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CHINH SACH BAO HANH SAN PHAM VA CUNG CAP DICH VU

PRODUCT WARRANTY AND SERVICE PROVISON POLICY

I. BAO HANH SAN PHAM/ PRODUCT WARRANTY
1. QUY PINH CHUNG/ GENERAL REGULATIONS

1.1

1.4.

LS.

1.6.

Céc san phim dugc nhap khiu va phan phéi bi Cong ty TNHH STIEBEL ELTRON Viét Nam —
viét tit STE.

Products is imported and distributed by STIEBEL ELTRON Vietnam Co., Ltd. (hereby mentioned
at STE).

. San pham gip truc tric do 18i ctia nha san xuét.

Defect on product caused by mistake of producer.

. Tem dan tén ki€u mdy, sO mdy trén san pham con nguyén ven, khong cé dau hiéu cao xda, stra

db6i théng tin.

The serial number, model label on the product is scraped, edited, deleted, product information is
not consistent with the tax invoice related to the product (if any).

Thong tin trén phiéu bao hanh hosc thong tin dang ki bao hanh dién tir bao gdm tem kiéu may, sb
may triung khép véi tem dén kiéu may, s6 may trén san phim.

Information on the warranty card or E- warranty registration information including the model
label and model number must match the model label and model number on the product.

Thanh Magie (Anode) chéng dn mon binh cho mdy tim nudc ndng gian tiép, va phu kién van
khéa, voi hoa sen, diy din, cac phy kién dinh kém khac (néu ¢0), va cac 16i loc cho may loc nuéc
va qua khuyén mai.vv.. khéng nim trong chinh sach bao hanh. (Chi tiét vui 1ong xem bang thoi han
bao hanh san phim).

Non-warranty for Anode in Storage water heater product, and accessoriessuch as shut-off valves,
shower heads, wires, other attached accessories (if any), and filter cartridges for water filters
and promotional gifts etc... are not covered by the warranty policy. (Please see list of warranty
period regulation for product).

San pham phai con trong thoi han bao hanh. Cin cir x4c dinh san phim con trong thdi han bao
hanh duoc thé hién trong bang dudi day:

The product must be within the warranty period. The basis for determining whether the product is
within the warranty period is shown in the table below:

Trudng
hop/ Chimg tir cung cAp/ Documents provided Thoi han bao hanh/ Warranty period
Cases '
1 Khéng ding ki biao hanh dién tir/ Does not register E- warranty
e Tinh tir ngly san pham xuét kho
STE.
e Phiéu bao hanh: Cé Warranty period is counted from
Warranty car d:' Yes delivery date of STE. .
e Hdba don mua hang: khéng c6 hodc c6 nhung y 1\]/; nlliht?rlllhg t‘lfrulgt guaxtllllg 11:1132 22(;
1.1 khéng dung theo quy dinh cla cua thong tu STE.(Chi ié g 'yl‘ bane thoi
‘ 39/2014/TT-BTC. 1e.Lobi it vut 106g xem bang thot
Purchase invoice of does not have or available 2?71;,310 hz:(l)}tl :;?eg d?;n);he warran
but not follow with the provisions of Circular aoes . g b
39/2014/TT-BTC period from delivery date of STE
’ specified. (Please see list of warranty
period regulation for product).
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e Phiéu bao hanh: C6 hodc khéng
Warranty card: Yes or No

e Hoba don mua hang: Cé
Purchase invoice: Yes

e Tinh tir ngdy mua ghi trén héa don.
Warranty period is counted from
End-User Purchase date recorded on
the Purchase invoice.

e Va khong vugt qua thoi han bao
hanh tinh tir Ngay xuat kho caia
STE.(Chi tiét vui 1ong xem bang thoi
han bao hanh san phim).

And does not exceeding the warranty
period from delivery date of STE
specified. (Please see list of warranty
period vegulation for product).

Tai Chinh.

Luu y: Héa don mua hang dugc hiéu 13 héa don theo quy dinh ciia Thong tr 9/2014/TT-BTC ciia bd

Note: Purchase invoice is understood as invoice according to the provisions of Circular 9/2014/TT-
BTC of the Ministry of Finance.

