CHINH SACH BAO HANH

Van ban sé: QPBH-MCO0-01-2020
Chinh thtre ap dung ttr : 01/01/2020

TONG QUAN DICH VU BAO HANH

Co6ng ty TNHH Thuong Mai Dau Tw MCO (sau day goi tat 1a MCO) 1a Pai ly chinh thirc clia DELL; va HP

Dich Vu Bao Hanh do MCO cung cép, duwoc danh cho tét ca cac khach hang da mua sén pham tir MCO,
bao gom: May chi (Server); May tram (WorkStation); may tinh xach tay (laptop); may tinh dé ban

(desktop); linh kién; thiét bi ngoai vi; phan mém va cac sén pham khac.

Khi mua hang héa t MCO, Khach Hang déng y chiu rang budc bdi tat ca cac diéu khoan va diéu kién

dwgc dwa ra trong chinh sach Dich Vy Bao Hanh ctia MCO.

Khach Hang cling dong y rang viéc gia han, chinh stra, mé rong Dich Vu Bao Hanh so v&i théa thuan ban
dau hodc khi thoa thuan ban dau hét thdi han, phai tuan theo cac diéu khoan va diéu kién tai thdi diém co

yéu cau bd sung.

Tt c& hang hoa, san pham, thiét bi do MCO kinh doanh phan phéi déu dwoc bao hanh, bao tri va stra

chira tai:

TRUNG TAM BAO HANH MCO - Phong Dich vu K§ thuat

Dia chi: 418/2E Nguyén Kiém, Phwong 3, Quan Pha Nhuén, TP. HCM
Hotline: 0908 554848

Tru s& chinh: 418/2E Nguyén Kiém, Phwéong 3, Quan Pha Nhuan, TP. HCM.

Chi nhanh: 736/176 Lé Blrc Tho, Phudng 15, Quan Go Véap, TP. HCM.
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A. CAC QUY PINH CHUNG VE BAO HANH TAI MCO

Quy khach vui long kiém tra kj sé&n pham trwdc khi nhan. San phdm dwoc giao hoan toan mai 100% va
c6 dan TEM BAO HANH cta MCO. Trén tem cé ghi ré ngay thang ndm va th&i han bao hanh theo
dung quy dinh bao hanh ctia Nha San xuét va quy dinh bao hanh tai MCO.

Quy khach vui ldng tir chdi nhan san pham khi:
- San phadm khoéng duoc dan tem bao hanh, hodc

- Tem bao hanh khéng cé ddy da cac thong tin: thdi han bao hanh va ngay, thang, ndm hét han bao

hanh, hoac
- Nhan vién ban hang tw van théng tin bao hanh khac véi thong tin ghi trén tem bao hanh, hodc
- Tem bao hanh khéng ding véi mau tem dwoc niém yét trong quy ché nay.

Trong trwéng hop san phadm virva cé tem bdo hanh/ va phiéu bao hanh/ va théng tin bao hanh trong Bién
Ban Giao Hang; ma cac thong tin nay khong trung khép nhau, thi théng tin ghi trén Tem Bao Hanh la

théng tin dwoc st dung d& MCO tién hanh bao hanh san pham.

I. PIEU KIEN TIEP NHAN BAO HANH:
- TAt ca cac thiét bj va linh kién phai cé tem bao hanh ctia MCO.
- San pham, thiét bj con trong th&i gian bdo hanh, cin c& vao Tem béo hanh.

- L&i thiét bj hoac linh kién dwoc xac dinh 1a 15i ky thuat ttr phia Nha San xuat va theo quy dinh ctia Nha

San xuét.

- Tem bao hanh/ tem niém phong trén sa&n phadm phai con nguyén ven, khoéng bi cao slra, tdy x6a. S

serial trén phiéu bao hanh (néu c6) phai tring sé serial trén may.
- Thiét bi phai con nguyén ven, khong bi bién dang so v&i trang thai ban dau ctia nha san xuét.

