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3.1.1
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H2: mRAREARGSDMEENESALN —ES EXHFAT . BETEERETHEMS S HE AT S
B — A—H A
3. XE ISO/IEC RN % 1 84 18O #hFEAE B F SL FAH M ISO BHERIFHETHBARERBLE
HZF—
3.1.2
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MEARG2ZDHREEEFZLMGAD S THIN BEENSEEGLOMAR
El: RREEEEREAMETUERSFEEEARGSOMNEAFTEMSEE.
HE 2. GB/T 19029—2009 ARAI AR EEEREANET AEARMENBIRMETHE.
[¥F B :GB/T 19029—2009,3.2, % 5]
3.1.3
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EMEs FEmENS AFEMFE
3.1.4
#ih#85 engagement
SH5QLDESHFNZME TR, UEAELFMBEIRG.7.D
3.1.5
FARKEEENM  configuration authority; configuration control board; dispositioning authority
BT RARRE G000 B EHFTANBH— AT —4A
. EEEAAT N EFALGLDA S HEXEXFGLDMRE.
[#K B :GB/T 19017—2008,3.8, % 5]
3.1.6
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(BEHRE ARTEREFGLDIBENBIHEXE T RSN (3.9.60 A
Bl TEAR EBH . ARGLDAR.
. 7= GB/T 19013 i, B AREH “F iU EL L.,
[#% B :GB/T 19013—2009,3.7, % 5 ]

3.2 AXRAZRWARIE

3.2.1
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HEAEAFGLD, AR R EXRHR A BN — P AR —HA
1 ASNESER. ARRTREY. AT .. 57 030 864 FHIE. & EA7 .52 03.2.8) 254
HRARINE, RERAANBLIRAS, TREBTNEALE, 2HEHNRRBEH.
i 2: X ISO/IEC B %5 1 843 1SO #FEHE M F SL A LM ISO EHARFETHERARERELE
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3.2.2
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HARG2ZDEIMEABRCI.DNFTEFEWHABMIIBEENES
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B3 EREP, XA H B EMARE, 0. “business environment”“organizational environment” 5 “ecosystem of
an organization” fif 3R .
H4: TREMEEGSONHSHEATELSTTFL.
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3.2.3
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TR e e SRR B0 32 PRI BRI S0 BT B A RS S M S AR (3.2.1)
T EGLO FEE EARNAR H#H QL) BT BEE. T SEREUETEES S FRax
VA NE g i 1 N
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3.2.4
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BES B S B B 32 0 AR89, SR H BRI = R (3. 7.6 B BR & (3.7. D M AR 22 (3.2.1)
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. EET L EHSA AR R,
3.2.5
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REFRG7ORBEG.L.DOMWALAG.2.1)
Tl FRERSOHEE AR SRR,
b Py e WD P = R b b ot o
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3.2.6
5pER4E A external provider;external supplier
HRAG.2.DLSMYHER (3.2.5)
RO 7= AR (3.7.6) SRR 55 (3.7.7) M il 2 7 L HE A 7 L B A ER AR
3.2.7
TfE 2 ERE A  DRP-provider;dispude resulotion process provider
REMLHE/HFWG.9.6) BRI EGADHPAREAL.2.1)
El @ ARIERM TR R M TEAARRE BREF R RAATE, EXEER T, 8
LA BIL M ETT, DU B SR MR 2 A9 3215 (3.9.3)
E2: ARAdBREUTSETAEAFLE FNRTHERAR. ARIBREEFLHEBAG.LE), HETE
ERETHAAZRAR FTBRARMNEMAREETS OB B BTH. U S LB,
E3: ARSERETTUESHRE, AR EEAN . EAMARE VLK, G2 aThIARTIESR
.
i 4: 7 GB/T 19013:2009 &, AR B “REF"RE AR IBEL S,
[#E B :GB/T 19013—2009,3.9,%E ]
3.2.8
% association
UBUE W R0 B R 4L R AR (3.2.D
[# & :GB/T 19013—2009,3.1]
3.2.9
iFE B metrological function
AR EF LN EETERE R Q5.7 WTB A A
[¥8 H :GB/T 19022—2003,3.6 , 5 ]
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3.3 AXEIHRIE

