ICS 03.080.01
A 00

e A B 36 R E 5Ok

GB/T 27922—2011

Evaluation system for after-sales service of commodity

[ -

2011-12-30 &1 | 2012-02-01 3L 18

PENRSEERRREERREELR , .
O E K A




GB/T 27922—2011

o ol
B

W

%iﬁ............

AL XS
*%fﬂi}‘( ceseeseeenee
-‘ﬂZfﬁ-Eﬂ“ teestsasecicacacsaane
ﬁpmfgﬁ ciecceasccscsnes
FRMHREF e -

N A DN N e e = H



GB/T 27922—2011

Tl

]

FARHER IR GB/T 1. 1—2009 £ BN

FindEd P EBLRGSED .

FHREHFTEARKMERSBHEO.

FirMER AN P E R RS SR AR SO AER AW R FAED O P EAE AT 4 8 K
FH REKABRGBARAR HILTIREX RN MBERHEARAT T RENEHBEHERR
AT T HPRERBANEEARFRZARAA K PRELAHRIREROGARAD  EREBRAAE.
FEXZEROARAFA EBEREAGRAF IHBEARKERARAA LK S WG+ 0BG
ARAFA WAPEREKETEHARAT . RKEREZRFTRA G AR EBREE IR LM EER
BROERAA SEEXEAMGERDARL A LHRBERXARAH.

FHEEFRREAN-EHR R EEE EARR W HEE R REE S E AR,
fRAGKR L HYL AME . EEE GBI RXM BRR.BF.



GB/T 27922—2011

BmEERBEMER

1 3EH

ERHERETHRESEERF PN EROELER, QHRN BRI ESETERNRE.
AR HEE T AR AN (A58 =il X8 )5 R 55 K #7940, R L B )5
MEEREMRSE,

2 MIEMSIAXH

TR FA AR AR BATT SN . AREHANSIAXH, NEHRENEEERTEAX
. LERHEH BT HXH, KEF A GERANBEEERTAXE.

GB/T 19011—2003 [ &M (FO F 5 E AR HEHRI (IS0 19011.:2002,IDT)

SB/T 10409 Ml Bk 95 b Jo 2 3 & BE B PF AR T

3 REMEX

THREBRMESGE BT
3.1
£5R% after-sales service
FMBEE LR GRRABERZEE > &ITH, TRENEGEILENRS .
F: EERFVEERERFLUTHHE:
1 BARSITMREMES, FImNE B SRR R E;
2) ZEHMGEBHBBAEFEERBRTSROES . AMER . LE ERFHSENE;
3) HRAERPRMNES.FINRE. BE.EE. AR G . RERMEE;
O ARBEERBREERBEXREZMTRAGES . PAMEEEEE . RERE . HHEAFRERES;
5 LARNERN, YBEFREHXEENESD . FINFSERNRES AARRFXAES MEREEE
BWE HREES;
6) EHESGRITMERY EREAA SR LRSS HE S, MR B S HEORE.
3.2
EREREEEIF after-sales service management professional
A A FINEREROIAIFNHEZE RSB KEEERFEARMBRLEROERAR .
3.3
TE¥H R auditor
RERERE NFTMFERZLAR.
3.4
4 evaluation
YR VR RS O S T A R R
3.5
FE#r46 7  evaluation system
PAXt EHHTIE N B KB IR R G TR SRR BB RE.



GB/T 27922—2011

3.6
EH354r  evaluation index
BkK . aIZH . THENTENARE.

4 FEHEN
4.1 AEH
TR A A IE, HF GB/T 19011—2003 45 4 EMER,

4.2 FrEEH

5 5 PR LR RRSEE Y, 8 R G R JT , BL B A B4R BT B P (RIEBIE B = i
B, ELBZHFEH N, BBIRFASENE K.

5 F#riEeR
51 SEREKER
5.1.1 HAAzEiy
5.L1L1 BUSBELITINFEERS LEMNTI.HE4ENREMIRKARE.

5.1.2 RERE.RFNAESHRAEEXR, BB RS ESHTEREH.
5.1.1.3 WHEHIABRREZLRIMEMA.

5.1.2 ARERE

5.1.2.1 BREMIEE REFSRUBERFIFHNTFKFNERERSERILFAR.
5.1.2.2 ERFEBARBEN 0N EEEERS ETEM, AHENEE RS TEOERANEE R
FEBES.

5.1.3 HERE

5.1.3.1 NE#XENZRER, FEEITESNTFERNTINERHER.
B: YR RRLAERHXERFAEN RERBETIER ANEEESE RRE.
5.1.3.2 &ERSALMBEATRIE, Lk
a) KIARIFMSF LW ARSI F AR KD 6835 A RIFEFREMES,
b) IR E IR % A I 5
o) AHEMVHR.ER F AR TAFILE.
5.1.3.3 HBERFSFASNREIEREHE, Rhals.
a) PAGHFMF T
b) HERFEK,.IMBEREERLE. . KLRBEHEE;
o BEMFEESHVIFEMTR.EHEHE.

