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;2fs:;f'ff-11f:/:!i H~ GB/ T 1.1- 2009 ~ .±,H{Jt..![!J!IJ .ffi\~ . 
* ;f'ff- Ht Iii~ 00 nR ~ ;f'ffi rf,ldt. tt * ~ 1n. ~<SAC/ TC 264) ~ ti:\ :tf V.3 i:J • 

* ;f'ff- ,fli ml 1fi !'ti {t: , r:p ~ tff- tfHt. Wf ~ r!1l , ~ * rn j:m 11:[ ~ ~ :EllL~, mi J1fi iJ: ~ , ~ * £ ~ i!Jl 1j1,: ~ f" 2lt tlJ- iJ~l ~ • 
*;f'ffi,t.:t~.ffi\1fi:A : fi!7j(fil:, Jt 00 ~, W WJ~iJ ,~:t<. ,I *,* .'if,~i'1J, ~lib~,* µffi}JI- ,;tm;'lJJ, ~ ~ , ;!=t1* , 

~ ~F- , ffr ~H1& , :XIJ JJC 
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r11J x 14:xt f * x 14 ~E\Zm :i: :16,;i:;i:ff j;' El9 . JL:i:71 s AA a9 51 m x 14, i£ tt s AA~ Jt!R* ~m,:: * x 
f4 . fL :i:7Fii s AA ~ 51 mxf4 .~:m:ffi fi&* c ~tf.Jifi ;;f;f ~f~i&!!i)~ffif*Xf4 . 

3. 1 

3.2 

3.3 

GB/ T 19000- 2016 ~:@:"'f1.1J!f4q'~ ¥1i:J:ln*ifi 
GB/ T 24620 M~*f$1f:1=.1li1J~~ .911J :Slf J;lii:rill~~~>R 

GB/ T 34417 M~*f~.~.03HJl\fr£ 

ffl~ organization 

7'1~:fJ\1 § tffi, EE M~ ,1JH~l11ffl1L~*tt.J)J)l ~ ;!lJjJ~~a~- ,t .A~-ffl.A . 
it : ~ll iJl (t{J ffl2~ :ff,, {El_;;ic:; IIN =f 1-\:J.:!1! itli , i~ 'ill .tn f,l'I , ifti"fi , 1i?: $ ~ it'-{u. , 1'r i& tJL;t1g, '* 1J i~ 'ill , #ti:? ,~ t"itlLff.J !i.x f!lf ~ 

tJUtJ , i!JU.:. :i£ !ll iJl (fJ t}[) ?t liHll '* , x it:&~ 1':I r! .A. ill iJl , iH'i (fJ i!Jt fl, ::ff ft{J • 

l®i ~ customer 

~~fiJ$ E1.x;;y~ ~l[\~sll:7'1 ~t1Ht~a9, ~ri:(~~31< ~1:!:!i ~~ ,f.11 ~ ~Ii 1. C3.3) B'-J-1- .A!ix ffl~ C3. 1) . 

5f- f§IJ : j[H-1( ;/!;· ' ~ ft; A ' llli ~ 151! }fl ff '~ fil itli ' P'I til i1 tt\ ff{J r" ,fl, TI.X: JIIHr El<.J * t& A '~~ff l11 * W;r1r O 

it, R$~~~ffi~ ~ -(fJ~*B(fJ . 

~!RJ. service 

~j;'::ru - Biiffi ~ :16,f&rr ffl~ c3.1) fr:I l®i ~ c3.2) z raJ uHr m~ c3. 1) ~tfitr 1±1 . 
it 1: iffi•);i• ,/Jfii*(l<J.i:~~~;l?,:;Ji:J~a(J O 

it 2 : illl 'iii", /Jlii * § ~ ~j &$ :r':E * M fm ff{J n1i i}J, r~ T ljf(J JE)iijj ~ (j(J~ ;)< ~ :JtH!t/Jlii ~H·~ , i:if i'i~~ § :ff, .!::j /PJ$ ~ JL :f'Hll:; (t{J j( 

*', ~n ,tlHr -~i-t-irrri•~rnr ,l!Jt0;1:!;~lltR c:im , ~ts<:l!.x~IDt>1$ . 
it 3, Jl~*f1g ~ f~~ i'iEitv.& , f9iJ:!111 , 

