AIX »+ QUY TRINH VAN HANH CHUAN (SOP)

SOP: Bao hanh & cham séc sau ban — Phong Bao

hanh & CSKH (Cdng ty thi cong ndi that)

Tai liéu thwe chién ERP « Al-X — ai-x.vn + Cap nhat 2026-01-17 01:33:00

Phién bén PDF mién phi — lién hé Al-X dé nhan bo biéu méu dién sén & tw van 16 trinh.

1. B6i canh va muc dich

Phong Bao hanh & CSKH Ia bd phan duy tri mbi quan hé véi khach hang sau khi dy an hoan thanh . Pay 1a yéu té
quyét dinh dén uy tin dai han va nguén khach hang gidi thiéu (referral) — ngudn doanh thu quan trong nhéat trong
nganh noi that.

Trong nganh thi cdng ndi that, cac van dé thwdng gédp sau ban giao:

Khong phan héi kip thei yéu cau bao hanh: Khach chd lau — méat Idong tin, danh gia xau

Bao hanh khong triét d&: Stra tam bo, 16i tai dién — khach méat niém tin vao chat lwong

Khéng cham séc sau ban: Khéng gilr lién lac — méat co hdi ban thém, mét referral

Khéng ghi nhan 16i bao hanh: Léi I&p lai & cac dw an sau vi khéng phan tich nguyén nhan
M6t SOP cho Phong Bédo hanh & CSKH duoc xay dwng dé dam bao:

Moi yéu cau bao hanh dwoc tiép nhan va xt ly nhanh chéng

Quy trinh bao hanh rd rang, chuyén nghiép , khach hang hai long

Dir liéu bao hanh dwoc ghi nhan dé cai tién san pham

Khach hang cii dwoc cham séc dinh ky , tao ngudn referral

Nguyén téc vang: Mot khach hang hai long sé gidi thiéu 3—5 khach mai. Mot khach hang khéng hai long sé ké cho
10 ngudi khac. Bao hanh nhanh la cach marketing ré nhat va hiéu qua nhét.

2. Pham vi va déi twong ap dung

2.1 Pham vi
Quy trinh ap dung cho toan bd hoat ddng bao hanh va cham soc khach hang sau ban giao:

- Tiép nhan va xt ly yéu cau bao hanh

Diéu phdi slra chira, thay thé

Ghi nhan va phan tich d¥ liéu bdo hanh

Cham soéc khach hang dinh ky (goi tham héi, khdo sat hai Iong)
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- Chuwong trinh tri &n khach hang gi¢i thiéu

2.2 Péi twong ap dung
- Nhan vién CSKH / Bdo hanh
Ky thuat vién bao hanh
Trwdng phong Bao hanh & CSKH

2.3 Chinh sach bao hanh

Céc bo phan lién quan: San xuét, Thi cong, QC, Kinh doanh

Ta, ban, vach gb 12-24 thang Bong mép, cong vénh, 16i két cau
Mat da 12 thang N&t, v& do 16i vat liéu

Kinh cuwdng lwc 12 thang Nwt, vo tw phat

Phu kién 12 thang Ban I&, ray trwot, tay ndm

Thi cong 12 thang Son bong tréc, thAm nwéc

3. So dob quy trinh tong thé

4. Chi tiét cac bwéc thwe hién

4.1 Bwéc 1: Tiép nhan yéu cau bao hanh
4.1.1 Mo ta

4.1.2 Kénh tiép nhan
Hotline / Zalo CSKH

Email bdo hanh

Théng qua nhéan vién Kinh doanh phu trach

Khach dén truc tiép van phong

4.1.3 Théng tin can ghi nhan
Tén khach hang, sb dién thoai, dia chi

Ma dy an / ma hop déng

M6 t& 16i, hang muc bi 16i, anh (néu cd)

- Thoi gian phat hién 16
- Yéu cau cla khach (stra chiva / thay thé / kiém tra)
4.1.4 Quy trinh tiép nhan
- Nhap théng tin vao sb tiép nhan bao hanh trong vong 1 gi®
- Phan loai m&rc d6 khan cép: cap (anh hwdng sinh hoat) / thuwéng / thap