5.4 MBWER

5.1.4.1 SrX&IE AP BB 00 S R , 2 4 R A R BE ARV, DI B 7 A/ IR W B IR BE R 3T
AR T BRI 3 LU XTI R KB, T B e 8 W8 )5 T T4t .

5.1.4.2 HeBERFMEBERMNUFHEREREBEANER FERATT#H.
2



GB/T 27922—2011

5.1.5 BE

5.1.5.1 BWuRFHEIM, HEMARAK, KELUEERSRENEHETE .
5.1.5.2 DEEABEE,. REBIESTRS Bir, 3688 AR BN R FNISSHRERES &K
#H.

5.1.6 Mi#t

5.1.6.1 & .8 . REFVWNIZAERENTHELRBIE,  HEHSERERS KRBT AN
Buk.

5.1.6.2 XEEM % h R LUFEIBIFRE, R A XN REFHRBIILBEL WA STHIEM
%i.

5.1.6.3 EiEFKIAT KSR ELREBEIAE.

5.1.6.4 HEBRFIFEMTE, ERSSEK ITIE XFERENBETE.

5.1.7 BRI

5.1.7.1 AWwHERSEEEXNEERS TN EE, IR IER THRE.

5.1.7.2 MHERHFE BIRgUKHuL RS, RF RBES & S5 REF . AEAFRASEFH
MR P FR R —B L AP R A BE .

5.1.7.3 ST AMHSARBBE XAREDNES , ERARGBEEADNM O,

5.2 Bmk%
5.22.1 BmER

5.2.1.1 HMBRARE FERNCVIRGAEXES. ETBERAMTRE.

5.2.1.2 BmMRICEPRAREAREE REEHEARERE. XHNETBREER, & £3F
AHEHRAEXRAEER.

5.2.1.3 HMBEWSEHOREHR . EBER . TEBHFNZRRAFES.

5.2.1.4 PRBEFERELNEE,NENG EMEZLER R ELERFER.

5.2.1.5 EHMREHERKEGSATHLE, XM EABE.
H . RGOS B RS U R R .

5.2.2 #HRIK

5.2.2.1 BTN EH LR RE RN SRR FEIRSE.

5.2.2.2 {RYEH BT 60 BEATIE S RBUE S, B OF UL B K G D .

5.2.2.3 HERSAZCANIBEREREHERBARIIEMSE . M THRRERNE G, MIFERE
MESR B ARG REHB O RTERS .

5.2.2.4 HIKRRF TP BB i, B B XA XM E 4 BBOR R,

5.2.3 R

5.2.3.1 FrfWMMEENEE. KL, BETEHREN.
5.2.3.2 XFBRFE PR R (X e m R S .

5.2.4 4
5.2.4.1 HERFFMSAMBRFBINLHEZAARRBR CAEFRY .



GB/T 27922—2011

5.2.4.2 HEREBEAARERREQEBORERS .

5.2.4.3 MFEARPEEMATEAMER ARITHRE ZRBRLTEBHREEF RS HE, R
B TR 5F 0 BF ML RGBT R,

5.2.4.4 EBMXNEBTE . REMSHETRE, RIEEBRS HIERHET.

5.2.4.5 {RUER & 4B 5T 0 T 900 FIBC 1 A B B DA e B kB

5.2.4.6 X THRBMAMEBK, 5 EESFIFEERE BN E K, T HBEREHNARAR.

5.2.5 BRRiE

5.2.5.1 FrEWRERNASERMEREARRMNERIRE.

5.2.5.2 WEEFUWRNERMARBHETSERARAZHER.

5.2.5.3 M THRBMBMES NERKEXRMEN BB, W% GE0Nrgm R R RS R
HREDY R BIBSE , L e m B & WR .

5.2.5.4 7 FEAE BRI R L BEME AR R B LR (B AN - BE (45 P R B IR 5 S B Bl st i T B
T B 95 v T <) I o7 S S 7R o A [ L At b B AR T O

5.2.5.5 XM THEEMW, NESEF R, R ZRHBE BT L6 Wk GBR.EEERST, H&
ERAXME , JAT AT I .

5.2.6 EFwHmEW

5.2.6.1 MBEEFWURRFAMEBOEXREEER, HRENTEELMIFARHER.
5.2.6.2 BERHFXRLESMARHEME, M EFHRETERMLE.

5.3 BiXR%E
53.1 BEXE

5.3. 1.1 RUFWMA . HH.RE.RF.FHEADENEERREE, BLBERS #ENFYh
O, IR FZ AR,

5.3.1.2 # M. A58EREVTEMALT  EBRUEELRS .