- :t:E&$ m1:ita<i1ef ~ 1" ,fl, <:!!11~1.1~ r1t1~ a<.i rt{$> ..tffr1i: Jvt a<1 rliisi1 . 
- :££&$ m1:it(l{1xJ~ 1" ,fl, <:!la JJ ,1E1l\-Wll:il. l'F' ffiit'-JYr';I;; (1(1:Wt~~> .tffrn:nxa<1 n1ii11 . 
- :;f;j~ f'"- ,fb (j{J 3( -1-J ( :!ill ~l i,Rfi;~1f ftii ff{] f~ ,~, ~i~) O 

- :J-1®i~fN~* f'lll <:!!n:rr~-tt;1<111jr,tf) . 

it 4: iffi·);i· ,/Jlii*F~Jiife~fili:~ . 

[ GB/ T 19000- 2016,JE.>( 3.7.7] 
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3.4 

3.5 

3.6 

.ffltA quality 

g~~--~~Mtt•~-*~-~. 
il 1, *i#"J.9i::hl"nJilEflH~~i"J-*~tffi .~n ,~ ,:!ffwti1t% . 
il 2, ·· f81 :fr "<J.t)(1 J.ilZ B4~··j!j1; -=f")~ffifftE -=f ~l*'t" . 

[ GB/ T 19000- 2016 ,iE)( 3.6.2] 

nlH~·.ffltA service quality 

ffl~n••~•iE .~iE~&•g•*~Mtt~W~. 

nlB} '9t.,;, ~ •ti service quality characteristic 

~~*~*~ ,fl~~gf*EI'-1 ~~~tt . 
il : iY,( E;l' GB/ T 19000- 2016, ~ .)(. 3.10.2. 

Wffr~ff$fflmWffr§~.~•~tt&mn&~*~••*•• ••~•*•• ~tt~£~~• 
ft .~, . 

4.2 AJtii~·t1mrnJ 

if-fir~ {i:$.~ ffl, irffr1f1'! riJfi . ;f:§~f°Fi .~,-*riJ *~, riJ iii1t .~ =f 1*11: . 

4.3 ~im111*9!1J 

m~*•• ••.:i::•&m, 
a) R~*~Wlt; 
b) n~*:tt• ; 
c) fl~~~* · 

W1frrtr;t1 If', nJrlc~~Wffr El *ff- ,.xif n~~ a:iii:••*fiffl ~*aw~,*~~ ;J!tfl~ ~ a:iil:~t'!:Jf Mil 
fir • fl~~ a :W: :tlHi-1* * .!A!. llt{ * A • 
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if il Hr :tJ: ;ffi.\ er , x1 *-fflt nR % Jff :W: ~ :i{ 1'.19 ~ Jlll 7J< siz- , * m =rr ?t ?!: ,11- fir , ~ 4Ji: J.1Ji :k. m ~~if fir 1, ?t ~ 1m , 
1#:±\Wffr~*· 

M~~flj l!lr-'=i4t~ti:.!1l:i1:!:fi1E~1-t~:it ,x;J-flR% Jff~~~Jifl El :f:ffifil: , <iEY!IJ fil:, 1M ~~I~ fil: El9~ llfr 
m ~ ~ :f'tJ , n: u t;!J, ~,1J Wr tr-m~ - jl( J¥J f; & T , t lJ m ~ ~ !Y:IJ wr 9.£ ~ , ~11 ~ ~ ~ =r x-t 13 tif\ 1'.19 tll m: , 1~ : H ,w fir 
~*· 

7.1 ilJlifttl~ 

W ff)' ,t 4§. I 11: 1Q :t.!i : 
a) EJJHefhr fir ~J x;J-~ ; 
b) tifrl IE if 1fr x-t ~ ffl :k. B<J ?!: ~ ?ld~ A;r, ,t ;f11 ;it ft!!.~* ; 
c) :Cifij ~ ill' fir 1'.19 111 ~, ; 
d) 1effl1Ei>"fffr~*01iHt9111~; 
e) f]J:Jrefn-W:~'~* ; 
f) JJx fl viz fir I 11:: tll • 

tifrl iE ·iJ!i: fir ti tif\ {i.f\: * Bt : 
a) EJJ'lfo'Hif-ffr~J § 1'.19 ,x;J-~, 111~kWffr~:!ilHf'1ffl~; 
b) tiffl IE if fir~ ~ R Jt: tll J§i. ti[ tif\ , * -~\'! M 1t %11. j]J W( %11. B9 JIWf !-¥ , fix <X ~ fl ~ m flR 9r Jff ii if 1fr IB tif\ 