- Cép ma sb phiéu yéu ciu bao hanh (duy nhat cho médi yéu cau)
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- Théng bao cho khach thei gian dyw kién xt ly

4.1.5 Thei gian phan héi

Cép (ta sap, kinh v&, dién nwoc) 2 gioy 24 gioy
Thwong (bong mép, tray xwéc) 1 ngay 3-5 ngay
Thép (kiém tra dinh ky) 2 ngay 7 ngay

4.2 Bwédc 2: Kiém tra va xac dinh nguyén nhan
4.2.1 M6 ta
4.2.2 Quy trinh kiém tra

C¥ k¥ thuat vién dén hién trwéng trong thoi gian cam két

Kiém tra, chup anh hién trang 15i

Xé&c dinh nguyén nhan: 16i san xuét / 16i thi cong / 16i str dung / 16i vat liéu

Lap bién ban kiém tra kém anh

X&c dinh phwong an x(& ly: stra chia tai ché / thay thé / mang vé xwéng

4.2.3 Phan loai nguyén nhan

L6i san xuat Cong ty Mién phi
Lé&i thi cong Coéng ty Mién phi
L&i vat liéu Cong ty (néu trong BH) Mién phi
L&i str dung Khach hang Ba4o gia stra chiva
Hét han bdo hanh Khach hang B4o gia slra chiva

4.3 Bwéc 3: X ly bao hanh
4.3.1 Mo ta

4.3.2 Quy trinh xtr ly
- Stra chiva tai chd: Ky thuat vién xt& ly ngay, kiém tra lai

- Thay thé: Dat san xuét linh kién/sdn phdm mai, 1ap dat lai

Mang vé xuéng: San pham can stra chiva Ién — |ap phiéu ban giao

Sau khi xt ly xong — kiém tra lai , vé sinh khu vuc stra chiva
Khach ky bién ban hoan thanh bdo hanh

4.3.3 Yéu cau
- [1X& ly dung thoi gian cam két
- []Vé sinh sach sé sau khi stra chira

- [1Khach ky xac nhan hoan thanh
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4.4 Bwéc 4: Ghi nhan va phan tich dir liéu bao hanh

4.4.1 Mo ta
4.4.2 Di¥ liéu can ghi nhan
- Ma phiéu bdo hanh, ngay tiép nhan, ngay xt ly
- Mb ta 16i, nguyén nhan, phwong an xt ly
- Thoi gian va chi phi xt ly
- Mirc d0 hai long clia khach sau bao hanh

4.4.3 Bao cao phan tich

- Béo cdo hang thang: Téng sb yéu cau, phan loai 16i, thdi gian x&v ly TB

- Bdo cdo hang quy: Xu hwéng 16i, dé& xuat cai tién san xuét / thiét ké

- Phan héi cho QC, San xuét, Thiét ké vé cac 16i thwong gép dé cai tién

4.5 Bwéc 5: Cham séc¢c khach hang dinh ky
4.5.1 M6 ta

4.5.2 Lich cham sé6c¢

1 tuan sau ban giao

Goi héi thdm, kiém tra tinh trang st dung

1 thang sau ban giao

Goi nhac bado hanh, kiém tra cé van dé gi khong

6 thang sau ban giao

Goi tham haéi, khao sat hai long

12 thang sau ban giao

Nh&c gia han bdo hanh (néu cé), khao sét referral

Hang nam

GUi thiép chic mirng ndm mai, sinh nhat (néu co di liéu)

4.5.3 Khao sat hai long
- G form khao sat sau 6 thang va 12 thang

- Thang diém 1-5 vé: chat lwong, tién do, thai do, hau mai

- Téng hop va phan tich dé cai tién

4.6 Bwéc 6: Chwong trinh tri an khach hang giéi thiéu

4.6.1 Chinh sach referral

Duw an < 500 triéu

2% gia tri hop ddng hodc qua tang

Dy an 500 triéu — 2 ty

2-3% gia tri hop dong

Dy an > 2ty

3% gié tri hop déng

4.6.2 Quy trinh

ai-x.vn — Tai liéu SOP mién phi * Trang



https://ai-x.vn

Al-X « Tw van trién khai ERP & Al — SOP: Bao hanh & cham séc sau ban — Phong Bao hanh & CSKH (Céng ty thi cong ndi that)