5.3.1.3 BVEBEFEERMTEIANRSERRE, B8 A BT 0 & 68 FH 1 5L B 37, 3¢
A BEE BB REEE.

5.3.1.4 EFFNTEEHEEREGEEERSFHEERE ANERBEEER. BEHEERE
A[ 2 #8 SB/T 10409 $47.

5.3.1.5 FEHNBEFREFH X EN ES RS HEHRIES.

5.3.2 IRAE

5.3.2.1 LB RBELF  BLRENBRITHE.
5.3.2.2 EMEBRALBBERN, HFRMRBELVFF.
5.3.2.3 EEHMFAMBAR AN RREFGHET RO L 3R K RFTHEOEE.

6 FHWARSHE

6.1 MEER

6. 1.1 KEAXGREIFRES RSN, RARETIHFRDANTRETI, B FHFRAR. £

IR A9 TR BT B 85 )5 IR 45 B BRI 24T .
4



GB/T 27922—2011

6.1.2 W¥HNAHHRPHNESHETREER . BEWT BERREAREEMNAE . BHEAHE
KSR .

6. 1.3 VF BRI AIPE M AR E A T AR LN M EER . SRR &5 RS KX VR4
o7 7E A6 G147 L 96 B 1T

6. 1.4 TEHHE WIS R A B BB 1Y IR &5 PR AT S5 B i, B AR 38 4 b Sk A RRAE, B U R W K BE AT
R,

6.1.5 WM RAXHAEMRGAEOT . EFEERXHRCF. R TEAR RERSG U
&%, Bk GB/T 19011—2003 i 6. 5 ME W H EHT.

6.2 ES

6.2.1 MRBAIRHEHATTE G RS IO, X & FE R RBOF Ik, 34 100 4, B4 G IR
SRR 40 4 AR ST 35 4 LA MR % 25 4. VAN RIRIBERAE B R R EIRERE 9 E 4 18
PR SRR

6.2.2 AIRELHIESHERER, RE 1. EXFEFHN S IRERFERTWERFEH LA,
204 £ £ BE 3R B £ M % L s R A (B - B 2 R 3 B R L DT 7 S T AN S PR B 1T LA R X L3
B . BWAURT 5. 2 PRELKEERERARS HERTAS XN E , TUABHERREESERE.

®1 BERERERGHEERSER

BHKXE s E =1 vigil
HARH 4

ARRE 6

HHEER 6

ERRFEE 40 MBER 6
iy - 7

Bt 5

i 55 346 6

WRES 6

HARZH 6

R 35 e !

#15 10

FERRIE 7

B2 7 ¥ o [ 2

B W5 25 BEXE >

Evaiidiig:] 10

6.2.3 AR ASUTREUNEER:
a) PIFEME BB EANAFSTENERNER KT, — BRI EEHER AFE Nk 4<
FoHE.
b) BIEEMRENRBYMERRITEESMIEIRE (0. ARTER . BH ITHEE RMFICE.
BHEEE BHIFRRERS), THREAF S AR 2HE.

o) EIRUTFHERER=4E—-TEHNMAT - AFAEREE EMNER: AFE U HTRRSF
5



GB/T 27922—2011

FERER:ATETEEVHNERER:NBREFREESTEARENEL. 8523
EVMEZ SN 1 4, AN #TER L 4.2).

) EFMLIBETRALLEERFHOFANEN (B TERER BRANERER, L THLSA
SRS, WA 1 MRS, HRAA AT 1 4.

e HMBELENLGE 2.2), KERSEFEGTHE. BRHZINSELSNERIT BRI E.
WaH BT ER - Fr=ERR3/P R 4E X100,

6.3 HHER

6.3.1 HIEFSEFEELUEREREKY, FURAARIKMERBRE.
6.3.2 WELEBT0HLULEGE 70 M) HEFERENBBEER. 70 H4UT, REHMHTED 5 UL
(& 5, HEH R A,
6.3.3 X FEABB 704U EGE 70 4), HESMATET 5 AL, HBUTERFETEHN
R4 -

a) KB 70 HLAE(R 704D EREEE RS

b) AU E(E S0, ZERESRE;

O B 904LEGE 04, NEREEHEE;

d KBS AULE ISP, EEREERE.



(1]
[2]
[3]
[4]
(5]
(6]

GB/T 19000—2008
GB/T 19001—2008
GB/T 19012—2008
GB/T 19013—2009
GB/T 19580—2004
GB/T 24620—2009

g £ x W

REEHEER EMAARE

REEHER BEX

REEE BEWEE AS4BEFES
FREHR BE#RE HALNESUREEHE
HBSBOE RN

WMEHERESN ZRHRERK

GB/T 27922—2011



I

o AR X M H
H x # %
AmERREENER
GB/T 27922—2011

%*

THEHERELEEEBEERERT
fEFTHHE AT HEG#EH 2 8(100013)
FEEH B K =2 E L4 16 5(100045)

Fik www. spc. net. cn
BH.(010)64275323 RF7.0>:(010)51780235
T %% :(010)68523946
R R ES SR B
HWIEBIE B

*

FF7 880X1230 1/16 HIFK 0.75 ¥ 14 FF
20124F 2 ASE—M 2012 4F 2 AS—K AV

*

5. 155066 - 1-44263 Eft 16.00 7T

GB/T 27922—2011



