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MEAQR2 DA HEMWBAFGIDMFENREARBRAEEEMNG S
E M EETES R SGT. MBS (L) e LA (2.3 8{TH,
B2, AN SE. B TIEMNTITHENA. SR EEMNTERAELERFHE,
. FEAD . X—FS W ILAARTE 0, “business environment™  organizational environment” 5% “ecosystem of
an organization” 7 &3k,
Ed4: THREEBEGOIEEHMELSTTTFL.
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3.2.3
%7 interested party;stakeholder
Ao e SRR 1A 2 R PRI S AT R A A R RS FE S A A T ARERG.2.D
T BEG2O . FAHE A9AMAR SBFGLH) MT BTH . TS KR F AV EFZEPI-FERAT
ke mEik,
. A ISO/IEC 55 % 1 #84) 150 $hF @ M B F SLoh i iy 1SO T RIEREETHANATRELE
HEz— e L eNdinReEns,
3.2.4
ffi%E customer
RESFER L RRiEE LR, SN L E R It A& GO SBRFGIDH T ARBRAG.2.D
E: ANE . SHREAREENE . SUE AEERCADASG RS HELA ZHENNRNT.
. BIZ LA A B A 00 .
3.2.5
#t7 provider;supplier
RE~HGIOERBREFGCILDHARG.LD
T, o B AR R R AT
B SRR ARN NN,
E2, EARMET AN ARBERRAKN".
3.2.6
$hEft 7 external provider;external supplier
HAG.2D LB (3.2.5)
B Pt A KRR E TR R R b R 30T cfa LY syt vl
3.2.7
Wit Eia4ts  DRP-provider;dispude resulotion process provider
HEEMEEMFRUGIOFHRERGADHSARARAG.2.1)
B AN ST iy T BT R A, EXENET. 8
SRS — MR M ERI], LA F RS S 9 4R (3.9.3).
F2, WRAREHETSEFOEASER GFNRENELN, INLELETEHARAGLE. VAL R
HEFGHALSAR FRARMILEARENPS B 8RR 5 LSUs BIFma e,
3 AMARSETTULZRED QEETH.THRLRTLEER,. Gl ffrfndRs
$®r.
it 4. 7€ GB/T 15013,2009 o (SR G B R E TIAT A RES .
(%8 :GB/T 19013—2009,3.9,% 5]
3.2.8
<  association
(EEFHE) A ARE ANHE AL (3.2,
(#%H:GB/T 19013—2009,3.1]
3.29
itBEEE  metrological function
MTFAEFCHIABERE& RGN ATEAE AT E
[(i#H :GB/T 19022—2003,3.6, L5 ]
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3.3 AXBEIMARE

3.3.1
i improvement
1 75 SR (3.7.8) By TE 3
E. mHELLEFAR— RS,
3.3.2
FHHEWit  continual improvement
LR GIONTERED
ELARBGILDHEARGILDAIENSNEECADE—-THAARHERGCI3ONTRER
(3.13.10), MEGLDAH . FRGILIFFONIEIHEF EHFELR AT S EHEMMO.12.2)
gL 3 {ERERDR
2, R ISO/IEC R 5 1 504 1SO FpF A& MFHF SL b 85l 09 15O R REE T OEMATRELE
FZx—BupEeiesldiing BuE.
3.3.3
% management
HEMEHAAG.2ZDHHEED
E TROAFEHNEFHGLDMBERGTD BELR &N ESER3.41),
B 2; eGP R management" TR AL BAATH R MEMAFMRTHREAN—~TAE—HA, H“man-
agement” LUEK PR 60 08 & 00 et . B0 2 B A2 AR OB LU SR 0 &5 B 38 “ management ™ (¥ 5iF U FF B3 S 94X -S4 IR
. Bl R management shallss =", i 17 (5 1 “top management(3.1.1) shalls o™, FH5b, MM E
FARAT AW EET BRI A W F A1, I : managerial or managers,
3.3.4
JER¥E quality management
X THEBE.2)FEELD
#: ARTETaEERRAHCDAEREHF(3.7.2) LA ERRY (3.3.5 ERRIEG.L) ERE
HOINHERNBOCIDARILTIM/AFENRRGALD,
3.3.5
ER%EH quality planning
ERERGION—F4. BN THERRERGI2FMAELENETEEGAL D MHEXEEN
LIERERB.
B weERT RG89 LU I R M — 254y,
3.3.6
FERRIE quality assurance
EREZEGCION—BL BEATRERRERGLHCHABENRFRE
3.3.7
FERiESH  quality control
REEEQGIOMN—F4 . BATHERRERG.E.5)
3.3.8
ARerEt quality improvement
EREEGIOM—-HSBEATHRREARERG6HMIEN

