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Schneider Electric IT Vietnam (APC)
Customer Satisfaction & Quality

PRODUCT WARRANTY POLICY
CHINH SACH BAO HANH SAN PHAM

|. Enterprise Solution Sales (ESS)

1. Warranty is based on the signed Contract between Schneider Electric IT Vietnam (SEIT) and Customer in
any cases. Customers can check the warranty duration of individual components at SEIT website

www.apc.com.

1. Trong moi truong hop, viéc bao hanh duoc duwa trén hop dong da ky két gitra SEIT va Khach hang. Khéch hang ¢é
thé kiém tra thdi han bdo hanh cda phuy kién don Ié tai website ctia SEIT www.apc.com.

2. Scope of warranty will be based on the Contract's Scope of Supply. Other requirements which beyond the
Contract will subject to SEIT’s Service charge.

2. Pham vi bdo hanh duwoc duwa trén Pham vi cia Hop déng. Bt ctr yéu cau nao vuot quéa pham vi hop déng sé dugc
tinh phi vao Djch vu cga SEIT.

Il. Home Business Network (HBN)

1. The HBN products will apply the one by one replacement policy.

1. Dong san phdm mot pha sé ap dung chinh séch mét déi mét.

2. Warranty duration will base on the information on SEIT website www.apc.com, Customers can check the
warranty duration by the product reference. In Vietnam market, warranty duration of 1-phase UPS product and

1-phase battery pack will be 3 years instead of 2 years as announced on above website ( included product
purchased hefore 01 Jan 2021 as well ). Warranty duration will not be cumulative for all product range.

2. Thoi han bdo hanh sé cédn ci theo thong tin trén website cda SEIT www.apc.com. Khach hang ¢6 thé kiém tra thoi
han béo hanh theo méa san pham. Déi voi thi truong Viét Nam, thei gian bdo hanh cta dong san phdm UPS 1 pha va
t Pin m& rong 1 pha la 3 ndm thay vi 2 ndm nhw cong bé trén website (4p dung cho cd san phdm mua truée ngay 01
thang 01 ndm 2021). Thoi han béo hanh sé khong dugc cong dbn dbi voi tat cé céc dong sén pham.

3. The starting date of warranty will base on the date in Official Invoice or Warranty Certificate of End-user after
the online product registration at https://www.apc.com/shop/vn/en/warranty/product-registration.jsp. Incase
customers only provide the Serial Number, the warranty will start from the manufacturing date (in serial
number) plus 6 months.

3. Ngay bét ddu bdo hanh duoc tinh theo ngay trén Héa don tai chinh hodc Phiéu bdo hanh.ctia Khdch hang cudi sau
khi ddng ky tai link:https://iwww.apc.com/shop/vn/en/warranty/product-registration.jsp. Trong truéng hop khach hang chi
cung cép sb serial, viéc bdo hanh sé bat dau tir ngay sén xuét (trong sé serial) va céng thém 6 théng.

For example, a back UPS BX1100LI-MS with serial number 3B1645X07332:
Chéng han, Back UPS BX1100LI-MS ¢6 sé serial 3B1645X07332:

» If end-customer provides official invoice and warranty certificate. The date in these documents is
01/01/2017. Warranty will start from 01/01/2017
Néu khéch hang cubi cung cép Hoba don tai chinh va Phiéu bdo hanh. Ngay trén ching tir do la 01/01/2017.
Viéc béo hanh sé bat dau tir ngay 01/01/2017.
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> If end-customer does not provide official invoice and warranty certificate. The manufacturing date is:
year 16 (2016), week 45 (October), equivalent with 01/10/2016. Warranty will start from 01/10/2016 plus
6 months, equivalent with 01/04/2017.

»  Néu khéch hang cudi khéng cung cép Héa don tai chinh va Phiéu bao hanh. Ngay san xuét 1a: nam 16 (2016),
tudn 45 (théang 10), tuong duong ngay 01/10/2016. Viéc bao hanh sé bat dau ttr ngay 01/10/2016 c¢ong 6
thang, tuong duong voi ngay 01/04/2017.

4. End-users and Retailers could call our customer care center 1800585858 for support or directly contact or
deliver defect product to SEIT’s Authorized Warranty Centers (Master Retailers, Distributors or selected
resellers, ie the place where products were bought) to request warranty, SEIT will support all transportation
fees, and provide free onsite support (Only support onsite Engineer at Ha Noi and Ho Chi Minh for Smart UPS,
Easy-online 1 phase, battery pack 1 phase)". If the products are in warranty period, available instock'”) and not
violate Article No. 9 (as below), SEIT’s Authorized Warranty Center will replace in:

