dong y.




= Hu hong do su xubng cép chét luong theo thoi gian, ching han ddi v6i nhya hay
cao su.

= Gi4 tri hang thdp hon 208.

Néu phu ting mua vé kho phat hién c6 su c¢b (sai hang dat mua, hang bi trdy, xudc

hay hong héc...), ngudi mua hang s&€ ngp PDR (Parts Discrepancy Report) vé cho

Hitachi qua email trong vong 7 ngdy ddi véi hang mua van chuyén bang dudng hang

khong va 60 ngay déi v6i hang mua vén chuyén bang duong bién (ké tir ngay khai

b4o hai quan). Trong vong 3-5 ngay, néu khéng nhan duoc phan hdi cia phia HMAP,

Vitrac phai thong bdo lai cho HMAP. Khi claim dugc xdc nhan, Hitachi s& xuét

Credit Note cho dai 1y v&i gi4 tri tién bang ding chi phi mén hang dugc mua (gia trén

hé théng GOM). Luu y: Mot sé chi phi khéc van c6 thé claim nhung tity timg trudng

hop.

Trong trudng hop phu ting sau khi lap cho khach ma c6 18i k¥ thuat, qui trinh yéu

cu bao hanh s& twong tu nhu di voi thiét bi.

Péi v6i mot sb phu ting méi do Hitachi cung cap, thdi han bao hanh dugc tinh nhu

sau:

= Trudng hop dai Iy chi ban phu ting ma khong tién hanh ldp dat, thoi han bao hanh

s& 12 365 ngay (tinh tir ngay xuit héa don ban cho khach). Gia tri bao hanh s& chi

ap dung theo gid phu ting.

Trudng hop dai Iy ban phy ting va c6 tién hanh lap dat, thoi han bao hanh sé tinh 12

365 ngay ké tir ngay lap dat hoan tét. Gia tri bao hanh sé tinh bang tong chi phi phu

ting, chi phi dich vu 1p dat va chi phi di lai ciing cac chi phi khac (néu c6).

Cac quy trinh va quy dinh vé bao hanh

Nop bao hanh

May méi, khi duoc xuét ban, cin ci trén chi dao ban hang da duogc duyét (trong chi
dao ban hang can néu rd vé loai gbi bao hanh cho may), phong DVKT sé tién hanh
dang ki trén hé thong dé x4c nhan thoi gian bao hanh cho mdy. Cac c4 nhén chiu
trach nhiém hé théng EXW s& lién hé Hitachi dé xéc lap dang ki cho géi bao hanh
(Qui trinh: Vitrac mail cho HMAP - HMAP cung cp thoa thuén va mo lién két trén
GeS cho may tuong (mg = Vitrac dang nhdp GeS va kich hoat g6i EXW)

Cap nhat tinh hinh 13i trén thiét bi va giri vé& GeS thong qua FIR dé yéu cau bao hanh
hoac thong bdo su cd.

Luu y: Trong mot 56 truong hop cép béach, c6 thé béo cao su cb trude qua mail, sau
d6 méi cép nhét 1én FIR.

Claim béo hanh sau khi hoan tat dich vy trong vong 30 ngay ké tir ngay hoan tat dich
vu stra chita.

Trong truong hop yéu cau bao hanh cua dai 1y bi tir chéi, dai Iy ¢6 thé nop lai claim
bao hanh véi cac thong tin bd sung trong vong 15 ngay tinh tir ngay claim trudc dé bi
tir chdi.