B RERTTRLRAT XA EN, ARG MR G.T10)E B MEG.6.13),
11
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3.3.9
FEAEAFT configuration management
G MBI B AR (3.10.6) MM 16 Bh
E, AR STREATRGER T AR FACIOEBASGINENFSERREE RGO EN M
Ao FaHN R LS aRNA.
[ A :GB/T 19017—2008,3.6, 5 , EE 5w ]
3.3.10
HX#d  change contrnl
(EARARETEEHHGIMHERERREMN R (3.6.8) FEXMAERS MBS ER T
(%8 .GB/T 19017—2008,3.1.M 5 ]
3an
i&Eh  activity
(31 H B E) I B (3.4.2) WAiR S il B g iy R
(¥ A :GB/T 19016—2005,3.1, &% 5]
3.3.12
IETE project management
HHEGA)EFTHANEY A8 KR GI1L) EHaifdy AT S5HF LR EER
[ f :GB/T 19016—2005,3.6]
3.3.13
HARSBE configuration object
B A EN XA ERRE G060 N EHEG.E.D
[ Y .GB/T 10017—2008,3.5, %5 ]

34 HXTUBRMHRIE

3.4

L} process

FIHS AL FMES RAOM T XK EE R —HE 8

L ARMCENE R RSN RERNERGIORASGLD IR E,

g2, —HEMNAATRItEAEMGE. A2 B8R0 LA RIEdRBG A

EI3 FETEFETU ENE XA LN Ny - R,

4 E8(3.2.0) AN RN TR I T BT T AT L I (.

E5 FREFRESEFRAIISHLETSEGLIDMMR NI A FRIE",

6 AL ISO/IEC 20 Y 1 8540 150 b FEAGEMBHE SL sk ity ISO TR ERER Py A NADRECE

LZ— BUMELXCERNE UBCUBNOGZEHRSE NN TE EiES,

342

OB project

H—dA RN TR EGHAEMABSEEIEGALD. . EIRZXFTIaENE.
MAMPE AR AFEARBERRQ6OMBRGT.D

i1, AT E TS — T B e b A AT A B R e P FOES T E .

2, E—tTEG HGmAMNSE, DEREHETR. FRGIOERSFGIDSEGIILDERFEE,

i3, BIHMWE G -S4 SRS R,

F4. WEAMGLDAR RGNS EREmN0MEeRmETn.

ES: DEEDHZAMEFANE ST ARESRALNRMRE,

12
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[#H:GB/T 19016—2005.3.5, %5, & 1 ik 3 #iEe)
3.4.3

FEREE&ERTH quality management system realization

AL BRSO R RIFNFSMERBEREERGSOMEREGAD

(% & :GB/T 19029—2009,3.1, &% 5 . E ]

3.4.4

HES13E{E competence acquisition

FAEHGLLOMERGLD

[# A :1SO 10018.2012,3.2, 45

3.4.5

BEF procedure

AHTENEHREEGADREUENER

. BRI R IO B AR X,

3.4.6

5ME outsource

ZHAMT AR G2 RMMEAM MR TR (G.4.D

E ARSFERERA LM EREREDEEMN AR TERE S,

B2, R ISO/IEC B0 55 1 54 1SO M FE BUE 09 BHE SL b 53 1L 09 1SO 4F 5 0k 7 850 oh 094 T AR R B G
HEz—,

3.4.7
4R contract
HERAm L
3.4.8

@it F & design and development

HAEEGODHERGEHH A ILTEIEANH RN —HERG.4D

E L BAARHAMTFRHANER Y EFREOSR. SEAMTTMFLSH GO M ERMEE, TTELR
FEEAEANATEFRAZ, A%, ZLERUSEC0DERE, E—THEGLDS, LA 2
ikt FF LR,

2, fETith, 8117 design” F “development™ &5 R Ti “design and development™ 77 Bf AL IR XL f, 77 B4 F AL 24
it E M AR BT B, TE I b, 18 “ conception™ 1 ¥ développement” 5 A& i “ conception et
développement"f B JL B L0 . ATB A FRE B RT AR LN AFRE.

H3 e RO R EAESETD. FRGIHOETRTFL BECINEHRNTFEES BT
F&].