2

Cé ding ki bao hanh di¢n ti/ Register E- warranty

2.1

Thong tin ding ki hep 1&:

Valid registration information

e Théng tin khach hang: diy du, chinh xac.
Customer information: Accurate and complete

e Théng tin san phim: chinh x4c, hinh 4nh héa
don, tem sb may 15 rang va dly du.
Product information: accurate, clear invoice
image, serial number and complete.

e Tinh tir ngay mua ghi trén hoéa don
Warranty period is counted from
End-User Purchase date recorded on
the Purchase invoice.

e Vakhong vugt qua thdi han bao
hanh tinh tir Ngay xuét kho ciia
STE.(Chi tiét vui 1ong xem bang thoi
han bao hanh san phdm).

And does not exceeding the warranty
period from delivery date of STE
specified. (Please see list of warranty
period regulation for product).

22

Thong tin dang ki hop 1é:

Valid registration information

e Théng tin khach hang: ddy du, chinh x4c.
Customer information: Accurate and complete

o Thong tin san phim: chinh x4c, hinh anh, tem
s6 méay dAy do va/hosic hinh anh héa don
khéng rd rang hodc khong co.
Product information: accurate. clear image,
serial number and invoice image unclear or
dose not.

e Khong con giir gidy to (phiéu bao hanh, héa
don mua hang).
Do not keeping documents (warranty card,
purchase invoice).

e Tinh tir ngdy kich hoat trén hé théng
bao hanh dién tur.

Warranty period is counted from
End-User register activated ew on
the system.

e Va khong vugt qua thoi han bao
hanh tinh tir Ngiy xuét kho ciia
STE.(Chi tiét vui 1ong xem bang thoi
han bé4o hanh san phém).

And does not exceeding the warranty
period from delivery date of STE
specified. (Please see list of warranty
period regulation for product).

2.3

Théng tin ding ki khong hgp 1¢:
Invalid registration information
o Théng tin san phim: sai théng tin san
phém va/hogc hinh anh héa don, tem sd
may khong rd rang.
Product information: incorrect product
information and/or invoice image, serial
number unclear.
¢ Khong con giir gidy t& (phiéu bao hanh, héa
don mua hang).
Do not keeping documents (warranty card.
purchase invoice).

e Tinh tir ngay san phdm xuét kho STE
Warranty period is counted from
delivery date of STE.

e Va khong vuot qua thoi han bao
hanh tinh tir Ngay xuit kho ciia
STE.(Chi tiét vui 1ong xem bang thoi
han bao hanh san phim).

And does not exceeding the warranty
period from delivery date of STE
specified. (Please see list of warranty
period regulation for product).
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Théng tin dang ki khong hop I§:
Invalid registration information
o Thong tin san phim: sai thong in san
phém va/hoic hinh anh héa don, tem sb
may khong rd rang.
Product information: incorrect product
2.4 information and/or invoice image, serial
number unclear.
e Vin con giir gidy to (phiéu bao hanh, héa don
mua hang).
Keeping documents (warranty card, purchase
invoice).

Ap dung nhu truong hop 2.1.
Apply as case 2.1.

2. QUY PINH BAO HANH POI VOI SAN PHAM DU AN VA THUONG MAL/ WARRANTY
REGULATIONS FOR PROJECT AND COMMERCIAL PRODUCTS
Céc san phdm s& dugc bao hanh theo diu khoan quy dinh trong hop ddng giita Stiebel Eltron va Déi
Tac.
Commercial Product such as: Products for Project and Commercial, etc., will not be warranted
according to this policy. These products warranty will be stipulated in the contract between Stiebel
Eltron and Partners.

3. BAO HANH SUA CHUA/ REPAIR WARRANTY
3.1 Piéu kién/ Conditions:
* Theo quy dinh chung tai muc 1.
According to general regulations in section 1.
+  San phim khéng dap tmg diéu kién dbi tra nhu duoc quy dinh tai didu 4.
Product does not meet the return conditions as specified in Article 4.
3.2 Hinh thirc &p dung/ Application form:
+  Ap dung stra chira, thay méi d6i véi linh kién.
Apply repair and replacement for components.
3.3 Chi phi/ Cost:
*  Mién phi/ Free of charge.