3.3.1
#i#t improvement
RESERN(.7.8)KED
. B U EER NS — R,
3.3.2
¥4 Lt  continual improvement
EESERG.I.)KHERES
E1ARHEGCIDHERRGILDMIFIRNLGNEERGADE—TELHHEEER G139 HREE R
(3.13.10) . HFEGA DA . FEGIDERGILOBHAFENFELR, BF S EYEREG.12.2)
EEmpERE3.12.1),
2. XEISO/IECEM 4134 1SO #hIFuHlE (B4 SL sh &5 i 10 1SO B R4z b M E AR ERELE
XZ— BYMESCEETHENE 1 HHE.
3.3.3
%1 management
BEMEHARG2DHWBATES
F1 FETEFEHEFHGLOMBIRG.D, UEELHEXL BHRMEEG.4LD),
2 EFEET,RIF management” FEIE AN MEFASMEHAHBRFMNREH— AR —HA. L man-
agement” L 3CHE (K B S0 6, B R A SR SR B 41 LU 2 5 3R “management” #9 %2 SLET 8 E RS AE IR
% . Blin . REEE B “management shall-----", Tl i {#f F “top management(3.1.1) shall---+--”, F4} , HTE
FiEA X ARB &R, B R AR R # AR, 00 : managerial or managers,
3.3.4
JAEE®E quality management
XTHREG.6.2)1EE(3.3.3)
. RECETAENERERAHGOAMEEERG..2), ULETEREEXG.3.5) . ARRKRIE(.3.600 AEE
FEIDAMERNHGINLIHAXLFREGFHETEG.LD,
3.3.5
RE%¥% quality planning
FESEQGILN—FTS BN THEREEFGIOFMELENEBETHEREG.LD AMHEXEIER
PIsEEi & B .
3 REERTRCSOTUERERMMN—F4.
3.3.6
BB {RIE quality assurance
REEEGION B HHTRERBERG.L.OHOLBIAHENFE
3.3.7
JRE#% quality control
FEEEGION—HS BATHEREERG.6.5
3.3.8
AE X ¥ quality improvement
FREEGION—HS BAOTHEREREER(3.6.5KEET

E: BERERTURAXEMFEA, MAREG..1D HE G710 AEHE(3.6.13).
11
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3.3.9
HFHARKAEE configuration management
EHEMER AR R (3.10.6) M EHETE 3
F BARREEEEEETERTAERENTFTRGIOBEREGINEETRBERRERE R (3.6.00 5 (9
AMBRESRRAT=MAFmAEAHAN.
[# A :GB/T 19017—2008,3.6, 5 , 8B ]
3.3.10
EiX#=H change control
(BEARRESEEAEHE (3.7, S)H{JFRHE
[ B :GB/T 19017—2008, )
33.11
B

= £ (3.6.8) BLIEAMM MG, W5t RS 3

activity

: XE&::EKEE%EH@%A%% [t e R g A ) U
6. X R ISO/IEC BN % 1#4 1SO *f}iﬂ%ﬂﬁﬁa‘# SL 4 i ISO B EERMEFHERARERELE
NZx— BYHELCEHENE, e BASH 2 AER R FEMTE 1 EHS,
3.4.2
I H project
h—EEREIE S AT ENSEEDHARGEEEREGLD, B BERRF S EFEN M.
RAFERAEEGFEAMAEERGCEOHERG.7.D
E BAMBTEN-TEATESHFRERTS, BETRETF RAERE M.
2. AW E S, EEDEGERE, BFANERES,. TRGLORBEGI.DRHEGLDHELHE.
3. WEHMNSHG.)TURE—- R F=RRRS £,
F4, THASG2DAFE KA. ERETE NEalmELR.