35 AxURMARE

3.5.1
fKF system
E3
HMEAREMEERN—NEE
3.5.2
HEEHi@H¥  infrastructure
(ARG LDETHRLHHRE &R CIDHREGSD

13



GB/T 19000—2016/1S0 9000.:2015

3.5.3
FEER  management system
HAGLDBEFHGSHMERGIDUEEEXLARGTRCADMHLRRIHEEE
MR —HER
1 — M ERERTMHA -SSR RSOGO M AT RRFATHE,
F2, MHEEERAARTHASMASH HORT Y. K. E7. 7. 06 A0 22, 04 U ASEEE R
wt e,
T3 FEEEMEHTT SRS b TR NSRS R NN AT, U AS N N —
PER &R,
4, XL ISO/IEC SR 95 1 854F 1SO R FEAUE M FHS SLeh ity 1ISO FRERGEG AR {RELE
- Framthe ¥ B ERiE | FiEIEME.
3.5.4
FEREMEE quality management system
FRERQGSDPXTERGS.IHNES
3.5.5
T{E3F# work environment
T feat B Ak iy — 1 = 4+
B AU EGRNG S . O FRAMFL M ARG AR BETE RN BTSN,
3.5.6
i+ EPEiL  metrological confirmation
SHEETIRIE & GILO A TN AERG.6DFHEMA—MIME
H1, BT e arfneREcsI) ] shAEATSREALEEGLIN ]I EMENHEE.S
e E A R o0 R R e e, L TR PR GR O A AR AT,
B2, AATEGE &R HIESE A TR R0, e il A TR el
B3, B AERaE R AFRRNE K IFRE,
H4, HAIERATEESGCILOHERAR, FERESS TR,
(7 & :GB/T 19022—2003.3.5, %5 . 1 | B #iEd]
3.5.7
FIRMEWELE  measurement management system
LR RRIAGSHONARTRGIHEHFLTHHEXREATERAN—HEX
(% H:GB/T 19022—2003,3.1, &5 ]
358
7§t policy
M HBEEESGLDEXZMMAR QLM TR
B, A ISO/IEC B0 45134 SO RHEMEHE SL O n s SO FREEEAGMAARATRRE L
$ZE—.
3.59
FERFA4  quality policy
T RM3.6.2)HHE3.5.8)
LA ERFFSELGLDNEFHHI—-BLTUSARAERGSIOMES (35IDHE—E.F AT
BREGGLOEEES,

H2, AP REARRTARERMT S TEER AL,
14
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3.5.10

E& vision

(A MBREFRHFCLD RGN AR G.21HKERES
3.5.11

&€y mission

(HEOHHBSEEFGLLDATMERSGLOAFENER
3.5.12

i} P& strategy

LMWL EHRG.T. DR

3.6 BXERMAE

3.6.1
E4E  object;entity;item
MR AT
S RGBS GID . ORGAD AR 88321 KEIL]).FA
. BETELOON(GD. — 6280 . —FE. 080 B9 A G S8, — T F DR e (n.
RS,
(¥ f/.GB/T 15237.1—2000,3.1.1, %5 ]
3.6.2
FER quality
BEGLDH—HEAHEGLDEREERGOMREE
g1 ARBERTHEREFE RSN 0.8 FREREE.
B2, “EAOL R R TR ETE&GE I,
3.6.3
F4 grade
INGER R AHIE A B (3.6.1) A B R (3.6.4) B 09 4> A5k 4 0
TH LHARE MR TR SS,
it ER R ERERGASN, THA N LR,
3.6.4
E# requirement
AR A GE N RS e s LA B {7 AT R ek 1 e
2L EYRATESARGLDAEEFGLONMM S - . FYEOTREND LR TSN,
E2: AEERESRMNER M. EAXERGLOTME,
E3: fFEEREAREE R O.FRCIH TR . ARFEGIHER HEGLOER . ARERG.E.35),
E4: RTHRFEGNE AN ACEL,
ES AEREGOEERRGLD,MENSESETSEFEININR. AFAROTRVROTRTH NS,
E 6. 22 ISO/IEC TR 551 854 190 $hFEAE 00 4F SL oh &5t ) 15O 92 P % 45 ok o o 3 LR il B 0
RZx— B LB el ot 3 Eirs M E.
365
JERER quality requirement
¥ TFHERB(3.6.2MERG3.6.4
3.6.6
ERER  statutory requirement