4. BAO HANH DOI TRA/ SWAP PRODUCT
4.1 Piéu kién/ Conditions:

* Theo quy dinh chung tai myc 1.

According to general regulations in section 1.

«  Bit bugc phai c6 héa don theo quy dinh ciia Thong tu 9/2014/TT-BTC cta bd Tai Chinh dé
d6i chibu thoi gian mua hang. Trudng hop khong c6 hoa don, 4p dung bao hanh stra chira.
Invoice is required according to Circular 9/2014/TT-BTC of the Ministry of Finance to verify
the time of purchase. In case there is no invoice, warranty repair applies.

4.2 Hinh thire ap dung/ Application form:

+  Pbi véi san phAm méy thim nudc ndng tryc tiép, may tim nudc nong truc tiép da diém va may
tAm nudc néng gian tiép: trong vong 30 (ba muoi) ngay tinh tir ngdy trén hoéa don. Sau 30 ngay
ké tir ngay trén héa don, 4p dung chinh sach bao hanh sira chira.

For Water heater products, multi-point products and Storage water heater products: within 30
(thirty) days from the date on the invoice. After 30 days from the date on the invoice, the repair
warranty policy applies.

«  Dbi véi san phdm khac: trong vong 07 (bay) ngly tinh tir ngay trén hda don. Sau 07 (bay) ngay
ké tir ngay trén héa don, 4p dung chinh sach bao hanh sira chita.
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For other products: within 07 (seven) days from the date on the invoice. After 07 (seven) days
Jfrom the date on the invoice, the repair warranty policy applies.

»  Dbi san phdm cung loai khi gap sy c¢b do 15 k¥ thuat ctia nha san xuét.
Exchange products of the same type when having problems ue to technical errors of the
manufacturer.

*  San phim 13i chi dwoc dbi sau khi d& c6 x4c nhén boi k§ thuat vién cia STIEBEL ELTRON
Viét Nam va/hodc Phong Dich Vu Bao Hanh STIEBEL ELTRON Viét Nam.
Defective products can only be exchanged afier confirmation by STIEBEL ELTRON Vietnam
technician and/ or STIEBEL ELTRON Vietnam Service Department.

Néu sin phim cin ddi da hét ton kho, STIEBEL ELTRON s& dbi cho khach hang san phim
voi gid tri trong duong.
If the product to be exchanged is out of stock, by STIEBEL ELTRON Vietnam will exchange it

for a product of equivalent value.
4.3 Tir choi d0i trad sdn pham/ Refitsal to return or exchange products:

«  San phdm dugc lip dit va sir dung khong dung ki thuat, huéng dan, gay hu hong san phim.
The product is installed and used incorrectly according to the instruction manual, causing
damage to the product.

*  San phdm dugc bao dudng khong ding ki thuat, din dén hu hong.

The product is not properly maintained, resulting in damage.

+  San pham hu héng do 1y do thién tai, 1ii lut, hoa hoan, con trung ...
Products damaged due to natural disasters, floods, fires, insects, etc

+  San phdm bi hrr hong vé& ngoai quan (mép méo, triy xudc, v, bién dang...), thiéu hodc mét
linh kién, phu kién, do 18i ngudi sir dung hodc van chuyén.

Products are damaged in appearance (dented, scratched, broken, deformed, etc.), missing or
missing components or accessories, due to user or by transportation defected.
4.4 Thoi han bao hanh cho San phim d6i m&i/ Warranty period for Swap product

*  Tai thoi diém d6i mdéi, thdi han bao hanh con lai cua sén phim cii tir sdu (06) thang trd 1én thi

thdi han bao hanh ciia san phdm dbi méi s& dwoc tinh bing thoi han con lai cta san phdm cil.

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.

«  Tai thoi diém ddi m6i ma thoi han bao hanh con lai cia san phim cii dudi sau (06) thang thi
thdi han bao hanh ctia san phdm dbi mai s& dwoc tinh 12 séu (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.

