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1. DPIEU KHOAN BAO HANH/ WARRANTY TERM

1.1  Diéu Kkién bao hanh/ Conditions of warranty

- San pham (bao gdm san pham 14 qua ting kém mang nhin hiéu K-ELEC va san pham trung
bay) duoc chap nhin bao hanh khi dap Gng cac diéu kién dudi day / 4 product (including K-
ELEC-branded promotion gifts & product for display) shall be accepted a warranty only in
case it meets all following conditions:

« San pham dugc san xuét, gia cong, lip rap, nhap khau bai Cong ty K-ELEC Vietnam va duoc
phan phdi tai thi truong Viét Nam boi K-ELEC Vietnam hay céc nha phan phdi chinh thirc/
Product is produced, done outwork, assembled, imported by K-ELEC Vietnam and distributed
in Vietham market by K-ELEC Vietnam or its wholesalers.

« San pham con trong thoi han bao hanh theo cac quy dinh vé thoi han bao hanh/ Product is
within warranty period in accordance with warranty period regulations.

» Tén model trén phiéu bdo hanh, hoa don mua hang (héa don GTGT cua B¢ Tai chinh), h¢
théng bao hanh dién tir tring khép véi tén model trén san pham/ Model name on Warranty
card, Purchase invoice (VAT Invoice of the Ministry of Finance), Smart Warranty (SW) system
must be coincident with this one on the product.

« San pham gip truc tric do 151 ctia nha san xuit/ Defect on product caused by mistake of
producer.

« San pham, nhan san pham, kiéu san pham, s6 may phai con nguyén dang/ Product including
label, model number, serial number needed to be original.

« San pham khong thudc nhém Tir chdi bao hanh quy dinh tai Muc 1.2 (Tir chéi bao hanh) duéi
day/ Product is not in scope of Rejection of Warranty that stipulated in Item 2 as below.

1.2 Tir chéi biao hanh/ Rejection of Warranty

- San pham bj tir chdi bao hanh néu vi pham mat trong cac diéu kién dudi day/ Product, which
violates one of below conditions, will be rejected from warranty:

* Hu hong gay ra bdi cac nguyén nhan khach quan nhu thién tai (18 lut/sét danh,...), hoa hoan,

gl sét, co vét mbc, bi an mon, oxy hoa boi hoa chét, van chuyén, con tring, dong vat xam nhap
a0,.../ Product is damaged as a result of natural disaster or acts of God, e.g. fire, flood,

lightning, musty, eroded or oxidized by chemical, transportation, insect or animal income,...

« Str dung sai dién 4p chi dinh, San pham dugc cap sai dién ap khong theo hudng dan trong
sach hudng dan str dung do K-ELEC Vietnam cung cap. / Wrong voltage was applied to product
which are not followed by instruction stipulated in the owners manual supplied by K-ELEC
Vietnam .

* San phém duoc dat noi bui ban, am udt, bi chit long hodc nude vao, bi thAm nudc / Product
was installed/ placed at dusty, humid position, product is defected by liquid or water inflow

« Hu hong gy ra do 16i nguoi sit dung hoic do tic dong nhiét, tac dong bén ngoai nhu: roi,
bién dang, v§, .../ Defect caused by End User s mistake or outside impact, temperature impact:
dropped, deformed, broken, ...

« Sir dung, l4p dit, bao tri khéng dung hudng dan kém theo san pham/ Defect caused by wrong
using, installation, maintenance.



« San pham d3 bj can thiép hodc stra chira boi ca nhan hoic t6 chic khong duoc uy quyén boi
K-ELEC Vietnam / The product is modified, repaired by individuals or organizations not
authorized by K-ELEC Vietnam.

« San pham hét han bao hanh/ Product is out of warranty period.

« San pham khong do K-ELEC Vietnam san xuat, gia cong, lap rap va khong dwoc phan phi
tai thi truong Viét Nam boi K-ELEC Vietnam hay cac nha phan phéi chinh thirc ciia Cong ty/
Product is neither produced, done outwork, assembled, nor imported by K-ELEC Vietnam and
not distributed in Vietnam market by K-ELEC Vietnam or its wholesalers.

« Hang khuyén mai (khong phai 13 san pham do K-ELEC Vietnam phan phéi hoic san xuat)/
Promotion gifts (were not distributed or produced by K-ELEC Vietnam).