- Motherboard khi bdo hanh can phai cé np day socket CPU va chan socket phai con nguyén ven, khéng

bi cong, gay.

- Dbi v&i LCD (Desktop va Laptop) chi dwgc bdo hanh trong triuérng hop c6 hon 5 diém chét. Trwdng hop

bao hanh thiét bi LCD clia desktop, khach hang phai dinh kém héa don mua hang.

- Bbi v&i may cé ban quyén Windows di kém may, trong trwérng hop bao hanh & cieng, khach hang sé

dwoc cai dat lai hé diéu hanh néu khach hang cé dia cai dat Windows va Driver di kem.
2. TU CHOI BAO HANH:

- Thiét bj, linh kién da hét thdi han bao hanh.
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- Thiét bj, linh kién khéng cé tem bao hanh ctia MCO, tem c6 d&u hiéu bj stra dbi, tdy x6a, khéng ghi thoi
gian bdo hanh, tem san pham bj rach, me& (khéng thé doc dwoc) hay c6 dau hiéu bi dan lai, sb serial trén

may khong tring sb serial trén phiéu bao hanh (néu co).
- Thiét bj, linh kién bj bién dang, trdy xwéc, bé&, mé, cong hodc vénh do tac déng clia ngoai luc.
- Thiét bi, linh kién c6 d4u hiéu chay nd, ri sét, nit, st dung sai dién ap quy dinh.

- Thiét bi, linh kién do con trung hoac dong vat xam hai gay hw héng, dat trong méi trwdng hoac cod diéu

kién bao quan khong tét oxy héa, &m méc...
- Thiét bi, linh kién c6 d4u vét do ngwdi dung tw y thao g&, stra chira.
- Motherboard khéng cé ndp day socket va bi cong chan socket.

- Céac san pham bi 16i do hé diéu hanh, phan mém, hodc cac rng dung dwoc cai dat trong thiét bi khong
phai tir MCO cung cép.

- MCO Khéng chiu trach nhiém vé div liéu (data) cé chira trong thiét bi lwu trie clia khach hang khi bao
hanh thiét bi.

- Khach hang ty y stra chiva hodc stra chiva tai noi khac khéng phai 1a dia diém bao hanh chinh thirc ctia
MCO. Trong nhirng trwdng hop nay, MCO cé thé théa thuan, hé tro thuc hién sira chiva, thay thé thiét bi

bi 16i , hw hdng nhwng toan bo chi phi sira chiva sé do khach hang chi tra.
3. CAM KET:

- T4t ca cac san phadm dwoc mua tr MCO néu trong vong 7 ngay dau tién bi 16i ky thuat tir phia nha san
xuét, sé dwoc ddi méi ngay trong vong 24 gior lam viéc. Trong trudng hop khéng cé sédn phdm cung loai
dé thay thé, MCO sé théa thuan véi khach hang dé ddi sang san pham khac thich hop va cé gia tri twong
dwong. Khéng ap dung déi véi cac sdn pham cé y hodc vo y gay ra bién dang vat ly, tray xwée, st dung

khong dung theo khuyén céo clia nha san xuét, lam méat bao bi hoic catalogue.

- MCO sé bao cho khach hang Iwu trir (backup) di liéu va théng tin cé trong thiét bi trwdc khi nhan bao
hanh. Céng ty ching tdi hoan toan khéng chiu trach nhiém vé ban quyén hé diéu hanh, phan mém, div

liéu, va cac rng dung dworc cai dat co trong thiét bi khi bao hanh.

- Khi mua cac thiét bj hodc linh kién dwoc hwédng bdo hanh chinh hang, quy khach cé thé nhan dwoc
phiéu bao hanh tlr Hang san xuét, tiy theo quy ché bao hanh do Hang san xuét quy dinh. Trén phiéu bao
hanh chinh hang ghi ré cac diéu kién bao hanh, dia chi bao hanh, quyén loi ctia khach hang. Khach hang

can phai xuét trinh phiéu bao hanh (néu c6) khi mang san pham dén béo hanh truc tiép tai MCO.