*  San phim dugc ddi m&i 4p dung chinh sich bao hanh binh thuong theo quy dinh ciia nha san

xuét, chinh sach d8i méi khong dugc ap dung tiép tuc.
The renewed product applies the normal warranty policy according to the manufacturer's
regulations, the renewal policy is not applied continuously.

II. CUNG CAP DICH VU SUA CHUA NGOAI PHAM VI BAO HANH/ PROVIDING REPAIR

SERVICES OUTSIDE THE WARRANTY SCOPE

Vi tinh than hd trg khach hang, Céng ty STIEBEL ELTRON Viét Nam c6 cung cap dich vu sira chira ¢6
phi cho cac trudng hop duge liét ké nhu bén dudi. Tuy nhién, STIEBEL ELTRON Viét Nam c6 quyén tir
chéi cung cép dich vu sira chira tiy vao timg trudng hop cu thé khi phét sinh céc tinh hudng hodc hu hai
vugt qua kha ning hd trg clia cong ty.

In the spirit of supporting customers, STIEBEL ELTRON Vietnam Co., Ltd provides paid repair services
Jor the cases listed below. However, STIEBEL ELTRON has the right o refuse to provide repair services
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depending on each specific case when situations arise or damage exceeds the company's support
capabilities.

San phdm khong do Céng ty TNHH STIEBEL ELTRON Viét Nam nhép khéu va phén phéi.

Product is niether non imported and distributed by STIEBEL ELTRON Vietnam Co., Ltd.

San phdm da hét han bao hanh v/ hoiic khong cé chimg tir hoa don lién quan dén san phim.

Products have an expired warranty period and/or non invoice related to the product.

San pham da qua sir dung, dugc quy dinh tai muc thoi han bao hanh san phdm mdi.

Used products are specified in the new product warranty period.

S6 may, kiéu may trén san phim bj cao sira, x6a mét, thong tin san phim khong phit hop v6i héa don
tai chinh lién quan dén san phdm (néu co).

The serial number, model on the product is scraped, edited, deleted, product information is not
consistent with the tax invoice related to the product (if any).

San phim hu héng do van chuyén, sir dung sai chirc ning, lip dat khong ding theo sach huéng din,
ngudn dién khong én dinh, sir dung sai dién thé 220V+£10% (néu c6), str dung ngudn nude khong phu
hop véi san phim cia STIEBEL ELTRON hoic yéw/manh (theo thong sb k§ thuét vé ap suit nude yéu
céu dugc chi dinh trong tai liéu hudng din sir dung), do, phén... hodc bao quan khong tt nhu dé
nudc, bui, cin ban, dong vat, con trung, vt la... vao may gy ra sy ¢ hu hong san phém.

The products damaged due to transportation, improper use, improper installation according to
instructions, unstable power supply, incorrect use of voltage 220V + 10%(if any), use water that is not
suitable for STIEBEL ELTRON products or of weak / strong water source (according to technical data
required for water pressure defined only in the user manual), dirty or alum water, etc., or poorly
maintained such as damaged by having water, dust, contamination, animals, insect and foreign
objects, etc., get into the unit.

San pham hu do bi roi 1am nirt, mop bé, ri sét, & bén do in mon bdi héa chét, chét tiy rira hay do chét
long d6 vao hoic do tac dong bén ngoai, tai nan, thién tai, 1i lut

Products damaged due to drops cracks, broken, lightning strike, stains that are corroded by
chemicals, chemicals cleaner or spilled substances or external impacts, accidents, natural disasters,
floods.

San phdm hu hong do sir dung trong ngudn nudc cimg, nudce bién hodc ngudn nudc c6 chit la (Diéu
kién bat budc Clo (CI2) < 0.5mg/L, Clorua < 300 mg/L, St va Mangan < 0,5 mg/L, Oxy < 2 mg/L, va
tat ca cac diéu kién v& nude phai dap img tiéu chudn cua nudc & do thi).

Products damage due used in hard water, sea water or water with foreign matter (Required water
conditions Chlorine (C12) < 0.5mg/L, Chloride < 300 mg/L. Iron and Manganese < 0.5 mg/L , Oxygen
< 2 mg/L, and all water requirements must meet urban water standards).