1.3  Thoi han bao hanh/ Warranty period

Cong ty K-ELEC Vietnam ap dung ché do Bao hanh dién tir. Theo do, san pham s& duoc kich
hoat bao hanh dién tir ngay sau khi duoc ban t6i Quy khach hang. Quy khach vui 10ng yéu cau
noi ban (dai 1y, ctra hang) kich hoat bao hanh dién tir va c6 thé kiém tra thoi gian bao hanh
thong qua sé IMEI/Serial ctia san pham tai ddy./ K-ELEC Vietnam applies Electronic warranty
(Smart Warranty). Whereby, the product will be activated its electronic warranty right after
being sold to Customer. Please ask the dealer/store to activate the electronic warranty and
customer can check the warranty period by product’s IMEIl/Serial number here.

1.3.1 Thoi han bio hanh cho Sian pham méi/ Warranty period for New product

Thoi han tinh tir Ngay San xuét/
Warranty period from
Thoi han bao hanh tinh tir Manufacture date
STT/No. San phiam/ Product ngay mua/ Warranty ——— < -
period from Purchase date Néu c6 ngay kich hoat Neéu chua kich hoat SW
SW (*) hoic c6 hoa va khong c6 héa don mua
don mua hang hang
/ In case SW activated / Without SW activated
(*) or valid invoice and no invoice
.. .. 24 36 30
! Tivi/Television thang/months thang/months thang/months
, . 24 36 30
2 Tu Lanh / Refrigerator thang/months thang/months thang/months
3 May rura bat / Dishwasher théng?rflon ths 42 thang/months 42 thang/months
. . NHUNG
Hang Gia dung (Nhém Quat dién ) 12 A . .
4 Household Goods (Electric Fan) thang/months K(I;SE/G 18 thing/months 15 théng/months
Phu kién di kém sén phAm méi BUT
. Diéu khién kém theo Tivi/ 12 g\%{ 24 15
TV remote (TV's accessory) thang/months thang/months thang/months
) Diéu khién TV Bén rdi / TV 4
Remote Sold Separately thang/months
Pin, b¢ sac, phu kién ( trir diéu 1 1
3 khién Tivi)/ Battery, Charger, . .
Accessories ( Except TV remote) thing/months thang/months




Lwu y/ Remark:

- Thoi han bao hanh dwoc tinh tir Ngay mua ciia khach hang ghi trén phiéu bao hanh/
héa don mua hang nhung khong virot qua thoi han bao hanh tinh tir Ngay san xuit quy
dinh tai Phan I - Muyc Thoi han bao hanh cho san phim méi, 4p dung theo didu kién nao dén
trude. Doi voi nhitng san pham duogc ap dung hé thdng Bao hanh Thong minh (SW), Ngay mua
duoc hiéu 1a ngay kich hoat bao hanh trén hé thdng/ Warranty period is counted from End-
User's Purchase date in warranty card/purchasing invoice but not over the warranty period
from Manufacture date that stipulated at Section 1 Item 3.1, applied based on which condition
will come first. In case of Smart Warranty applied, Purchase date is understood as activated
date in the system.

Trudng hop Ngay mua ghi nhén trén hé théng SW khac v6i Ngay mua trén hoa don mua hang/
In case the Purchase date recorded on SW system is different from this one on Purchase invoice:

« Néu chénh léch giita ngdy mua ghi nhan trén hé thng SW va hoa don mua hang <30 ngay:
Ngay mua ghi nhan sau dwoe ap dung dé tinh thoi han bao hanh / is <30 days: the later
Purchase date will be used for warranty period calculation.

« Néu chénh léch giira Ngay mua ghi nhan trén hé théng SW va héa don mua hang >30 ngay:
Ngay mua ghi nhin truéc dwoc ap dung dé tinh thoi han bao hanh. /is >30 days: the earlier
Purchase date will be used for warranty period calculation.

Trudng hop khong c¢6 Héa don va chua kich hoat SW, Ngay san xuat ciia san pham dugc ghi
nhan trén san pham va/hoic trén Hé thdng ciia Cong ty K-ELEC Vietnam sé& dugc dung lam co
sO tinh thoi han bao hanh. (Néu chi c¢6 thong tin vé Thang san xuét thi Ngay san xuét s& dugc
tinh tir Ngay cudi cling ciia Thang san xuat dwoc ghi nhan)/ In case of unavailable Purchase
invoice & SW not activated, the Manufacture date on product and/or on K-ELEC Vietnam
system will be used as the basis of warranty period calculation. (If only Manufacture month is
available, the Manufacture date will be the last date of recorded manufacture month).