ALIEYURUE MR FHER R (3.6.40)
15
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3.6.7
EMER  regulatory requirement
SRS TR I T AL B3R Y fE R (3.6.0
3.6.8
ERERPESEER  product configuration information
%GR (3.7.6) 3 EH BIE.8.12) ETHEHNERGEOIIEITE
(8 H:GB/T 19017—2008,3.9, 85 ]
3.6.9
A &# nonconformity
AT
KIFEEERG.6L)
i, A ISO/IEC SR 3% 1 864 (SO R ELEMEHT SLeh 8y BOMAEFREEPHEMATRELE
HZ—.
3.6.10
RS defect
5FUREELE FEA KT 5#03.6.9)
H BARESFASNSSANEN LA IEHEEAR LS FRCIOMBSCINIERE
EiER
F 2, BEG2405 DR TPIMIET 2268 (3.2.5) IS s s e e 0. mMEEE M.
3.6.11
&% conformity
e
THRERG.6.40
1, fEXE S, “conformance” — i A E R LA EFRTREN. fEEIGTD, “compliance™ L IL[E X 6 AR
B .
i 2, B ISO/IEC B0l &5 1 #04) 1SO M FE AL MR SL &5 il 9 ISO TRIEREFETHAMRTRELE
XZ— BPMELCHSETEmE 1 HNE.
3.6.12
i€ capability
BHE6DEMEHEERGLDMAEHHG.7.58 A
B, GB/T 3358.2 thEy @ Tt Sih R G bR T,
3.6.13
WiB#tE  traceability
inE w36 DAY N Y SRR BT Ak { AV AE D
B, YR mES D, AT R,
— TR R
—mT eI,
—PFREES NN MR,
i 2 EHRSEEE D, R ISO/IEC W 99 THJEX.
3.6.14
T{Et% dependability
FE 7 BT 5¢ B ALE BT e
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[# A .1EC 60050-192, %5 B HE1R]
3.6.15
#]3F innovation
FLHBREH LSRN B REREHG.6.D
B 1 LIRS RO S A MR AT,
2. fmET A nEES,

3.7 HXBEREDHARE

371
B#= objective
BEBMER
E: BiEFTLE S m AR REREDN.
F2: BIEHFEAFAMSR(D MAe PO SESHmREA B0, TR TRRAMENR (D, g
0. AMGLDREN FRGADMN. FRG.LE RGN,
H3: TRRAA SR A RMERASR B ENREFERENYRRAEG.7.2),.80ER
JEHA AT 2O e iR (I : H i B2 SRR,
E4 EERFEERCGSOFET ARCLDHENRERBAFGIDSERFH5.DORF—, UL RIFE
MR,
E5: WA ISOEC T 3 1 84 150 3T RE00FHT SL ey 09 1SO TR M RARRE P 00 HIAR S O
LZF—, FELemaeet 2 mns.
3.7.2
REEIE quality objective
(T REG.6.DHERKRGLD
B SR BGATRKIEERGLDMNERFHG.20OHE,
EF2: AN ESACLDNHXRE. ERaERGADAHMERR IR,
3.7.3
FLIh  success
(A EFGI.DMHER
E:- A4GLDMREAnEEle S SF M SHXF G2 R2ZMONEH. MXFTLIE.AE
(3.2.0), il BRF/ZHBHFHAID ARAHAR HF G5 . SFKEMEDEMEEK,
3.7.4
BT  sustained success
(HEDE—BEM AN AGESMETIG.7.3)
EL REROSEMaRGLONSFHNESHeNMEERaMTRZAMNTE.
E2 AT AR AEEN G, B BRGAD AN AN AR . BAGLH BT B Ok
fEE 4,
3.7.5
M output
2 (3.4. 1) B 1
o  8OCG2DAREEFSGINEEBRECIND BT EESHEG.I0LD, M. BERHA—taEL~mn,

ke ST WA N RS . TEF ISR IR Y TL R T 6h o T TE RS LR 32 AR IR SRR DU I A Y — Y
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3.7.6

=& product

EASAREG2NZEREEEMESAHET  ARG.2DESESEMEEHG.7.5)

F ERAGLHANEEZA AL L EXSOIE F TSR masEr, G, 4 REMGEE
pf AR ESRAFGLDEAR.

F2, AN CROHEETRLNAEN.