5 MEAESZABLEHNERESTAARER DRIWEKER.
12
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[# B :GB/T 19016—2005,3.5, B, 1 T 3 gEw]
3.43

FREEHE R quality management system realization

BB L RENSFE S REEEA R GLOMERG.LD

[ H :GB/T 19029—2009,3.1, %5 , ¥ & # i & ]

3.4.4

gE/13k45 competence acquisition

AN G.I0.OMEREGB.AD

[ A .ISO 10018:2012,3.2, KB ]

3.45

£ procedure

FFGETME SRR GAD N ENEE

. BT RUB RSO ST LA RSO

3.4.6

SMEL outsource

ZHAMF AR G2 D ABAHAL NI HERIRG.LD

E BRNMENTESRIREREEANBEEARGLDTEEAN BRI AR R ETEEZ 4.

F2. TR ISO/IEC RN £ 184 ISOMFTHER A SL R4 HE ISO BRARREFHEARBERELE
Mz,

3.4.7
4E contract
A AR A BT
3.4.8

it FF%E design and development

BB G DHERGOEBR AN EEFHWERY—HATEG.LD

E 1 ERNBETAAZRARNER BFEMANGER, SEANBETAF A HG 7. MNERMEHE, TRH
FRZAEEAMSETUERR. 8% XBEERUSEQRLDEME. E—THEGLDH, TLUFE
I FF L E.

i 2. FEHEIED, B “design” Hl“development” 5 K i&“design and development”H T ER X i, E W HTHEET
WHMAEN ARG E. £5FF, 87 “conception” 1 “développement” 5 R i& “ conception et
développement”# Bf & [ X &, % B F TH 2 £ MR AT RO A EB &,

3. TR ER R AT ZNERN.AROGIOBHAFLEBEGILDEHMF LRSI BEHH
FE].

3.5 HXEREBARIE

3.5.1

K& system

A

HMEXBERAHATEAN —HEEX
3.5.2

Effii&#E infrastructure

(HEHHEA G2 D)EITHUFIRHE SRS GO RS (.5.1)
13
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3.9.3
HIE{KFHE management system
ARCLDEVLFHGEOMERG.7.D LU RELH XL BIRHERE (3.4.D B M LXK AH T
AW —HEE
1 —MEEE R LN B — M FURBUL I, MR R EE (3.3.4) M EERFREE,
F2. TEGRERNE T AEMEH KAUMBRE KX BT 74 08 BN 2% BiF, URELHXEHF

ipug
3 BEARNEETRCOEENER, AR G IR 5 A R BE R AT S AR IR A AT, LI R B A R —
HRERZ 1~ HRRE.
RISO EHIH K ZIRHET MEAARBRECE

4. TR ISO/IEC BN 45 1.3
X Z— BV RE L

= H EAEF—HER
[#E H :GB/T 19022—2003, 3%
3.5.8
7§t policy
(HAHEEEEEFGLLDERERWEALGLDHEEM AR
i XEISO/IEC B % 134 SONFEHRENHEESL A UM SO EHERRETWEARERELE
M
3.5.9
FEEB A4S quality policy
X FRE(3.6.2)F§(3.5.8)
H1: 8. REFHSALFCGLZDMEFHH—B.TUEHANESG.10MEF G5 1IDHE—B. HAHE
BEEREHFGI.OREESE.
E2. FipEPREMERERREMNA ES 2 RB I Sra9Em.
14
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3.5.10