Trudng hop san pham chi c6 thong tin kich hoat SW nhung ngay kich hoat khong phu hop véi
thuc té sir dung thi duoc coi nhu trudng hop san pham chwa kich hoat SW va khong c6 héa
don mua hang./ In case only product's SW information is available but activated date is not
suitable in actual using, this product will be considered as no SW activated and no invoice.

« Thoi han bao hanh cua Piéu khién kém theo Tivi 1a 12 thang tinh tir Ngay mua Tivi nhung
khong qua 24 thang tinh tir Ngay san xuat Diéu khién néu c6 Ngay kich hoat SW hoic c6 hoa
don mua hang hop 1¢. Trong trudng hgp Tivi chua kich hoat SW hodc khong c6 hdéa don mua
hang, thoi han bao hanh ciia Didu khién 1a 15 thang tinh tir Ngay san xuat Diéu khién./ The
warranty period of TV remote (TV s accessory) is 12 months from Purchase date of TV but not
over 24 months from Manufacture date of TV remote in case SW is activated or valid invoice.
In case the TV is not activated SW or no invoice, the warranty period of TV remote is 15 months
from Manufacture date of TV remote.

« Bao hanh 10 niim ké tir ngay mua, 4p dung riéng cho May nén ciia ti lanh Side by side /
Multi door / 10 years warranty from Purchase date applied for Refrigerator Side by side
/Multi door ‘s compressor.



o Ap dung 1 d6i 1 d6i v6i san pham bi 16i trong vong sau (06) thang ké tir ngdy mua nhung
khong qua 12 thang ké tir ngdy san xut v6i cac hién trong 16i san pham duoc K-ELEC Vietnam
xac nhan thudc danh muc bén dudi /1-for-1 exchange applies to defective products within six
(06) months from the date of purchase but not more than 12 months from the date of
manufacture with product defects confirmed by K-ELEC Vietnam with the following
phenomena listed below:

STT San phAm Hi¢n Twong Lbi
No. Product Error Phenomenon

K¢ doc/ngang trén man hinh /Vertical/horizontal lines on the screen

Khong 1én ngudn / No power

Xanh man hinh / Blue Screen

Chép nhay hinh / Flashing Image

Céc 15i khong thé sira chita, hodc khong c6 linh kién thay thé

/ Errors that cannot be repaired, or replacement parts are not available

1 Tivi / Television

Hong may nén / Compressor failure

2 Ta Lanh / Refrigerator Loi th~ung Dan la?h/ Evaporator Perforation Error ’
Céc 101 khong thé stra chita, hodc khong c6 linh kién thay the
/ Errors that cannot be repaired, or replacement parts are not available

- San pham d6i mai 1a nhitng san pham dugce Phong Bao hanh K-ELEC Vietnam xac nhan d6i
cho Khach hang voi diéu kién/ Swap products are products which are confirmed the
replacement for customer by K-ELEC Vietnam svc Dept. with conditions:

(1) San pham bi 18i hodc hong 1a san pham chinh hang ctia K-ELEC Vietnam / Product which
is occurred error or damage is authentic product of K-ELEC Vietnam.

(2) San pham thudc 1 trong 2 truong hop saw/ Product belongs to 1 in 2 cases as below:

e Truong hop 1: San pham du diéu kién bao hanh mién phi (Trong bao hanh IW) theo Quy dinh
ctia K-ELEC Vietnam nhung Khéach hang va K-ELEC Vietnam thoa thuan doi sang san pham
moi. / Case 1: Product has enough conditions for free-of-charge warranty (In warranty — IW)
in accordance with K-ELEC Vietnam regulations, but Customer and K-ELEC Vietnam agree
to replace to a new product.

e Truong hop 2: San pham khong du diéu kién bao hanh mién phi (Ngoai bao hanh OOW) theo
Quy dinh cuia K-ELEC Vietnam va Khach hang phai tra chi phi theo thda thuan véi K-ELEC
Vietnam cho viéc d6i sang san pham mai nay. / Case 2: Product has not enough condition for
[free-of-charge warranty (Out of warranty — OOW) in accordance with K-ELEC Vietnam
regulations; and Customer has to charge replacement fee for this product following the
agreement with K-ELEC Vietnam.