3 EERAT TGN IR LA H A SR (0. D G 0 D . S RE N LTS LR A et (A Y
HadcoR), BAMEREHESE RIS, KIFhMSCEDHER. B R M TR EFE .
T BeiE L MRE BETE AT RIERAER CHEERED,

3.7.7

5% service

EAH—-DEHLFEARG2DHME(3.2.4) ZHETRAHSEEE (3.7.5)

1@ ASFNTERRLLEN.

g2, i AFUASEACEEINED. B TRAZEENERGLOUEERES TEEQESEFEL
FFEEMI GBI ST SR o AT L ERS SE MO R RED F.

I3, MEoRUteiEsik . Flin.

—— R E LA B B 7.6 G E B LT R R A £,
e LA T I A S S B M A 2 ) ERT ST BN TE S
— T = 0 2 M Ui iR B I Ay B (3.8 HR].
— R B HF O S F N R MEE).
E4 iR EFhEFHER,
3.7.8

#% performance

A 4 it 45

B BT R RO s SE PR AR .

E2, BROEFAFNGEILD EEGLDARGLD.ESGLDMEBEGLDRARGLOHTEGLIY,

i3, B ISO/IEC SR 5 1854 1SO b F 4052 005 F SL iy th 69 150 TRER R THAARBRELE
Y- RynELE sl 2 BENE.

3.7.9

LB risk

B SE R B2 T

o PR PAT R F =i B PR E AN i) (e i

B2, ARSEL—BESTE AL SNARRTREEREZANANFEMAELGDNNE.

33, W, B L AT N T B MR (GR/T 23604—2013 iy 2, 4.5.1.3) S R(GB/T 23654—2013 Y 5E
L A6 LDEFEF NS AT,

B4l AR RUESTENER (RETRMNEE RICLZEM T REEE (GB/T 23651—2013 PR L, 4.6.1.1)
ipiCeg S 3t

M5, YHEY"— B e O TE AT G S A AT R

6. XML ISO/IEC B0 45 1 #84) 1SO A FEELE M9 FHE SLeh i ISO RN REETOHAMATRABELE
RZ— EUMELCSAMmE s BHAS,

3.7.10
¥WE  elficiency
IR RES AN RZFE LR
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371
FH ¥t  cffectiveness
SERURRI BRI RIS B

. S ISO/IEC S0 % 1 854 1SO A FTALR BYP T SL b iy 1h ) 15O TF Rk R drvEp 0l AR T R B0 52
HZ—.

3.8 AXUE.GEENXHENRIE

3.8.1
48 data
KT EEG.ODAYEE
3.8.2
(&R information
HEXHMTBG.LD
3.8.3
EIIEE objective evidence
P ERHIIT M EEGLD
B, ERTEETAM N HRG1LO 2R GILDRILA T EED.
B2 AR AFRECLBDAMHERES. Rh5FH2GILDMAXMNER3.6.10) FEFRRILHES
(3.8.2) FR i IR 3+ FT O 3E
3,84
B R information system
(RRRLEFER (R R ) 4R 41 (3.2.1) P 7 4l S & 349 i TS 201 44 6 5
3.B.5
Xt document
t58(3.8.2) B itdRik
FH iR (3.8.10) RIE AT RE IO R 3 R,
i1 AT BN L P MR R AR SRR NS,
B2, —3MF. mE T S A g 2, 200l 7 BB 8 “documentation”,
B3 NEERGEHME RN R ST AR A ITIAT 6, 1 54—t S GndsiT 2R M ER) g F& (n
AR AER) HERTESRNE.
386
BL3 {88 documented information
ARGLDHREHMEFHERGA. BIHME
E 1 B ERTMEEf TR MRS E. AR A EAREDR.
E2: AXiEnwai.:
— B R3.5.3) QLT EG.41),
—HMPESEENED (R
—ERERMHEL[ERRGIN],
B3 G ISO/IEC 2] 8% 1 #24r 1SO 3 A E M EHE SLch &y i 0f 150 T RE B 430 b 0l AT R E O E
x=E—,
3.8.7
i#M3IE specification
[ ER (3648 $(3.8.5)