E= vision

(HIOHBRSEEEGLDEAMNMARG2DHKRREE
3.5.11

fifEfF  mission

(HAMEFEREEQGLDEAWARG2DEFANER
3.5.12

BB  strategy

LHKFEH B BRGT.DHHR

3.6 BXEXRHRIEF

3.6.1
E{k object;entity; item
TR AT R B W E Y
A ERG7.6) . BEGLD  EEGAD AR VEEG.2D EEGSD B,
E: FRTREVERNN:— 8 K3 —HE . — BT EYREAN . BRE AT E R REL K (. 4
HRFERRED.
[ B :GB/T 15237.1—2000,3.1.1, % 5 ]
3.6.2
FRE quality
BEEGLDH—AHAHEGCL.DHEERG.LOWEE
H1 AR RETAHABAARES, .2 HFRTE.
E2 “BRNAEMMNME BTHEAFEETEEKG.6.DF,
3.6.3
%% grade
XTHgE AR B B4k (3.6.1) AR E R (3.6.4) Fr a4y 0%
I RALMAR R AR MRS,
it AHEREERGEDN . SREEENEN.
3.6.4
E3R requirement
PR GEE RS WS AB T T R ek
L EBERETREAALGLDAEXFQRNMBA SRS, RN SRR ERE RS TR,
E2: MEERESWARWER, . ZERXERG.8.6)FEHE,
E3: FEERTEAREARR.W:FRCIOER . FEEEGIDER HEGLHER . FRER(3.6.5,
H4: ERTHAFMAHEXFRELAHCHESR.
HES: ALUEENRESE G, THALERERLMERES WA WAEEE B UFET IS,
E6: X ISO/IEC RN 25 1 ¥4 ISO #hFmAE KM SL FAHM SO BHARGRETNEARERZLE
X2Zz—  BYIMEXCEESENEI EEsHHE.
3.6.5
B EK quality requirement
XTREG.6.2HER(3.6.4)
3.6.6
FEEE R statutory requirement
LRI AL FE Y 5 1 R (3.6.4)
15
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3.6.7
EMENR  regulatory requirement
SEEVA AU ER T E R FHEERG.6.4
3.6.8
FRBEARKZIZEE product configuration information
X7 R (3.7.6) B EBL RIE (3.8.12) BT AT HM ER Q.. OHHMEL
[#E 5 .GB/T 19017—2008,3.9, % E |
3.6.9
A& nonconformity
EE
KR ERKG.6.4)
FE: X2 ISO/IEC B M 4 134 ISO M FEMENME SL R4 HE SO EEARFEFHEARERZLE
M=
3.6.10
EipE  defect
S EHEE RN AEHG.6.9
E RABBESAAHNESEEEN, XERALPHERENR FIESFRGL.OMBEG.ILDRERNE
",
F2: MEC2OFBHTYARTRZMHA(3.2.5) FELMNBER G MERE MW, In#EMER Ui,
3.6.11
&% conformity
e
WREKG.6.4
1. EFEF, “conformance”— R 5 AFE R LA, BEREEMA. £EBER, “compliance” #HER XM, ERE
HAER.
F 2. X ISO/IEC W 45 134 1SO #FE 2 M HHF SL 45 i 1SO BRE R ETHEARERZLE
XzZ— B ECEEdEnE 1 s,
3.6.12
BE71  capability
B4 (3.6.D)LHFH L ERG.L2HEH (3.7.5 A4
i GB/T 3358.2 i T ST 2SR P # G.LDREARE,
3.6.13
HWIiEM M traceability
B W& (3.6.1) B 7 s N A 1R DL SR BT AL 2 B A BB T
F UEEFRGIOBMECIDN, TEHEETER.
— BB MR RE;
— TR E;
—FRRRES N EH AT E,
2. e RS, R A ISO/IEC 55 99 FRIE L.
3.6.14
A58 dependability
ETREN R EREHRE S
16
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[ B :IEC 60050-192, %5 , B ¥ HE]
3.6.15
fil# innovation
SCER B E 4 Fe M E A 7 B S AR Ak B 24 (3.6.1)
HE: LS AERNESEETESHE,
H2: lFEREAEEEW.