Béo hanh khong bao gdm bt ky chi phi ndo tir Legionnaire (khuyén nghi thoi gian 1am néng nudéc 1én
dén 55 ° C trong 4 gid hodc 60 ° C trong 1,5 gid dé ngiin Legionnaire).

The warranty does not cover any cost from Legionnaire (it is recommended to heat up water to reach
55°C for 4 hrs or 60°C for 1.5 hrs to prevent Legionnaire).

Hu héng do 1ap dat va sir dung khong diing muc dich cia san phdm.

Damage due to installation and improper use of product.

Khach hang sira chira, thay thé linh kién, phu kién (bao gdm bd loc) khong chinh hing cia STIEBEL
ELTRON.

Customers fix. replace non-genuine spare parts and accessories (including filters) of STIEBEL
ELTRON.

Khach hang tu ¥ théo &, thay dbi cdu triic san phim hodc san phim da dugc sira chira boi cac bén thir
ba khong phai 1a Trung tim bao hanh hogic Tram bao hanh ay quyén ciia Cong ty TNHH STIEBEL
ELTRON Viét Nam.
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The customer arbitrarily disassembles, changes the product structure or the product has been repaired
by a party are not authorized Service Centers or Service Stations of STIEBEL ELTRON Vietnam Co.,
Ltd.

Céc trudng hop yéu ciu vé sinh san phim, bao tri, thay thé 16i loc cia san phim khéng ndm trong
hang muc bao hanh.

Cases requiring product cleaning and product maintenance, replace filter cartridges are not included
in the warranty items.

Khach hang chi tra toan bd cac chi phi phat sinh lién quan dén viéc sira chira ngoai bao hanh.

All expenses related to out-of-warranty repairing such as labor, used parts, transportation, auxiliary
ones (if any) bear by Customer.

Trong trudng hop san phim hu hai ngoai kha ning cung cip dich vy, STIEBEL ELTRON Viét Nam
xin phép tir chéi.

In case the product is damaged beyond the ability to provide service, STIEBEL ELTRON Vietnam
reserves the right to refuse.

Stiebel Eltron Viét Nam c6 quyén tir chdi yéu ciu stra chita dbi v6i cac san phdm khéng do Stiebel
Eltron Viét Nam phén phdi tai thi trudng Viét Nam vi 1y do thiéu céc linh kién phi hop hay cac tré
ngai khac vé mat k¥ thuat.

Any products, which is not distributed by Stiebel Eltron Viet Nam within the territory of Vietnam, can
be rejected for any type of service due to lack of spare part or technical problem.

LIEN HE BAO HANH SAN PHAM VA CUNG CAP DICH VU/SERVICE REQUEST

Lién h¢ bio hanh san phim va cung cip dich vu/Service & Maintanance request

Cich 1: Lién hé tng dai mién phi: 1800 8888 22 git hanh chénh 8:00 ~ 17:00 tir thtr 2-thir 7.

Option 1. Call hot line free 1800 8888 22 during office hours 8:00 ~ 17:00 (Monday ~ Saturday).
Cich 2: Giri email vé phong Dich vu Bao Hanh: service(@stiebel-eltron.vn (vui 1ong cung cp rd sb
dién thoai lién lac).

Option 2 Send email to service(@stiebel-eltron.vn (Please inform your phone number).

CONG TY TNHH STIEBEL ELTRON VIET NAM
AT ON’ Vietnam Co., Ltd

KAI DOMINIQUE BRUSDEYLINS
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THOI HAN BAO HANH SAN PHAM
WARRANTY PERIOD REGULATION FOR PRODUCT