Péi véi nhitng phu tung bi hong va da dugc thay thé, phu tiing d6 sé& phai dugc luu
trir lai trong kho dai ly trong vong 120 ngay ké tir ngay nop claim yéu ciu bao hanh.
Nhitng phu ting hu héng ndy s& phai duoc bao quan sao cho khong c6 phét sinh hur
hong nao moi. Néu sau 120 ngay ma phia Hitachi khong yéu cau giri tra hang hu
hong thi dai ly ¢ quyén thanh ly tdn kho, nguoc lai, dai 1y s& phai gli hang trd vé lai
cho Hitachi trong vong 15 ngay ké tur ngay nhan duoc yéu cau.
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Nguyén tic xir Iy phi bio hanh ciia Hitachi

Hitachi s& chiu cac phi bao hanh bao gdm: phi phu ting, phi van chuyén, cong dich

vu va mét sb phi phét sinh bat bude (néu co), chéng han: phi van chuyén thiét bi vé

xuéng dai ly, phi thué dung cu bén ngoai, phi thué nhan céng bén ngoai....v.v

C4c phi s& dugc tinh theo nguyén tac:

® Phi dich vu = ¢b dinh cho dai ly theo thoa thudn trén hop ddng dai ly

= Phi di chuyén = 100% x Phi di chuyén thyc té

= Gi4 phy ting = Gi4 thanh trén hé théng nha phan phdi x k (v6i k 13 hé sé phu thude
vao gia CIF, thué nhap khau, phi hai quan va phi van chuyén, k 14 con sb dugc thoa
thuén gitta Hitachi va dai ly trén hop dong dai ly)

= Céc phi phat sinh khac s& tinh theo héa don ting hang muc

Néu Hitachi c6 yéu ciu van chuyén hang hu hong tra lai cho nha san xuét, toan bo chi

phi tir dong goéi, van chuyén..v.v s& duoc Hitachi thanh toan lai cho dai ly khi dai 1y

glri cac chimg tUr chi phi cta tirng hang muc lién quan.

Cé4c khoan do Hitachi thanh todn lai cho dai 1y s& duoc thuc hién thdng qua hinh thiic

credit.

Quy trinh dich vu mang Hitachi

Cac quy dinh c6 hiéu lye ké tir ngdy kv
Noi lvu triv

Phong dich vu k¥ thuét.

Receiving report: Lam va nop cho Hang qua H/R sau 14 ngay ké tir ngay nhan may

(Biéu mAu SF-01). Néu ko nop hodc hé théng ko ghi nhan dd nop vé Hang thi ngay

xudt bill cua Hitachi s& tro thanh ngay tinh bat dau cho thdi han bao hanh may.

Luu y: Néu may ton kho dai 1y, hang thdng phai tién hanh kiém tra, bao dudng (thay

diu m& nhét theo thdi gian khuyén cdo) va béo cdo cho Hang trén hé théng H/R

(Biéu mAu SF-02A~02E)

PDI: Nop H/R trong vong 10 ngay so v&i ngdy giao mdy cho khich (Biéu mau SF-

03A ~03D)

DI: Nop H/R trong vong 14 ngay tir [ic ngay giao may (Biéu mau SF-04A)

Dich vu chim séc thiét bi dinh ky:

= Lan 1: Khi tién hanh chuyén giao may cho khach hang. Hudng dan khach hang vén
hanh thiét bi, cac thao tac bao dudng may va cac luu y v& hinh thirc bao hanh thiét
bi cung céc khuyén céo vé& viéc str dung phu ting chinh Hang va quy trinh kiém tra
thiét bi hang ngay.

= L4n 2: Sau 100h vén hanh thiét bi dau tién. Tién hanh kiém tra va bao dudng thiét
bi theo khuyén céo bao dudng 100h dau cua thiét bi tuong tng.

= LAn 3: Sau 500h vén hanh thiét bi dau tién. Tién hanh kiém tra va bao dudng thiét
bi theo khuyén céo bao dudng 500h ciia thiét bi trong tng.

= Lin 4: Sau 1000h van hanh thiét bi ddu tién. Tién hanh kiém tra va bao dudng thiét
bi theo khuyén céo bao dudng 1000h ciia thiét bi twong tng.

= Lan 5: Sau 2000h vén hanh thiét bi du tién. Tién hanh kiém tra va bao dudng thiét
bi theo khuyén céo bao dudng 2000h ciia thiét b twong tmg.