3.7 BXRERHRIE

3.7.1
H#%r objective
LM R
E 1 BRSSO R ARNREBEREN.
2. EARTT LA R R 6 SR T A B O AR BR 5 92 4 BRI BE 00 B AR L 36 T 80 R D 10 J2 v (A« B
M EHGDEBEEAN. FHEGLDW. =RAL.OFMTEGALDE),
3 FTRUR AL Rk BAT U0 R A SR S B N SRE RN Y R R B (.7.2), R
HARMEFAA 0. B & L SEIRR .,
E 4. EEE%EW%(S.SA)%%’#.EE(S.Z.D?@JEB‘JEEEﬁs(3.7.2)—%Eiﬁ‘€+(3.5.9)ﬁ’<%~§€[,lﬂ“%‘ﬂﬂﬁi%
MR,
E5: R ISO/IEC R M £ 1 #4> 1SO #hF#l s BB SL 548 H 4Y 1SO FEEERGRFTNEARBEERLE
XzZz—. REXCEHSERE 2BKE.
3.7.2
JAE B4 quality objective
KTHREG.6.2)HERGB.7.D
1. REHREEREARGLDNERAH G205,
E2: AR, ERAGLDMHXTE EEAEEGADS I H = RE .
3.2.3
HIh success
(HZE) BFRG.7.D M
- 2&%(3.2.1)&gﬁ!zljjﬁﬁ%?&ﬁ%%ﬁﬂa‘%ﬂﬁ%#EIBEJ‘:‘(S.ZJ)%E%ZIE]EI%EF&,ﬁﬁ%ﬁﬂﬂﬁzﬁﬁ
G20, AP BRE/ZHEFTAE) HEAAKAR HH (3.2.5) AR F 25 FARMY X,
3.7.4
¥HEE R Th  sustained success
(HBOFE— BN B IR ERR T (3.7.3)
=1 RERNBRALAG2LDMNEFAS SHANAESHENERZ M HEE,
FEa. %ﬁﬁiﬂ]ﬁ&éﬁéﬂ%ﬁ%ﬁ(s.z.s)Jﬂ:)ﬁ@(a.z.tl)‘ﬁﬁ%\ﬁi”\!ﬁﬁﬁkﬁﬁt)‘i(&z.S)\ﬁﬁ‘ﬁ}’z%\%f’ﬁ{k
ot L.
3.7.5
Wit output
HEGALDMEER
E: ARCLDMHLETRGIOBERERS G BEFEEESHG.10.D, . BREEN — BE L5,

MR E LT RS . EFEEWE SR, TIAERIE B 857 08 IR A0 8 I 12 R 4 59— 364
17
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3.7.6
7=fn product
HARMME .20 ZRREEMLME G WHERT AR (3.2.1) BEiE =4l H (3.7.5)
E ERACLOAPEZAARRECMVELZHERL T, TULASRNE, BER, YA LEHE
HLEECSRSGIDEE.
HE2: BE.FRNEEEERAEHN.
E3: BUERFEMA. HEEAHEMSEGI0.D) N385 . HEENEATEN, B R A %5058 .8
BAEREED . BEHEAREEMBEFHFIRY . JHHERGADHMR, Bt RAMF A F 43 0.+
HOERF BHEEMARE BEFR . FIFRMERER SRR,
3.7
AR5 service
ELHE-TEHNLFAELARG2DAME 3.2.0) ZEFHTH ALK EH (3.7.5)
F1 B REVNTEEEZRIEHN.
E2: BE . RFECUSESHEEEBRENED, BTHEFREFMERGOUBERRS I THELE SHERE Y
REMXER N8BT SHHESH, RAREA (. LRRER)%.
i3 RS REERTREY R, BN .
— HEEFRENE B RGT.0 (UFESENRE) LT mOEs.
— IR EFRENIE G AN P REFTENHRAER) LIIERAES.
— R RAZEM AR IS BG.8DEE].
— R EE AR B (N EEMEIE
E4: BE - RELABERE.
3.7.8
%% performance
CIRUUE: =2
H: ST RERNREENER.
H2: SRS ERENGIID . EEGLD. FRELO.ESGCID KEGSDRAL (3.2 HEE(3.3.3),
HE3: XE ISO/IEC 8 %5 154 ISO 2 FEALE MBHF SL 42 9 1SO BHRAREAREF HEARBRELE
XZz— BYVHENCSEIBERE 2 guE,
3.7.9
K risk
AN 2 P Y 3 W)
E BHEERERSTNH TUREEMNRAERN.
E2: PHEERE—FHENSSE ARFANEENEER SR ZERERN AT ENERGDNEE.
3 ARG EELE X REEHE(GR/T 23694—2013 P RE Y ,4.5.1.3) F /5 B (GB/T 23694—2013 F s
3461 RAE A S RABHIEN.
H4: @8 . AERUENMEZANER EEBRATEM EEEZ4 W ATEEHE (GB/T 23694—2013 F A E X ,4.6.1.1)
A RERRE .
HS: “NE"—AEHUER AHE R kR ER.
HE6: X2 ISO/IEC 8] % 1 %4 SO FEMEMMA SL 74 HM SO TEERFETHEARERELE
XzZz—  BYAEXEEEIHEME S XS,
3.7.10
REE efficiency
RAWGERSHFEANFKIRZEBXR
18
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3.7.11
EHH#¥M effectiveness
SERKMNENHEIARNEROEE