"**; 
c) m 1$ :HI 3c W J.t ff£ B9 IB tif\ , ~ tiffl E1r 1Ni a<J f* .l~!-76~ n~ ». ;It*~ 1r ~ • 

w 19111 * m * t.x: ~ ~ m: I ft -e2 :t.5 , 
a) E\HIUJ~ ~ W * ~ * m , 1* ttmc t@lfUff1 ·11 ; 
b) IE AA x-t IB tif\ 1* * 1Ni ~ B9 ~ ffl :i1Ht ·ic :srlttfiti ; 
c) Jt fl ft1 ml m ~ w Jff :W: ~ :I1ll ;ffi.\ n , xt :iF tifo IE ·11 :r1r fr if fir , '.§'. t!OC ~ :iF 1ifo IE ·11 . 

~ ~ ~ ~ ?t ;{:Jr , 1! H·\ if ff)'~ ii: , % ~ if fiH'IH~r , i,f-ffr tlH~r l*J .§ml'§ tti f§. :iF r}ll! -'f : 
a) i>Y:ffr:i::J:Wic*; 
b) if ffr~ii:; 
c) 3::~+H±loJ~ ; 
d) i& i!Hr i5l • 

3 
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fl~~ 
H!Hri.it.fifil 

.fil,fil 
!=j i9: f.ft 

:tf,J:fiJ.!.1.: 

~ft ~ A 

OJi!~•ti!lf.t~ ) 

n& ~Ml. ilJl.ffi'ffitr-1* ~* 

4~t;J;ijtUJ1 

-- illhlfi~ ~~~: 
~.ill~ ~"il!n 

- JJ1i:t.H~'.J111ir,IJ/Ji:: 
-t~ fi ,~: J'lll f~'IJ l!t : 

~;t .# 'm' JI.I! il,tJ ~ : 

- A )J r,t1'f!Hf IlJHt1J!Jf 

nu .# ,'fll fill! 1.e-n ~ gr : 
- rn if\ x ·ft .fn r~ :Mt I!J! 1t 

tfUf• HH'1 ~- f.l<'. ilii ffl l.lt : 
-ffj:ff1 1r1 ,- M.& ~ll.iiti'Fr'r1£; 

fi ~ ~11-wl ~ fll '11.J Ill 

,-,.i wr11r ij11: 

-~~·1:>J ,ffJ)'j"iLJII 

- DR*.1%rw,'ffi--mt.k11 f~J~'fkt:l!t!m -'~ ,~~1111.*JH~ ~JflliM*1f . jc~.:;Jc';I;, : 

-- fM( ~f ~ !)( .12t~ . ~ ~ , 1111 ·~I lfo Jfil T. f'F • tlJ, iii ~j; fit f.f ii" I~* if!! \if~ ,J< . ~Ji 11: i"r-U~ Iii] flll 
J,f,J-t( 

j'j Z)JJ,\~ldtim: 

- J.!..:f'fr.l'fl-rl,i1tr ~;'K (19JtftW!Jl', !t~Ut ~, (UiWlif..fJJ~ ~1: 

- IJ!O, ;i', IJl: ffl f.>C~ ISl ~ : 
.llJt. ~ w~11 . ,Plfr-;f-rJ ~ i'rf.(J<'1 ·v-:~i·fi!i l'il; 

oomen~.mH*~•JJ~&~•~m¥~**•h~~~ , 
- f!l!m *µj &!!c tft(J(JiAf: ~ f11f~ll"1.(II.JW:fi'l.i.(11-J~~ )J: 

- t't·l~jµ!i ft';T.;~(1~,t k~ f_lijfl0- fl911~)J 

i::- J~ t-r..J.~ ~ f*l JfHT--l'J 14' ~ ~ i Hi'! i£ ; 

- 0;JJ;ti~ ~ f,\'IJ~*rD-W?i'<i.lt n 1-:f~~ti!i'IX i 
- 0 ;1t~rJ;tf,;,l."; !j~J ~rr- ~,i.!sti,ffl/£ 