= LAn 6: Sau 4000h van hanh thiét bi dau tién. Tién hanh kiém tra va bao dudng thiét
bi theo khuyén céo bao dudng 4000h ciia thiét bi twong tng.

Tién hanh béo cdo vé hé thong GeS trong vong 14 ngay ké tir ngay hoan tt mdi lan

tham kham thiét bi. (Biéu mau service report)
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Coverage list Excavator
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Cac bd phan chinh Main Componenls Full Coverage Power Train
Bom chinh main pump X X
Bom di€u khién pilot pump X
Hop sd lai bom pump transmission X X
Cum van chinh main control valves X X
Cum van didu khién pilot control valves X
Mo to quay toa swing motors X X
Hop s6 quay toa swing transmissions X X
Vanh bi quay toa swing bearing X X
M6 td di chuyén travel motors X X
HGp s6 i chuyén (gm ca sin phdt) travel transmission (includes duo-cone seals) X X
Khdp néi trung tam center joint X X
Céc xi lenh thuy luc hydraulic cylinders X X1
BO lam mat nhét thay luc hydraulic oil cooler X
Céu va >0 vi sai (mdy xdc dao banh [6p) axle(s) and differential(s) (Wheel Excavator Only) X X
M6 to di chuyén (mdy xdc dao bénh I6p) travel Motors (Wheel Excavator Only) X X
Hép s6(méy xtc dao banh 16p) transmission (Wheel Excavator Only) X X
Truc truyén dong vdi khdp ndi (may xtc dao banh 16p) drive shaft with universal joints (Wheel Excavator Only) X X
Bdm diéu khién phanh va Ii chuyén (mdy bénh I16p) steering & brake pilot pump (Wheel Excavator Only) X
M6 td dién (may dién) electric motor (Electric Excavator Only) X X
Coverage list Excavator
Pong co Engine Full Coverage Power Train
Cac bd phén bén trong ctia déng co engine - internal components X X
D& va bé dd dong cd engine mounts and supports X X
Cum kiém soat toc db dong cd (cum cd khi) engine speed controls and linkages (mechanical) X X
Cam bién ap suat/nhiét dé va bd gui tin hiéu pressure/temperature sensors and sending units X X
Pu ly pulleys X X
N&p may, ndp quy lat va giodng cylinder head and cover and gasket X X
B tan nhiét radiator X X*2
Dudng 6ng dan nudc lam mat water piping X X2
HE thdng kiém soat téc dd ddng co (bang dién) electronic engine-speed-control system X X
Thén may engine block X X
Bd lam mat nhét dong cd engine oil coaler X X
Vo banh da déng cd va giodng flywheel housing and gasket X X
Thanh gidm chén front damper X
B& diéu chinh can bang halancer X X
Céac phdt déng cd, trudc va sau front and rear engine seals X
Bom cap dau (bom cao ap) va roong injection pump and gasket X X
B6 chia dong dau va giodng manifold and gasket : X X
Cac te nhét va gioang - oil pan and gasket X . X
Banh rdng va banh da ring gear and flywheel X X
Nap ddy truc dan co va gioang rocker arm cover and gasket X X
Dynamo alternator X =
bé starter X
B6 diéu nhiét thermostats X X
Tuabo v3 giodng turbocharger and gasket X X
Bom nu3c va gioang water pump and gasket X X
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Cac dudng day dién

wiring harness

Tu dién (may xuc dao loai dién

Cubicle (Eleciric Excavator Only)