. MR ISO/IEC 8 %5 1384 1SO 2 FEAE MM SL F 4 1KY SO BHEARFEFTHEARERELE
XzZz—.

3.8 AXBE.FEMLHAHNARIE

3.8.1
##F data
(TEEGEDHEFEL
3.8.2
{£E information
AFREXHEREG.S.LD
3.8.3
EWIUEHE objective evidence
TREFYFESEELERERG.8.1)
1 EWIEETESWE U E G111 SR GAL) HH M kR,
2. EE HTEZGILD BN EWIEE . BH S E&EN (13 DMKLMIER(G.8.10) HLFRRIMER
(3.8.2) B 46 L3 FT e 4E
3.8.4
{EE %% information system
(REEEAZR)ES(3.2.1) FERAE A 8758 B IE K R 2%
3.85
3k  document
EEGRDKERE
R BR(3.8.10) I (3.8.7) B H B R IR E IR
B AT R IR R TF M ORI ENE R, R RS RETNES.
2. —H XM, InE T AHMAID R, F 30 P E % BN “documentation”,
3. FEER(3.6.4) (A5 EMER) 5 P H 28 69 30 3, T 54— B XN G IT ZE M E R Mg F (o
HHREMNER) WERTEFAHRAM.
3.8.6
B3 {EE documented information
HAR (3 2DFER R AR HE R (3.8.2) RILHE
1 BB AT i R R AR A IR R B TR
E2: RXfFEETHL:
—EEERG.5.3), AFEMAXEEG.LD;
— REABEFEENEE (—HILH);
—ZREEAMNEREERG.810].
3. X2 ISO/IEC 20 %5 1 54 IS0 #h 5 AL MM SL o 4 th i 1SO B B R AR e o 38 AR B RO
Nz,
3.8.7
#35 specification
BB E R (3.6.4) I 4(3.8.5)

SO ERFH(.8.8 . REITHG.8.9) HAEL . BF XM fELEFH.
19
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F HETESESE XN BEF XS SEBGADHEEMKEGILOAB IR S=& B.7.600F kM. . = H R
o AERE M AR,

F2. T BRER, LT UM RITRFLEGADIHAMNERE. B, EFELEFEL T, AEETUERNZR
(3.8.10) A,
3.8.8
BEFH# quality manual
HAG2DHREEEERGL.OMMIE(3.8.7)
F A TENEMESACGLLMARMERRE, FRFMERIFREENGHETETLUAR.
3.8.9
EEit% quality plan
JHFEREME(3.6.1), HfE H

H e fI 35 (3.8.7)
8 IR (3.7. DL,

e (3.12.2) # 4t

7 H (3.4.2) E
R R T

38 (3.3.3) .3

1. BREERT R Y 7 U LR 2 % 2 i A1 R A sy R R o
(3.8.5) ¥,
I 2 HRTE AT HEAT R TR B0 A RO SR
3 “BRET—RATRYEMMEARE.
3.8.13
WiiA  validation
BN REEREREGSDMFENTNAARNAERGOCHFAMERNE
H 1 BARFHNERTETUERBGIOEEREMERNNBEGILDER, . AR FEETIHERIH
(3.8.5) ¥F#.
i 2. “BEIA—R AT REAMARE.
i3 BT EA M AET M EEFREEELN.
3.8.14
#HARILAIEE  configuration status accounting
X7 G AR S E B (3.6.8) (B BT SO IR B0 A B 9 B A9 SE IR AL BT B 3 (EE SIS R AR