Can cir theo chiing tir
Based on documents

Linh Kién va Phu Kién
Component and_accessories

Tur ngay
L . Tir ngay mua hoic
ST TIABAN | areaN KIEUMAY | xuftkho | DgKieh | = | yiohkign
PHAM PHAM hoat Binh chira, bau . A
No Model STE > dién Phu Ki¢n
SKU Products From date of dun . ;
From date Electric Accessories
. purchase on Water Tank
of delivery A0 component
tax invoice or
by STE .
register E-
Warranty
18 205243 DDH 6 EC
19 205244 DDH 8 EC
May nude A .
20 | 209285 | hong da DHE6 EE 30thing | 24 thang 24 thang 2thing | hONECO
21 205246 dlf:m ‘ DHC 8 EC 30 months 24 months 24 months 24 months ACCesSories.
Multi point
22 205247 DDC 6 EC
23 205248 DDC 8 EC
24 205257 FOUNTAIN
is Khdong bao
hanh:
25 2 LA . .
05258 GLACIER 12 thang Lai lgc, van
26 | 207832 SNOW 12months | khéa, ong
dan nudc, voi
A x -
27 | 207829 SNOW PRO cb ngong, Pin
va cac phu
. kiéndi
28 | 207838 l\ﬁf Olfc SEOUD 30 thang 24 thang 24 thang kém(néu o)
29 205256 | Water filter STREAM 5S 30 months 24 months 24 months The ﬁlter
cartridges,
30 | 205259 MAXSTREAM o other
Khong co enclosing
31 | 205879 MAXSOFT M iNox é’ il
attery ... are
STIEBEL excluded
32 205260 HOUSE PS-2 from the
STIEBEL warranty
3 205261 HOUSE ACB-2
Méy bom 12 thang cho
" 30 thang 24 théng 24 thang 24 thang Van an toan
34 232905 H mhic WIS 502 T 30 months 24 months 24 months 24 months 12 months
cat pump
safety valve
Khéng bio
35 205911 CNS 200 Trend hanh:
Méy sudi M-F Chan kém
phong 24 thang 18 thang Khéng co 18 thang banh xe
Room 24 months 18 months Non 18 months Non warranty
36 | 205912 heater | CNS 200 Trend F feet the

bottom.
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THOI HAN BAO HANH SAN PHAM
WARRANTY PERIOD REGULATION FOR PRODUCT

Cén cit theo ching tir
Based on documents

Linh Kién va Phu Kién
Component and accessories

Tir ngay
S : Tir ngay mua hodc
ST e SN £ G SAN KIEUMAY | xuftkho | "83¥MKeh | | pi;hkien
N PHAM PHAM hoat Binh chira, bau T -
o SKU Prod Model STE dién Phu Kién
roducts From date of dun 3 5
From date Electric Accessories
; purchase on Water Tank
of delivery Sare component
by STE tax invoice or
register E-
Warranty
1 205237 DE 35 EC Khéng bao
hanh:
2 | 205238 DE 45 EC Van khéa
nudc, voi hoa
sen, thanh
3 205239 WS 45 EC trugt, khay xa
phong, day
4 205240 XGL 45 EC dén.
May nude Non-
ot tre 30 théng 24 théng 24 théng 24thang | M 7(111';?1) ({n" 4
5 205241 P XGP 45 EC 30 months 24 months 24 months 24 months pre
Water gifts and
heater shower
6 205242 XGLP 45 EC accessories:
shower head,
7 | 205249 DS 45 EC shower foses
attachment
8 202460 DPL 45 EC parts (if any)
for Water
9 | 233225 XG 45 EC lieater:
ESH 15 H Plus 24 thang néu
10 | 205224 T-UN khong dang ky
bao dudng dinh
1 205219 ESH 25 H Plus ky
T-VN
02 years
ESH 30 H Plus warranty applies
12 205220 T-VN without e-
warranty ~ 2
. Khéng bao
13 | 205221 ESH 50 H Plus register. hanh:
T-VN 7 ndm néu dang v to3
ky bao dudng han}';m Moap,
E
14 | 205222 | Maynuge | on S0 HPlus dinh ky boi dich i
R . T-VN L. va Ong xa
noéng gian vu STE trong thoi nuGe
15 205223 tiép ESH 100 H Plus 30 thang 24 thang gian sir dung 24 thang Non-
Storage T-VN 30 months 24 months 07 years 24 months warranty for
water warranty applies safety valve
16 207015 heater EStEIO 8 which are anode drai;1
TREND-VN registered e- tube o f
warr anty, Storage
register for water heater
periodic
maintenance and
ESH 30 B replaces Anode
17 207016 TREND-VN on time of
STIEBEL
ELTRON VN
during the period

using.