1.3.2 Thoi han bao hanh cho san phim ddi trong bao hanh/ Warranty period for
products exchanged under warranty

e Tai thoi diém ddi moi, thoi han bao hanh con lai ctia san pham cii tir sau (06) thang trd 1én
thi thoi han bao hanh ctia san pham d6i méi sé dugc tinh bang thoi han con lai ciia san pham
cl/ At SWAP time, if remaining warranty period of the old product is from six (06) months
upwards, the warranty period of this new product will be calculated equally to the remaining
warranty period of old product.



e Tai thoi diém ddi moéi ma thoi han bao hanh con lai ctia san pham cii dudi sau (06) thang thi
thoi han bao hanh cia san phim do6i méi s& duoc tinh 13 sau (06) thang/ At SWAP time, if
remaining warranty period of the old product is less than six (06) months, the warranty period
of this new product will be six (06) months.

1.3.3 Thoi han bao hanh cho san pham d6i ngoai bao hanh/ Warranty period for OOW
Swap product

e Thoi han bao hanh cho San phim d6i ngoai bao hanh duoc tinh tir Ngay doi hang cta san
pham duoc ghi nhan trén hé théng Bao hanh K-ELEC (S-Warranty); 4p dung theo thoi han tinh
tir Ngdy mua cta san phim méi (Ngdy mua san pham méi duoc hiéu 1a Ngay ddi san phdm
trong truong hop nay)./ Warranty period for OOW Swap product is calculated from Swap date
recorded on K-ELEC warranty system, applied following the warranty period from Purchase
date of new product (Purchase date means Swap date in this case).

1.3.4 Thoi han bao hanh cho Linh kién thay thé hoiic phu kién mua roi/ Warranty
period for spare part replaced or accessory sold separately

- Linh kién thay thé trong thoi gian bao hanh san pham dugc dp dung nhu sau/ The warranty
period of spare part replaced in warranty period will be applied as below:

e Trudong hop 1: Tai thoi diém sira chita thay thé ma thoi han bao hanh con lai ctia san pham tir
hon 04 thang thi linh kién thay thé s& dugc bao hanh theo thoi gian con lai clia san pham/ At
replacement time, the remaining warranty period of product is from 4 months & more, the
warranty period of this spare part replaced will be calculated same time with product.

¢ Truong hop 2: Tai thoi diém stra chita thay thé ma thoi han bao hanh con lai cia san phém it
hon 04 thang thi linh kién thay thé s& dugc bao hanh 14 bén (04) thang, thoi han nay ap dung
cho tat ca cac 1an thay linh kién/ At replacement time, the remaining warranty period of product
is less than 04 months, the warranty period of this spare part replaced will be calculated four
(04) months. This warranty period will be applied for all replacement time.

- Linh kién thay thé ngoai thoi han bdo hanh san phém hodc phu kién mua rdi duge ap dung
bao hanh 4 thang tir ngay thay linh kién hodc ngay mua phu kién./ The warranty period of spare
part replaced out of warranty period or accessory sold separately will be 4 months from
replacement time or Purchase date of accessory.



2. CAC DICH VU BAO HANH CO BAN/ STANDARD
WARRANTY SERVICES

2.1 Dich vu hd trg tir xa/ Remote supporting service

Dé nhén sy tro gitp tur xa, khach hang goi dién dén s HOT LINE Trung tam Dich vu Khach
hang theo thong tin dudi day/ To receive remote assistance, customers call to the HOT LINE of
the Customer Service Center using the information below.

Trung Tam Dich Vu Khach Hang/ Customer Service Center

1800 5858 16
(Mién phi cudc goi/ Toll free)

Cac dich vu hd tro tai Trung tim Dich vu Khach hang/ Supported services

e Hudng dan st dung san pham, huéng dan khic phuc su ¢, giai thich tinh ning san
pham/ Supply product explanation, troubleshooting guide, using guide.

e Tiép nhan yéu cau bao hanh, thong bio sira chita/ Receive SVC claim.

e Cung cip thong tin lién quan dén bao hanh, thong tin san pham, khuyén mai.../ Supply
information regarding warranty, K-ELEC product, promotion...

e Tro gilip théng qua trinh diéu khién tir xa véi cac san pham c6 hd tro tinh ning nay/
Direct support by Remote SVC (for product that remote SVC function is available).

e Hudng din cai dit, nang cip phan mém/ Functioning, software update guide.

e Giai dap thic mic cta nguoi ding qua Thu dién tir hodc Chat truc tuyén/ Consult via
Email or Online Chat.