- Trwdng hop céc linh kién, thiét bi khong thé stra chira dwo'c ma hang san xuét khéng con san xuét niva
hoac ngwng kinh doanh tai thj trwong Viét Nam, quy khach sé dwoc tw van, thda thuan doi sang san pham
khac cé gia tri twong dwong hoac cao hon va dén bu tién theo gia ca hién hanh trén thj tredng. Thoi han

bao hanh dbi v&i san pham thay thé dwoc tinh tiép tuc chir khéng bao hanh lai tir dau.
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4. LU Y QUAN TRONG:
4.1 Thoi han bao hanh:

- Thoi han bao hanh cu thé ctia mdi san phdm ban ra dwoc MCO thé hién ré va chi tiét trén tem bao hanh

dan trén san pham.

- Th&i han bao hanh clia san phdm khéng nhét dinh phai thé hién trong Hop ddng mua ban/ PO/ Bon
hang/ Phiéu Bao Hanh / Bién ban Ban giao Hang Hoéa, ma tuy thudc vao y chi va mong mudn clia cac bén

khi tién hanh ky két cac van ban nay.
4.2 Quy ché bao hanh:

- Quy ché bao hanh chung clia MCO ap dung cho tat ca san phadm va toan bd khach hang mua hang tai
MCO.

- Quy ché bao hanh co thé thay dbi theo hwéng tang thém céc loi ich va wu dai cho khach hang mua
hang. Viéc thay déi tang thém nay phai dwoc quy dinh chi tiét, cu thé va rd rang trong Hop ddng mua ban/
PO/ Bon hang/ Phiéu Bao Hanh / Bién ban Ban giao Hang Hoa. Luc nay, MCO cé quyén tinh thém chi
phi bao hanh dé dap rng yéu cau ctia khach hang.

- Quy ché bado hanh c6 thé thay d6i ma khéng kip bao trwde, quy khach hang vui long truy cap:

http://mco.vn/quy-dinh-bao-hanh.html dé cap nhat cac théng tin méi nhat.

B. CAC PINH NGHIA VE SAN PHAM

1. MAY CHU:
Rack Server / Tower Server / Storage Systems / Blade Systems / Twin Systems / Workstation
2. LINH KIEN:

Mainboard / CPU / RAM / HDD / SSD / GPU / Card Raid - Card Network — Card Riser / Heatsink-Fan /
Ngudn (PWS).
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3. THIET Bl NGOAI VI:
Switch / Firewall / Monitor / Keyboard-Mouse / DVD Drive / Printer..
4. PHAN MEM:

Ban quyén phan mém, Key hoé&c code kich hoat phan mém.

C. CHINH SACH BAO HANH CHI TIET

. BAO HANH THEO TEM BAO HANH CUA MCO

Tét ca cac san phdm do MCO cung cép va cé dan Tem bao hanh ctia MCO, thi sé dwoc bdo hanh theo

th&i han bao hanh ghi trén Tem bao hanh

Trong trwéng hop théng tin bdo hanh san phdm thé hién trén Tem bado hanh, BBGH hodc Phiéu bao
hanh... c6 sw khac biét nhau, thi thoi gian bao hanh thé hién trén Tem bao hanh [a can c& cubi cung dé

xac dinh thoi gian bao hanh.
Quy ché bao hanh cla tirng loai sdn phadm, nhw sau:

1.1 MAY CHU (SERVER/SYSTEM), MAY TRAM (WORKSTATION):
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1. Th&i han bao hanh: 36 thang
2. Quy ché bao hanh ctia may chl, may tram:

a. MCO wu dai bao hanh va cam két hé trg bao hanh On-site Service 8/5 (hd tro' 8 gid/ngay, 5 ngay/tuan)

tai noi dat thiét bi ctia khach hang, theo nhw cac théa thuan ban dau cta cac bén.