- iQe 1i'&ii1 f.\- w# ~ Ill#- flJ ;;)< 1'1(] •lj!j lSl : 

-- bf.I: tii 1t1: tdt m n<i 1~ ;f1J -tt & .x w.tr~ i&1: u'8i ijl: t& ~~ nm i£ , 
bitfili.,1 ~ (l<J'ti ~~ Jl.!tl'l 1~ c u!.Ni (11:trrt-lJ'• :f'l l 'ti:~iil! JIJ'rFf.~ i 

Jl~ * J-~ J!Jr 'W! ff J'U, Ji£ • -~ '\ tm' : it ~;, M' rJl : 
- .K·i ~l·llf~*'M 11 ,Jl. ti:iliJ ~~{~ tl1HSLJ1,J:-JUI (I:. tl'f15l 
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* A. 1 (~) 

- ~l_ = ?:It 
:.ffl..f1H;f. f~ tff. (.it llfl 

f!1 ,t,i, f/g ;~y. 

Of<%-
- 11~#-.mr-p, !.=j'itf.1-f®!~1f!-x1· lfJYA: lllln 'r.~~ i-TNFiJr~fF,J , 

*[F,J 
llfH,1tfi1J l!!l.# fr[F,j~J.0.Jl\i'i!: 

- R!Hf-ftff,J 1J;i ~:rcP.l iy,J~ ,n'/Ujfinjj CdlJ , ~~!:\'.~ JI 

-- f.rit Gl3i T 3 1117 (J<J ~fil1E . jlsflJl1i1J,-l& .:®fi, - fJl~ ~l~J - ;&, 

ijfi* 
llilnlt,~. 

ijf,i 47 ~ ffi) 11fd?. f'E f-,lf '11 ; 
('M,@. ~.]' fl[t .11 W inJ & H·f·11J~ §. : 

X'J' !Jfl * 1'f f.- f,f. /ft (l!J rj3 f!/] '!:fl I~ * 
fl!l.~ 

.ilW - Jill* fil rf\ m: Ut 11 M f.if & (19 ~ ~ JJ!f * .tJJ Ni : 
IJfU}:f:!.i'.J~ -- t:!i !ff~ it If,] ?"J i.E • f.ic )Uj mi I IJ 1!( llff -IN! f:Jt IJ!it # , 

J,1~ ,.iiij ,1P<J ,§.:It. lf t$H'·~f@i ·« !ri\1Jt{fl1J 

ll!i.* 
IJ&:1} 1&1!.N 

nt~ * 1l!t:'tH'i Jill • ~~ TF ~ nJ J : 
.ff,,,,, - t'ik{#~~.tll1-JJ1'1! ~ r.i;(l<J t f,j1f:t\: 

i~ iff rIL ~wre m!t ; 
lJIFnHli!# - ~ i/f & U·t t~ Ill i4Ul' : 

- :t:2: Vf !l!: JlJ1 (if(, (ji; :f'iifi'x. ·$ 

:f:;(.!11.f;'j-* - l®'i~~JUt 

- 1J1 fl~ tt . '(y, M llll * #ll ~ l®i ·« f19 ~ *il.r )}< & 0 '1" 5JtJ rio;;R (!9 fhl Jj[ , 

-- t::: m tt . 'e!. .ff. nfHHSCPH1<J g. JIR f.litf!t , Jli tJJJ ~ trt .bU•: iJ!i fil 1Jt ~ , 
O!Hr - ~~t~ .{!Ht. Jiill[,g: A.51-g!,tt". fR,!!!, (1<J'1i:~tt . B!Hr iStMfi i't<J 1i2 ~.!;_; nJli'iUli ~, 
tt1 W: ~~tn.m - 11t lilHt. @1f. flfUHil!li (J~ Bdl.lf\\Itr. 1mH·ltHt!.' W, & ll'f ®itf ·,7;; :R f1l-!St lfi:~9 llJ: ~l U·t~ , 

~iii t1:. m t.s llfl * i,Q:ffOi 1~<J :,i ~ !:i ~ ~ ~ ,r .11 ffl! ~gr. nfl * pt;Jfl 110 ~ ii!i .!:J :Jt. %1!..f-ii 
JJt~ , 
!J:. 191t..l:. fil.Jf, lllit-* AD'! r1~ tL~WBr, -W~~ii'rflJ.t!;/f, 