2.2 Dich vu bao hanh tai nha/ In-home services

Pé yéu cau dich vu bao hanh tai nha, khach hang vui long lién hé Trung tim Thong tin Khach
hang 1800.58.58.16 dé 1én lich hen. K¥ thuat vién dugc iy quyén cia K-ELEC Vietnam s&
lién lac v6i khach hang va tién hanh viéc sira chita tai dia chi do khach hang yéu cau/ To request
in-home service, customer call to Customer Information Center. K-ELEC Vietnam authorized
technician will visit customer s place for repairing.

Dich vu bao hanh, sira chira tai nha dwoc ap dung cho nhirng loai sin pham duwéi day /
In-home service applied for following product:

e TV tur32inch tré 1én / TV 32inch and over
e May rua bat / Dishwasher
e Tu lanh dung tich tir 70 lit tr¢ 1€n/ Refrigerator 70 liters and over

2.3 Dich vu bao hanh tai Trung tam Bao hanh/ Carry-in service

Pé bao hanh tai Trung tim Bao hanh, khach hang can lién hé Trung tdm Dich vu Khéach hang
1800.58.58.16 dé dugc hudng dan hoic truc tiép mang san pham dén cac Trung tim Bao hanh
ciia K-ELEC Vietnam cuing véi phiéu bao hanh va/hodc chimg tir mua hang/ To get carry-in
service, customer is requested to call to Customer Service Center 1800.58.58.16 or bring their
product to K-ELEC Vietnam service centers. Warranty card and/or POP is required.

Dich vu bao hanh tai Trung tim Bao hanh dwoc 4p dung cho cac loai sin phim dwéi day/
Carry in service applied for the following product types:

* Hang Gia dung (Nhom Quat dién ) / Household Goods (Electric Fan Group)
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2.4  Dich vu sira chira ngoai bao hanh/ Qut-of-warranty service

Dich vu stra chita ngoai bao hanh dugc ap dung cho nhiing san phém da hét han bao hanh hoac
thudc nhom Tir chdi bao hanh/ Qut-of-warranty service is applied for the products that already
out of warranty or in scope of rejection (Section I - Item 2).

Khach hang chi tra toan bé cac chi phi phat sinh lién quan dén viéc stra chira ngoai bao hanh
bao gom ca phi kiém tra va bao phi/ Customer will bear the cost related to out-of-warranty
repair, including visit fee & quotation fee.

K-ELEC Vietnam c6 quyén tir chdi yéu cau sira chita d6i véi cac san pham khong do K-ELEC
Vietnam phan phdi tai thi trudng Viét Nam vi 1y do thiéu cac linh kién phu hop hay cac tré ngai
khac vé mat ky thudt/ Any products, which is not distributed by K-ELEC Vietnam within the
territory of Vietnam, can be rejected for any type of service due to lack of spare part or technical
problem.

2.5 Diéu khoan bao hanh khac/ Other warranty information

Vi cac san phém lép dat ¢ vi tri phtrc tap hoac nguy hiém, Ky thuat vién khong thé tiép can
hodc khong du an toan dé tiép can san phém trong diéu kién 1am viéc binh thuong, khach hang
can hd tro phuong phap va/hodc thiét bj dé K¥ thuét vién thuc hién cong viéc bdo hanh mdt
cach an toan./ For products installed in complex or dangerous locations, where Technicians
cannot access or are not safe enough to access the product under normal working conditions,
customers need to support methods and/or equipment for Technicians to perform warranty
work safely.

Chinh sach nay khong ap dung cho khach hang mua san pham di qua sir dung. Néu khong sira
chira dugc thi K-ELEC Vietnam ciing khong c6 nghia vu ddi véi cac san pham nay/ This service
policy is not applied for used products. If it’s impossible to repair, K-ELEC Vietnam has not
responsibility for the compensation of the loss.

CONG TY CO PHAN PIEN TU K-ELEC VIET NAM