20
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[# & .GB/T 19017—2008,3.7]
3.8.15
$EIEM  specific case
(FEEHRD RETH (3.8.9) K5
3 EH%ARERN T @47 GB/T 19015—2008 F 6 B (3.4.1) . & (3.7.6) HH GALDRARA G.ANEL
HB,
[# A :GB/T 19015—2008,3.10, %5 , F E g & ]

3.9 EXHEHNKRIE

3.9.1
E{E feedback
(REBB) X F=&HRG.7.6) REG.I.DHFIFLEEEGADHERL . FEH MR
[# H :1SO 10002:2014,3.6, 5 , RiE“RF"EGIFHEEE LF]

3.9.2

FRE @A customer satisfaction
BEG2OMNENEC HHELEENRE
E1LEFRGIORBEGILNEMZH ALCGLDATRATHREENHE EEMECEEEZF. AT
EREERNREHE . THEALERENEEEREA R AAEEE RS LMBITHHE,
F2 BIRGIDE—HMHEEERMNERILMNREFX ERERFER—ERAMEREE.
E3: BEIENTEERCLOFEHENEEHBARBE X —EHRTEFRER.
[# A :1SO 10004:2012,3.3, %5 . HEEFEY]
3.9.3
#iF complaint
(BEWBE RERG.7.6) BFGIDHBIFLAHITEGLD , RBEXMNERG2DHAR, LiEE
7 B B 15 B B B AR R R
(¥ [ :1SO 10002:2014,3.2, 85 , RE“RE"EAFEEE X F]
3.9.4
FiIZ MRS customer service
EFRGIOEBRECIDHENFGARAN . AAC2LDE5MEG.LOHOZHBES
[ A :I1SO 10002:2014,3.5, M5 , RiFRF"ERFEEE X F]
3.9.5
FEEEITAHIE  customer satisfaction code of conduct
HAAG2DAREMEFE(3.9.2), 8 8 5178 EBE (3.2 80 H AR A XM 2
E HRHEAERE HRGCID. A4 BRH . BERE2G.OMBIF (3.0 EERF (3.4.5.
& 2: ¥ GB/T 15010—2009 1 , RE“HE"ATREB BEW BT HAE".
[# A :GB/T 19010—2009,3.1, X5, M T EHEZHARBWE” I HE 2 S B
3.9.6
%1 dispute
(REHE )BT LRABIREREHSF G2 DB E—-FIFG.IDHAREL
. —BARGLDAFHEEGCLOE AN RARIBERUFEAEAH IHAHENETUREBREHARE
BBV MEEEAIBRE T RAT TN R TESRERL. IRABENRRARE NS, FE4
AT EMEERBSI RSB RZA . B HEREHREE.
[# B :GB/T 19013—2009,3.6, %5 ]
21
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3.10 BEXFHMREF

3.10.1
54 characteristic
] X 43 P REAE
HE RETLEBANRKRTH.
2 BETUREHMRERN.
i3 AEMEN MR, .
a)  HIEM IR, @.H@l#ﬁt%ﬁﬁi == ¢
b) EEE B (A IR L fR
o) FTAE N LR
d)  Hf [ (e
e) I

i 2. X ISO/TIE g 1 & EEEFSGETFHERRERELE

BB I & (3.11. 4)%%&91%1&(3 10.1)
B MEEEGILO)EREEFT R,
B2 rReE TR R .
3.10.6
FEARRA configuration
EFRBEARSERGOFHENTRG.7.0)HMRE B.7.7) WHE L EN T RGN ES
#(3.10.1)
[# B :GB/T 19017—2008,3.3, 5. RiE‘RES"CAELEELF]
3.10.7
HARREEL configuration baseline

AR — A LRSI ER RGO RBREGIL.DBE N EF AN NGNS 28BN S8R
22
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FFHEGL. DMK 2R EN T RE R RS E (3.6.8)
[#E 8 :GB/T 19017—2008,3.4, 5. RiF“RE"ERELEENF]