5. KPI danh gia hiéu qua

Kinh doanh ghi nhan ngudn gidi thiéu khi tiép nhan khach moi
Khi hop déng ky va thu tam rng — théng bao CSKH
CSKH lién hé khach gi¢i thiéu dé tri an

Ghi nhan vao CRM, cap nhat lich st referral

Thoi gian phén hoi T nhan yéu cau dén phan | <2 gi¢ Hang thang
hdi khach

Thoi gian xa ly T nhan yéu cau dén hoan | < 3 ngay (thwéng) Hang thang
thanh

Ty |& hai ldng sau BH Diém khao séat ctia khach >4.5/5 Méi yéu cau

Ty l& 16i 1&p lai Sé 16i cung loai / Téng 16i <5% Hang quy

Ty 1é khach gidi thiéu Doanh thu referral / Téng | =15% Hang quy
doanh thu

Ty |é khach mat lién lac Khach khéng lién lac dwoc | < 5% Hang nam
/ Tdéng khach

6. Biéu mau va tai liéu kéem theo

1 S6 tiép nhan bao hanh Ghi nhan yéu cau

2 Phiéu yéu cau bao hanh Ma héa tirng yéu cau
3 Bién ban kiém tra bao hanh Ghi nhan nguyén nhan
4 Bién ban hoan thanh bao hanh Khach ky xac nhan

5 Phiéu khao sat hai long Danh gia clia khach

6 B&o cdo phan tich bao hanh Téng hop va cai tién

7. Trach nhiém va th&i gian hoan thanh

Tiép nhan yéu cau CSKH Trwéng phong 1 gioy
Kiém tra hién trwong Ky thuat vién Trwéng phong 24h (cép) / 3 ngay
(thwdng)
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X ly bdo hanh Ky thuat vién + San xuét Trwdng phong 3-5 ngay
Cham séc dinh ky CSKH Trwdng phong Theo lich
Phan tich dir liéu Trwéng phong Giam déc Hang thang

8. Ung dung ERP vao quan ly hieu qua — Phong Bao hanh & CSKH

ERP giup Phong Bao hanh & CSKH nang tam dich vu hau mai chuyen nghiep :

Ticket bao hanh

Tao ticket online, phan cong ky thuat
vien, tracking

Khong sot yeu cau, khach biet tien
do xu ly

Lich su bao hanh

Luu toan bo lich su bao hanh theo
san pham & du an

Phan tich loi, truy xuat khi can

CSKH

Lich  cham soc tu dong, gui
email/sms dinh ky

Tu dong nhac goi khach, khong bo
sot lich cham soc

Khao sat hai long

Gui form online, tong hop diem tu
dong

Do luong duoc su hai long, phat hien
van de som

Referral

Ghi nhan nguon gioi thieu, tinh hoa
hong tu dong

Khuyen khich khach gioi thieu, tang
doanh thu

Quy trinh tren ERP:

Khach goi -> Tao ticket BH -> Phan cong KT vien -> Kiem tra hien truong | Xu ly -> Khach ky hoan thanh -> Dong

ticket -> Phan tich du lieu | Cham soc dinh ky tu dong -> Khao sat -> Referral -> Tri an

Viec tich hop ERP giup phong bao hanh & cskh giam 50-80% thoi gian nhap lieu thu cong, tang tinh chinh xac va

minh bach trong quan ly.

SOP Phong Bao hanh & CSKH — Cbéng ty thi cong ndi that | Phién ban 1.0 | Tai liéu ndi bd — Khéng phat hanh

ngoai cong ty
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Can bo SOP nay chay
trén hé thong thwc té?

Al-X thiét ké 16 trinh ERP & Al 90 ngay riéng cho doanh nghiép cta ban:
chuan héa di lieu — SOP sbé héa — dashboard diéu hanh.

ai-x.vn/contactus

Tai liéu phat hanh mién phi béi Al-X (ai-x.vn). Vui Iong khéng chinh stra ndi dung khi chia sé lai.
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