B6 common rail . common rail unit X X
B6 |dm mat EGR, xu pap, c6 gop va giodng EGR cooler, valve and Manifold and Gaskels X X
B ECU Engine Control Unit (ECM) X X |
Thén xi lanh cylinder blocks X X S
Truc cam va 6 d& truc cam camshaft & Camshaft Bearings X X -
Truc khuyu, & d8 va thanh truyén crankshaft. Main Bearings & Rod X X - * |
Thanh truyén “ connecling rod X X ‘
Thanh dan co rocker arm X X
Bom cap dau fuel supply pump X X
Common rail va hé théng PCV commoeon rail and PCY X X
Kim phun injector X X
Banh rang bd chinh thai gian va phan vo timing gears and fiming gear case X X
B6 giam &m (khi x3) exhaust/ muffler X X
Bé Iap loc nhét engine oil filter mount X X
Dudng 8ng dau nhién liéu fuel lines X X
Thung d3u va cac phu kién fuel tank & Assoc. parts X X
pit tong piston X
Bac xec mang piston rings X X
Xich/curoa chinh thdi gian bom timing chain / belt X X
Xupap hit/xa inlet / exhaust Valve X X
Lo xo xupap va dan hudng valve spring & quide X X
B6 13p rap truc dan co rocker shaft assembly X X
Can day push rod X X
Bom nhdét oil pump X X
Coverage list Excavator o

Hé théng phanh Brakes Full Coverage Power Train
Cac van phanh (may banh 16p) brake valve (Wheel Excavator Only} X 1
Phanh d6 (mdy banh 16p) parking brake (Wheel Excavator Only) X
Pudng 6ng nhét phanh (may banh 16p) Brake oil line (Wheel Excavator Only) X ]
Hé thdéng 1&i chuyén Steering Full Coverage Power Train
Van uvu tién (may banh 16p) priority valve (Wheel Excavator Only) X o
Hé théng lai khan cdp (may banh I16p) emergency steering system (Wheel Excavator Only) X
Khép i chuyén (may banh I16p) steering linkage {(Wheel Excavator Only) X
Van va cac xi lanh bé lai (mdy banh I6p) steering valves and cylinders (Wheel Excavator Only) X
Hé théng dién Electrics Full Coverage Power Train
B& gidm sat Manitor X
Hop den Information Controller X
Ho6p dién chinh (MC) Main Controller (MC) X
Hé théng lién két vé tinh Satellite Unit X
Cam bién sensor X
Cac cong tac switches X
M3 td lau kinh wiper motors X

X

X

X

Vanh gop dién (may xuc dao loai dién)

Slip Ring (Electric Excavator Only)

Cac bd phan cum he théng Hybrid

Hybrid Components

Full Coverage

Power Train

M td quay toa

Swing maotor

X

M6 to dién
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Electric assist motor

X
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B& PCU Pawer.control unit (PCU) X
B tu diAn ~2 | Cap&iéiarunit X
T

Hé théng diéu hoa Faclory Air Conditioning Full Coveragye Power Train
May nén khi compressor X

Bb ngung tu nudc condenser X

B6 sdy kho dryer X

Cum lam bay hdi evaporator X

Van xa hdi expansion valve X

Dudng 8ng sdy néng heater hose X

Sin phét: seals & gaskets - X

Cudng trinh tdm soat nhiét dé temperature control programmer X

Structure / Khung cau tric Structures Full Coverage Power Train
Khung may main frame X X 3
Xich va phan khung 2 bén may track and side frame X X *3
Can boom X X "3
Tay don arm X X3
Cabin cab X

Nhéng sprockets X

Banh d2n huéng front idlers X

Ga lé ty va ga 1& d& lower and upper rollers X

Xich va khdp nGi shoes and track links X

B& dit ong cd engine frame X

*1) Excluding oil leakage
*2) Power Train : Hoses are not included.
*3) In case of large size excavators (100 ton and over in weight}, POWER TRAIN COVERS the structures listed

above in addition to ihe hydraulic components and engine parts listed above.

1) Khéng tinh trudng hgp ro ri

2) Hé théng truyén dong: Khéng tinh phan dudng 6ng

3) B6i véi may xic dao hang I6n (100 tén trd 1&n), phan hé théng truyén dong dugc bdo hanh gém nhitng
hang muc trong bang STRUCTURE dinh kém & trén, ngoai ra, con bao hanh cho cac bé phan trong hé théng
thdy luc va dong cd theo danh sach liét ké & rén.