311 AXRWEMRIE

3.11.1
fE determination
F— 2 G.10.D) BAF A ESh
3.11.2
FEH  review
WMEEGCLDEIAMMEZBEFGCIDHNEESE . Ao HRAREG.7.1DMHE(3.11.1)
Al EHEEHE BT AFEGCADEH MEGC2ZOERGEOEH YEHEMGILDEFAMRTIEF.
B IPH T EEHEREG.10,
3.11.3
4%  monitoring
WEGILDEEREG.ED . HEG.A4D . FRG.7.6) REG.I.DEESHRE
E1: RERSUTHEFERE WEREIRE.
E2. BEEWEEARF MBS AR B, EEGDRENTE.
E3: XEISO/IEC RN 2E1 34 1SO #h A E I SL 43t 8 1SO BERARFEFHERNRERELE
NZ— BWHEME 1 ERWRE, FHNT E 2.
3.11.4
#ll& measurement
T EHER TR (3.4.D
FE 1. M3 GB/T 3358.2, BB ANy EEMA.
2. XL ISO/IEC R W 551 %4 ISO HAHMEMM 4 SL FAHE SO TRERAGETHIERARERELE
LZz— BMNELCEEIHEME 1 BHEE.
3.11.5
JEHFE measurement process
wERERN —HEE
3.11.6
M Ei&% measuring equipment
AL EL B o F2 (3.11.5) BT AT B I B R KR ST BARYE AR EY RS B iR AR EAINA S
3.1
# 3% inspection
MHEGLIDMERERG.6.OMMWMEG.1LD
1 BREBHNREBESERTATRIEGIIDONEHN.
E2: REMERATRBESE. FAERGCLORSHEHEE.
3.11.8
HIE  test
IR E K (3.6.4) XHRF 2 B T FH R B R A R B8 R (3.11.1)

F: BREBGEIDWHAEBEERTHTHRIAGLIDMWER.
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3.11.9
FHRBIEM progress evaluation
(T HE#) £ X Z M E (3.4.2) BAr(3.7.1) Frif B 3 R B 5L 1977 2
I FENSAERAMRESRGADR AR EAGAENEY S KRETALBMTRG.I.OMMBREGB.7.DH
HEM ZEAT .
2 RPN NSERTREEXEEEEITHGAIDKEIT.
[# B :GB/T 19016—2005,3.4, %5 . HE#HEK]

3.12 HXRPEEHIRIE

3.12.1
FB5#&HE preventive action
FH BRI TEAR & 4% (3.6.9) B H fh ¥ 20 A 1 B 1% B0 89 IR B8 BT SR BB 45
F1 I EBEAEBRTUAESETER.
H2. R EREENTHIEAE, MERYERBEGI2.DEA T LEEAE,
3.12.2
Y EHEHE corrective action
HTEBR A &% (3.6.9) 1Y J5 I 37 B 1k & 4= B R BB 15
Fl =T ARERAUAEETATER.
F2: BRI EHEEANTHIEEL AL MERBBREEGCI2ZDENTHILEAE.
7 3. X ISO/IEC S % 134 ISO 3 E HEHF SL & i iy 1SO BRERFRETFNERRBERELE
XzZz— BYHENCEESEME1ME 28UE.
3.12.3
#Z1JE correction
HEBERIANAEE(3.6.9) B REL M
1 METS Y ERE3.12.2)— B REL 2 RZ 5 L.
F2: BET(3.12.8)EESRGIZ.OTERNYERNRA.
3.12.4
FEZE regrade
HEREGEGEDFRGIORBEGILDFEARTHEEMER(.6.OTMI HEH.6.30H
3
3.12.5
ik# concession
xHE SR EAT G 12. DA A E ER(3.6.0) B 7= & (3.7.6) sRBR & (3.7. 1D H#F 7]
e EE SR TEAESNNASBERARBENAR A EARENFEHG.6.9 8 (3.10.1) 497 & F ik
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