FHERFHGLL ERTHMGED HARE. BAF AL TEH,
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H TS Esa X(m8r it BecCADEENRIRGUNOARIREARGT.ON XM FER
R R ME .,
H2: HAWIUBRRER AT UETEHTRFECGADTEMNSR, AR, EXENET AR ATEENZR
(3.8.100{# .
3.8.8
FER]FH quality manual
HAHGLDAERTESRGSOMAIEG.LD
B 3TEmE EaGLOMREnY AR . IRFAEIISEENSERZFTTLFRRE,
3.8.9
E|it®  quality plan
RHFE A (3.6.1), BUE dy o B feTad BF AT F (3.4.5) FAH R DR TR M MTE (3.8.7)
Fl: xRt R RN R GINERGLNUEFSGITMASGILDEREMAR,
2. EH ERHHCINERESGEMTANRTINI43.85),
EI3: AR UETERRRMGIHNERZ—,
3.8.10
id® record
¥ O8] 7 BELAS % 5 L 42 0% BT 5¢ WL 3% 3 (REE 4 B9 3 5 (3.8.5)
L ERUMFEAMNTEIRE(G6IDES, FFATEGL 1) MEEBEGIZ DY ER B G 8
L.
2, @R ERRTFEEMMER,
3.8.1
ME®®E{t# project management plan
HEHETEGA) BRRG.T.D AT I E 3 4(3.8.5)
H. DTHTE R L a3 M R 81 (3.8.9).
H 2, E e, S AR HEQERIIMNItEHY . My ANEE RO EE. BN ARG EEE.F
BiotE GRSl B (R TR Rl
[#5&.GB/T 19016—2005,3.7]
3.8.12
B4iF  verification
M ERERGANMIEERG.LAOEHBTERMIAE
1 BEFHMERESTULARROIDSRRIABANMZCILDER O 2R FERTHITAXE
(3.8.51 iFl.
22, AREFETHESIHHERIEESRGALD,
E3"ERE"—FANTRNHEERNRES.
3.8.13
ik validation
B EERES G M EM TN AHERTHERG.HEMDIHEERNE
E: BTN ERESTUERRGILOSARIAEANRZCILDER oL ELFTESTHTRXHE
(3.8.5) ¥,
H2, “BRIVT—AMTFEAHEMHIRE.
B 3, ERiAETOE IO AR PR T LS SRR R AL BT
3.8.14
HAWEA{EE configuration status accounting
S =SB ARRSHE B (3.6.8) LI W R AR T 1 HEAE T R a8 ORI BT B A E RIS R AR
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[ H.GB/T 19017—2008,3.7]
3.8.15
$EWR  specific case
(At R 81 (3.8.9) MR
B, SAEATRE S TREE GR/T 19015—2008 h 3 B(24.1) FRLT . THEADRSAGAN"EL
thE.,
(I8 B .GB/T 19015—2008,3.10, 25 , iE & g 5]

3.9 BAxXRMEMNARIE

3.9.1
FEi% feedback
(FRE DM ERGI.6) REGIDELVFE R GADHERL T iFER
[i% f1:1SO 10002:2014,3.6, 25 , RiE“BHF " EEEE L 4]
j.e.z2
EIEEHE customer satisfaction
BEG2OMIIMBOCHM ERIEMSRRE
F1 EFaGIORRSGINERZ. A8 G2 AERTHREFHNDN. EEBEFOELEZ P, AT
ERENAEFAE. IENSCERENEEFRENNR AFEATRIDLIRTHMD,
2. RIEGODE—HIFERERMN RN LARENR, ADHRFEEF - RNERRIAE.,
E: PHEAENEFERCGLOTGEFABDHDAIARE LR —ERREFRENE,
[# A .1SO 10004.:2012,3.3. %5, HEE#HEMN)
393
#i5 complaint
(BERERE&T.6) BEFGINNBFEETE G4, AN HARGLDHARE, Xielk
7 O] s A 0 410 30 O AT o6 W (] R
(%A .ISO 10002:2014,3.2, %5 , Rif“M %" C Q% EE L]
3.9.4
FIZEAiR% customer service
EFRGIOHTERFEI.DNETHFHRAMAELCLDEREG.LOZAINES
[i% A :1S0 10002:2014,3.5,. 45 . RiB“MHF "CAFEE L]
3.95
FEBTITHMIE  customer satisfaction code of conduct
HAQLDAENMENE(3.9.2), A 470 M B F (3.2.4) il # 7R 8 A8 L 1E
B AXRETAE BEHEGCILDEF BN KAERGLDNREGDLRMER(3.4.5),
B2, £ GB/T 19010—2009 1 , RF“HAE"H FRBBEBEETIEL .
(%A .GB/T 19010—2009,3.1, %5 . FE T E #iEZ2a)RBEME". - AE 2 E Bfsd]
3.9.6
i  dispute
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