b. Ky thuat vién sé hd tro tir xa qua dién thoai va email sau khi tiép nhan yéu cau thwe hién bao hanh tir

phia khach hang sau 2-4 gi& [am viéc.

c. Sau 4-6 gi®» lam viéc ké& tr khi nhan dwoc yéu ciu bao hanh, néu khéng khac phuc duorc triet dé cac
van dé phat sinh gay ra 16i b&i phan cirng may chu. Ky thuat vién sé hen va dén vi tri dat may chd cla
khach hang, tién hanh kiém tra va bao hanh trong vong 2 - 4 ngay lam viéc tuy thudc vao vi tri dia ly noi
dat thiét bi.

d. MCO cam két théng bao nguyén nhan 16i thiét bi dén khach hang trong vong 2 ngay lam viéc va thoi
gian stva chira 1a khéng qua 10 ngay lam viéc. Trueng hop MCO khong thé sira chira, thiét bi sé duoc
glri vé hang san xuét dé bao hanh trong thdi gian 1a 6-8 tuan dwoc tinh ké tir khi Ky thuat vién théng bao

dén khach hang.

- Luwu y: Quy khdach hang xin lwu y:

+ Néu vj tri dat thiét bi tai thoi diém can bdo hanh thay dbi va khéng ding nhw cam két trén hop déng,
MCO ¢6 quyén hidy wu dai nay danh cho khach hang va yéu céu Quy khach hang guvi thiét bj vé trung tam
bdo hanh MCO dé bdo hanh sén phédm. Chi phi phét sinh cho viéc givi/ tré bdo hanh sé do bén yéu céu

bao hanh chi tra.

+ Trong truong hop quy khéch khéng thé chuyén thiét bi dén Trung tam bdo hanh MCO va yéu céu bao
hanh tai noi dat thiét bi, quy khach sé phai tra chi phi kiém tra va stra chira thiét bi. Chi phi nay s€ duwoc

théng béo truéc dén khach hang bang vén ban.

1.2 MAY TiNH XACH TAY (LAPTOP) VA MAY TiNH BE BAN (DESKTOP):
1. Th&i han bao hanh: 12 thang — 36 thang, tuy chiing loai, ghi ro trén tem bao hanh
2. Quy ché bao hanh clia may tinh xach tay va may tinh dé ban:

a. Ky thuét vién sé ho tro tr xa qua dién thoai, team view va email sau khi tiép nhan yéu cau thyc hién

bao hanh tir phia khach hang sau 2-6 gi¢ lam viéc.

b. Sau 8 gi¢» lam viéc ké tir khi nhan dwoc yéu ciu bao hanh, néu khong khac phuc duwoc triét dé cac van
dé phat sinh gay ra |6i bdi phan clirng may tinh, k§ thuat vién sé hen va dén vi tri d&t may ctia khach hang,
tién hanh kiém tra va bdo hanh trong vong 2 - 4 ngay lam viéc tuy thudc vao 16i hw héng va vi tri dia ly noi
dat thiét bi.

c. Khi khach hang c6 nhu cau mang san pham (laptop, desktop) dén trung tam bao hanh ctia MCO/ ho&c
trong trworng hop MCO tién hanh kiém tra tai dia diém ctia quy khach ma khoéng khéc phuc dwoc sw ¢,
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MCO sé tiép nhan thiét bi tir khach hang va mang thiét bj vé trung tdm bao hanh. Vé&i trwéng hop san
pham (laptop, desktop) dwoc tiép nhan va bdo hanh tai trung tdm bao hanh ctia MCO, MCO cam két théng
bao nguyén nhan 15i thiét bi dén khach hang trong vong 2 ngay lam viéc va thdi gian stra chiva la khong
qua 10 ngay lam viéc. Trwong hop MCO khong thé stra chiva, thiét bi sé dwoc gliri vé hang san xuat dé

bao hanh trong thoi gian la 6-8 tuan dworc tinh ké tir khi Ky thuat vién théng bao dén khach hang.