4. Khéch hang cudi va Pai ly ¢6 thé goi dién thoai t6i tdng dai 1800585858 dé duoc hé tro hodc goi dién truc tiép hodc
mang truc tiép san phdm dén céc trung tam dy quyén béo hanh (Téng Pai Iy hodc Nha Phan phdi ciia SEIT (noi ma
san phdm duoc mua) dé yéu céu béo hanh, SEIT sé hé tro toan bo chi phi van chuyén va hé tro tan noi (chi hé tro
nhén vién ky thudt bdo hanh tan noi cho khu vuc Ha NGi va H6 Chi Minh déi véi smart ups, Easy-online 1 pha, td pin
mé& rong 1 pha) ). Néu sén phdm ndm trong thoi han bdo hanh, c6 sén tai kho'") va khéng vi pham Biéu khoan s6 9
(nhw bén dui), céc trung tam dy quyén bdo hanh ctia SEIT sé thay thé trong:

» 1-2 working days for small products such as one phase UPS £ 3kVA, one phase Auto Transfer Source
(ATS), Rack PDU, Power Strips, Surge Protection Devices, 5kVA < UPS < 10kVA
1-2 ngay doi voi sén phdm nhé nhw UPS 1 pha < 3kVA, bo chuyén ngudn tir ddng mét pha, Rack PDU, 6 cdm,
thiét bj bdo vé chéng sét, 5kVA < UPS < 10kVA.

» 10 working days from warranty requested date UPS = 15kVA
10 ngay lam viéc d6i voi UPS = 15kVA ké tir ngay tiép nhén yéu cdu bao hanh

> For special cases (such as repeated issue at a same site; same issue happens in many units for a
reference), the timeline of issue resolution will be updated by SEIT
D6i voi truong hop ddc biét (chdng han 16i Idp lai & mét khdch hang; cing mot I16i xuét hién trén nhidu sén
pham cang ma hang), thoi gian xi Iy sw ¢ sé duoc cap nhat bdi SEIT

(The above timelines are applicable if products are available in Master Retailers/ Distributors/ SEIT Warehouse
and End-users/ Retailers provide enough information as SEIT’s templates)

(Thoi han néu trén duoc 4p dung néu sdn phdm c6 sén tai kho ctia Tdéng Pai Iy, Nha Phan phdi hodc SEIT va Khach
hang cudi/ Pai ly cung cap dii théng tin theo méu ctia SEIT)

' In Ho Chi Minh and Ha Noi, back-ups, easy UPS 1 phase only support onsite delivery. Province area only
support onsite delivery Smart UPS, Easy-online 1 phase, battery pack 1 phase, back-ups, easy UPS 1 phase,
not support onsite engineer.

()Khu vue H6 Chi Minh va Ha N&i sén phdm back-ups, easy UPS 1 pha chi hé tro giao hang tan noi. Khu vue tinh chi
hé tro giao hang tan noi cho Smart UPS, Easy-online 1 phase, battery pack 1 phase, back-ups easy UPS 1 phase,
khéng hé tro ky thuét tan noi.

(")If products are not available in Vietnam, the standard lead time of replacement will be from 4 — 6 weeks

“INéu hang héa khéng cé sén & Viét Nam, thoi gian ¢6 hang thay thé 1a 4 — 6 tuan
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5. End-users/ Retailers must provide the following information for warranty:
5. Khéch hang cudi/ Bai ly phdi cung c4p nhiing théng tin sau dé bao hanh:

»> For small products as Article No. 4: Official Invoice, or Warranty Certificate (if no, SEIT will follow
Article No. 3) and failure description
DGi v6i séan phdm nhé nhw Biéu khoén sé 4: Héa don tai chinh hodc Phiéu bao hanh (néu khéng ¢6 chimg tir
néu trén, SEIT sé ap dung theo Biéu khoén sb 3) va mo ta 15

> For 5kVA = UPS = 10kVA: Official Invoice, or Warranty Certificate (if no, SEIT will follow Article No. 3)
and Warranty Request Form 1
Ddi v6i 5kVA < UPS < 10kVA: Héa don tai chinh hodc Phiéu bao hanh (néu khong ¢6 chirng tir néu trén, SEIT
s€ ap dung theo Diéu khodn s6 3) va Mau yéu ciu bdo hanh sé 1

» For UPS z 16kVA: Official Invoice, or Warranty Certificate (if no, SEIT will follow Article No. 3) and
Warranty Request Form 2
D6i v6i UPS = 15kVA: Héa don tai chinh hodc Phiéu bao hanh (néu khéng ¢6 chwng tr néu trén, SEIT sé &p
dung theo Piéu khoan sbé 3) va M&u yéu cau bdo hanh sé 2

6. A product is considered defective if customer observes a difference between its real characteristics and
those announced by Schneider Electric or by the standards that the product is supposed to meet.

6. Mot san pham duoc xem la b 16i néu khéch hang nhén thay sw khac biét gitra déc tinh thuc té cia san phdm so véi
nhiing déc tinh duge cong bb bdi Schneider Electric hodc nhiing tiéu chuén ma san pham phai tuén tha.

7. All defective products can be replaced, at the choice of Schneider Electric IT by a new; refurbished or
repaired product.

7. T4t cd sén pham 16i c6 thé duoc thay thé bdi san phdm méi: tan trang hodc stra chira theo lya chon ciia Schneider
Electric IT.

8. The end of the warranty period of the product delivered in replacement is the same as the end of the warranty
of the original product, with a minimum of 3 months (for example, if the products are defect in the last month
of warranty, the replacement will have 3 months of warranty instead of 1 month).