- Lwu y: Quy khach hang xin lwu y:

+ Néu vj tri dat thiét bj tai thoi diém cén bdo hanh thay déi va khéng ding nhw cam két trén hop dong,
MCO c¢6 quyén hidy wu dai nay danh cho khach hang va yéu céu Quy khach hang givi thiét bj vé trung tam
bdo hanh MCO dé bdo hanh sén phdm. Chi phi phét sinh cho viéc gt/ tréd bdo hanh sé do bén yéu céu

bao hanh chi tra.

+ Trong truong hop quy khéch khéng thé chuyén thiét bj dén Trung tdm bdo hanh MCO va yéu céu béo
hanh tai noi dat thiét bi, quy khach sé phai tra chi phi kiém tra va stra chira thiét bji. Chi phi nay sé duwoc

théng béo truéc dén khach hang bang vén ban.

1.3 THIET Bl NGOAI VI VA THIET Bl KHAC:

1. Thoi han bdo hanh: 12 thang - 24 thang, tuy ching loai, ghi ré trén tem bao hanh.
2. Quy ché bao hanh thiét bi ngoai vi va thiét bi khac:

a. Tat ca cac thiét bj khac va linh kién dwoc bao hanh tai Trung tAm bao hanh MCO.

b. MCO cam két théng bao nguyén nhan gay 16i cho thiét bi dén khach hang trong vong 2 ngay lam viéc
va thodi gian stra chiva 1a khéng qua 10 ngay lam viéc. Trwong hop MCO khéng thé sira chira, thiét bi sé&
dwoc glvi vé hang san xuat dé bao hanh trong thoi gian 1a 6-8 tuan dworc tinh ké tir khi Ky thuat vién thong

bao dén khach hang.

1.4 LINH KIEN:

1. Th&i han bao hanh: 12- 24 thang, tuy chiing loai, ghi ré trén tem bao hanh.
2. Quy ché bao hanh linh kién:

a. Thoi gian bao hanh cho linh kién 1a 12 thang dén 24 thang theo hinh thirc 1 ddi 1, hoac stra chira, nang

cép, béo tri sdn phadm trong subt thdi han bao hanh néu phat sinh 16i ttr Nha san xuét.
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b. Thoi gian dbi mai linh kién 13 tir 1 - 2 tudn cho cac linh kién phd bién hodc MCO cé sén trong kho tai
thoi diém can bao hanh. Céc linh kién dac biét, khéng phd bién hoac khong cé s&n, MCO cam két dbi mai

cho quy khach hang trong vong 4 — 6 tuan ké t&r ngay nhan linh kién 16i.
1.5 PHAN MEM VA CAC SAN PHAM KHAC:

1. Th&i han bao hanh: 12 thang

2. Quy ché bao hanh phan mém va cac san pham khac:

a. Thoi gian bdo hanh cho phdn mém va cac san phdm khac la 12 thang theo hinh thire 1 dbi 1 trong subt

thi han bao hanh néu phat sinh 16i t» Nha cung cép.

b. Trong trudng hop MCO kiém tra va khéng phat hién ra 16i, MCO sé thong bao cho nha cung cap gbc
dé tién hanh bdo hanh cho quy khéach trong thei gian tir 6-8 tudn dwoc tinh ké ti khi k§ thuat vién théng
bao dén khach hang.

. CHINH SACH BAO HANH THEO TEM BAO HANH
CUA HANG SAN XUAT

1.1 QUY DINH CHUNG VE BAO HANH THEO TEM CUA NHA SAN XUAT

1. T4t ca cac san phdm do MCO cung cép va c6 dan Tem bdo hanh chinh hang (tem ctia nha san xuét),
thi sé dwoc MCO béo hanh theo thdi han bao hanh cia nha san xuat dwoc ghi trén Tem bao hanh/ hodc
BBGH/ ho&c Phiéu bao hanh.

2. Trong trwéng hop théng tin bado hanh san pham thé hién trén Tem bao hanh, BBGH hoac Phiéu bao
hanh... c6 sw khac biét nhau, thi thdi gian bdo hanh thé hién trén Tem bao hanh 1a can clr cubi cung dé

xac dinh thoi gian bao hanh.

3. Thoi gian bado hanh cla san phdm cé dan Tem bao hanh chinh hang dwoc can clv vao thdi gian bdo

hanh do hang san xuéat cong bb va dwoc ghi rd trén Tem bao hanh hodc BBGH ho&c Phiéu bao hanh.

4. Trong vai trd la Dai ly ban hang chinh thirc ctia cac hang DELL/ HP; MCO cam két cung cép dich vu
bao hanh theo tiéu chuan chinh hang; v&i cac diéu kién va mirc do cung cép dich vu theo ding yéu ciu

da cam két v&i hang san xuéat.

5. Cac san pham cé Tem bao hanh chinh hang khi bdo hanh tai MCO van phai tuan theo quy dinh chung

vé bao hanh clia MCO da théng bao tai muc A cla chinh sach bdo hanh nay.
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1.2 CHiINH SACH BAO HANH CHINH HANG CUA CAC HANG SAN XUAT
1. Céc san pham c6 tem bao hanh chinh hang cta Dell, tham khao tai:
https://www.dell.com/downloads/ap/services/Dell_ProSupport_vn.pdf

2. Cac s&n phdm c6 tem bao hanh chinh hang ctia HP, tham khéo tai:
https://www8.hp.com/vn/en/privacy/privacy_warranty.html#3

Il. 3 QUY TRINH BAO HANH SAN PHAM CO TEM BAO HANH CHINH HANG TAI MCO.

1. Khi can bado hanh, quy khach lién lac trung tdm bao hanh MCO va cung cép sé seri clia san pham can

bao hanh

2. Ky thuat vién ctia MCO sé kiém tra thoi han bdo hanh va ndm cac thong tin vé van dé can bao hanh,
dong thoi tw van cac phwong phap stra chiva tam thei. Trong trwong hop tw van khong thanh cong, Ky

thuat vien MCO théng bao dén nha san xuét tinh trang can bao hanh.
3. Nha san xuét sé lien hé véi khach hang dé tién hanh viéc bao hanh.

4. Quy khéach c6 thé lién hé trwc tiép nha san xuét dé yéu ciu duwoc bdo hanh theo ding tiéu chuén bao

hanh clGa san pham.

5. Trwdng hop quy khach khéng ddng y véi phrong an bao hanh clia nha san xuét, quy khach cé thé lién
hé lai Trung Tam B&o hanh ctia MCO, k¥ thuat vién Mco sé cung thwong thdo véi nha san xuét vé phuong
an bao hanh phu hop hon / hodc quy khach cé thé chuyén sang ché dé bao hanh véi Tem bao hanh cla
MCO.

D. CONG BO CHiINH SACH BAO HANH

Chinh sach bdo hanh nay dwoc niém yét cong khai tai: http://mco.vn/quy-dinh-bao-hanh.html va dwoc

trich luc dwa vao cac van ban do MCO phat hanh.

Toan thé nhan vién ctia MCO cé trach nhiém théng tin dén quy khach hang chinh sach nay nhdm dam

bao quyén lgi ciia khach hang.

Chinh sach bao hanh do MCO quy dinh dwa trén cac quy dinh ctia cac hang san xuét san phdm ma MCO
Ia dai ly chinh thire, theo tinh than hoc hdi phat huy va khoéng di ngworc lai cac quy dinh, dich vu cla céac

hang san xuét nay.
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Trén tinh than cau thi lang nghe y kién dong goép, quy khach hang xin gtvi cac gop y vé quy ché ciing nhw
thai d& cGa nhan vién bao hanh vé hop thw info@mco.vn, chung téi sé hdi dap va cé cac wu dai thich hop
cho nhirng déng gop co gia tri.

MAU TEM BAO HANH CONG BO CUA MCO
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