8. Thoi han bdo hanh ctia san pham thay thé sé chdm ddt cing véi thdi han béo hanh ctia séan phdm ban ddu, nhung
téi thiéu la 3 thang (chdng han, néu sdn phadm bj 16i trong thdng bdo hanh cudi ctng, san phdm thay thé sé c6 thoi han
bao hanh la 3 thang thay vi 1 thang).

9. SEIT is not responsible if the product is NOT stored, delivered, installed, tested, used, maintained in the
conditions specified in the SEIT documents or in the standards that the product is supposed to meet. SEIT
also rejects warranty for broken or modified products.

9. SEIT khéng chiu tréch nhiém doi véi sén pham KHONG duoc bdo quan, van chuyén, cai dat, kiém tra, st dung, béo
trl dung theo céc diéu kién duoc dwa ra béi SEIT hodc nhiing tiéu chudn ma san pham phéi tuan tha. SEIT cling tir
chéi bdo hanh cho sén phdm bj gdy hodc d4 bj can thiép.

10. For the urgent cases, SEIT may apply the Replace First Ask Later (R1AL) policy for Master Retailers/
Distributors: defective product will be replaced first, then analyze the root causes to define the responsibilities
and liabilities. However, before being replaced, customer must sign-off the agreement with following terms &
conditions:

10. Doi v6i truong hop khan cép, SEIT c6 thé 4p dung chinh sach Thay thé truée, Phan tich sau (R1AL) cho Tdng Dai
Iy/ Nha phén phdi: sén phdm héng sé duoc thay moi, sau dé sé tién hanh phan tich nguyén nhan va xac dinh trach
nhiém va nghia vu céc bén. Tuy nhién, truéc khi duoc thay moi, khach hang phai ky cam két véi nhiing diéu khoéan
sau:
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o Customer must provide all information as Warranty Request Form,
Khach hang phai cung cép tét ca théng tin theo méu Yéu cdu bédo hanh,

o Defective component (or product) must be delivered to SEIT for analyzing,
Phu kién hodc sdn pham hdng phéi duoc géi vé SEIT dé phan tich, §

o After having the investigation report, if the issue is caused by product quality, SEIT will bear the cost
of above replacement. If the issue is not caused by product quality, customer must bear the cost,
Sau khi c6 két qué phan tich, néu sw cb duoc gay ra boi chat luong sén phdm, SEIT sé chiu chi phi cho viée
thay thé trén. Néu sw c6 duoc khéng phai gdy ra boi chét lwong san phdm, khach hang phai chiu chi phi
thay thé trén,

o If the defective component (or product) is not returned to SEIT within 30 days (domestic) or 60 days
(oversea) from the delivery date of the replacement, SEIT will invoice the replaced component (or
product),

Néu linh kién (hodc sén phdm) 16 khéng dugc hoan tra vé SEIT trong vong 30 ngay (trong nwéce) hodc 60
ngay (ngoai nudc) ké tir ngay giao hang thay thé, SEIT sé I&p hba don va tién hanh thi tuc yéu céu thanh
toan cho linh kién (hodc sdn phdm) da thay thé.

o Defective component (or product) will be discarded after the investigation. Customer will not retrieve
with any results. Component (or product) in replacement will not be allowed for trading purpose.
Linh kién (hodc sén phdm) I6i s& bi hiy sau khi phén tich. Khch hang sé khong duoc nhén lai véi bat ky
két qué nao. Linh kién (hodc sén phdm) thay thé khéng duoc ding cho muc dich thuong mai.

11. For all matters related to delivery (such as broken, scratches, missing components, etc), SEIT only receive
and handle the request from Direct Customers within 30 days from delivery date. Indirect Customers must
work with their Sellers to claim the defect. SEIT recommends Direct Customer to check physical product state
within above period to ensure the benefit. \

11. Béi v6i cac van dé lién quan dén viéc giao nhan hang héa (nhw géy v, trdy sudt, thiéu phu kién; fné éo), SEIT
chi tiép nhén va xa Iy yéu céu tir Khdch hang truc t.rep trong vong 30 ngay ké tir ngay giao nhan hang h z ach hang
gian tiép phai lam viéc véi don vi Ban hang dé yéu céu xt Iy hang 16i. SEIT khuyén céo Khach hang t h p kiém tra
tinh trang vét Iy cda sén pham trong thoi han trén dé dam bao quyén loi.

12. Contact details as followmg (other channels subject to delay accordingly):
o Hotline: 1800 58 58 58 (24/7 for Technical Support) 5
o Mailbox: customercare.vn@schneider-electric.com

12. Théng tin lién hé chi tiét nhw sau (nhitng kénh khéc c6 thé bj cham tré):
o Buong day néng: 1800 58 58 58 (24/7 dbi v6i Hb tro ki thuét)
o Hoép thw: customercare.vn@schneider-electric.com

This policy will be valid from Feb 1%, 2022,

MLdage
Téng Grém dbc Céng ty TNHH Schneider Electric IT Viét Nam
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