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1 Purpose HH]

In order to follow the management principle of “focus on customers”, better serve the certified organizations,
strengthen the management of the organization, and improve customer satisfaction, this procedure is
specially formulated.

N T A LA Ry R AR R BRI, S RO SRIE A SRS, ISR AL R B A, 4R S T
FE, FFHIT AR .
2 Scope &EHE
This Document applies to the service work of an organization that has signed a certification contract with this
institution.
A& TR S ARG ZEAT 1 INIES R H R0 R 55 TAE R E K
3 Authorization t{fR
The business department is responsible for providing services to customers.
NG E-IRliuli & R (o
4  Procedure f£/7

4.1 Customer communication % F' V4 i

4.1.1 The business department should take the initiative to maintain a good communication channel with the
organization to be applied for certification, the organization that is applying for certification, or the certified
organization, and seek the possibility and opportunity for long-term cooperation with organizations with good
certification intentions and records.
W28 B B ST AL 2L, IEAE RIS YO A BRI H SR B R @ RE, ERE5F R
T AUE R [ A SR B A 2RSS AR AT RE LIS

4.1.2 Information on certification organization information and changes obtained from various sources shall
be recorded in a timely manner, and appropriate measures shall be taken when necessary.

X FIRIE B AL A IE A 235 B AR AOAE BN T SR, s LI SREURH S FA 4 T

4.1.3 If the certified organization requests to re-sign the contract, it should keep abreast of the situation and
provide relevant applications and contracts.
IR GAEH LR B AT G R, RIS 7500, SRABEAH S F g 45 F & [

4.1.4 The workflow for the acceptance, review, signing, and project approval of the management system
certification contract shall be implemented in accordance with the provisions of the NCT-QPPC-4.1-01
“Review of Requests, Tenders and Contracts”. The work process of acceptance, review, signing, and project
establishment of the inspection contract shall be carried out in accordance with the provisions of NCT-QPPC-
4.1-01 “Review of Requests, Tenders and Contracts”.
EIARMIESFRMZIE, M. 29T LN TAERE S BNCT-QPPC-4.1-01 (#H &K, drfiAl
G MERAT. RIS FEAZE, PPHE. &7, LI LERESBNCT-QPPC-4.1-01 (& iR,
PG HE AT -

4.1.5 The lowest price for the signing of the management system certification contract shall be implemented
in accordance with the NCT-QPPC-4.1-01-F01 “Certification Quotation”.
FHAARWIES FZT M Mk, —H4%NCT-QPPC-4.1-01-FO1 GAUEHRAN) e AT -
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4.2 Change in contract £ [7] 48

4.2.1 The following may be involved in a customer's contract change:
T RE A FAER AT RE RIS A LU WA

a.Legal status, business status, organizational status or ownership

EEEHLAT . BRI A SUIRB BT A AL

b.Organization and management (eg key management, decision making or technical staff)
HLMEFE (QRBE A B, RRBEAR N 5D

c.Contact address and location

5 A& HhhE A7

d.The scope of operation covered by the certificate management system

SRR PRAK 27 75 IS 1EVE

e.Major changes to management systems and processes, etc.

R A A R A R AR B AR

4.2.2 Contract change is managed by the business department

1 [ AZ B il 5 gt — 2

4.2.3 When the certification organization proposes a contract change, it shall fill out the NCT-GI-007-F01
“Change Application Form” in duplicate and submit it to the business department for approval and entry
procedures.
WIEHZRH AR, NMIEENCT-GI-007-FO1 (BHEHER) , —XWifh, =T ERSBE—7»
PHEE . SRANTFEE

4.2.4 When the content of the contract proposed by the certification organization only involves the
organization name, contact person, workplace, etc., which does not affect the operation of the management
system, after the system/product certification department confirms the provided certification materials, the
integrated management department will change the contract. If the relevant information is entered into the
“institutional database”, if the certificate needs to be replaced, the NCT-GI-007-F01 “Change Application Form”
should be forwarded to the General Management Department to issue the certification certificate for the
certified organization.

MR SR & [FAR A B R BIH R RR . BRR N TR S Ao 215 BAK R 1T N

AN, AR R VGRS ASR B UGE T RS, ZR5 8 BN S[R3 B AR O AE B N DL B e

WERFEEHAES, ROENCT-GI-007-FO1 (BT IR ) LA EEM, NIRUFHS R IEIEf .

4.2.5 When the content of the contract change proposed by the certification organization involves the
expansion or reduction of the scope of the certification, which affects the operation of the management
system, The business department shall require the certification organization to provide the management
system documents and relevant qualification certificates, and organize the audit/inspection. The project
manager reviews the scope of the change certification.
AR ST H )[R 22 5 PN 5 SR PP K BIAETE Bl 7 R B /NS5 5 i 2148 B A RIS AT I A 28I
1737 %5 MR 2 22 SR IE 2 24 (A8 B AR 3 SCPF AR S I B B, I A SUe A% A 56 T H 87 BN D300 38
SRS B BT VE R .

4.2.6 In the on-site audit/inspection process, if the audit/inspection direction audit/inspection group proposes
a contract change request, or the evidence of the effective operation of the management system provided by
the audit/inspector cannot cover the scope of certification as stipulated in the certification contract, the
certification needs to be narrowed down. In the scope, the change information will be returned to the
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system/product certification department along with other audit/inspection data, and the system/product
certification department will notify the market customer service department to handle the contract change
procedure, and the change content should be reflected in the NCT-CI-014-F05 “Factory Inspection Report”.
Consistent with the content of the certificate.
FEI Yy s A S R b, A2 o AR A 56, 77 1) B AR A B A SR LD B (R AR B R, B2 B AR A B0 U7 $R
() BRAR 2R A RS A7 RS A RB 7 55 IE& [F] Fr 28 BN UEYE B, 75 47 /N YGIEE LI, R A8 o 5%
o} Bl HG At B R ARS8 B RE A B R SN IE RS, FHAR R/ DA UE 8388 50 11 3 2% IR /0 B 5 [R) AR o 48,
B NEMAENCT-Cl-014-F05 (L) fuddkd) HAM, JFS5IEHNE .

4.2.7 In the on-site audit/inspection process, if the audit/inspection direction audit/inspection group requests
the expansion of the scope of certification, the audit/inspection team leader has no right to decide on his own,
and the change information should be promptly submitted to the market customer service department,
system/product certification. The Ministry reports that it can only be audited/inspected after obtaining
authorization. The certification organization fills out the NCT-GI-007-F01 “Change Application Form” and
provides relevant information, and the review/inspection file is returned to the system/product certification
department. The system/product certification department will pass the change information to The business
department for the contract change procedure.
TEIL S Az A S AR, W SR 32 S R A 56 T 0] R R e 2 4R VRS BT R B BRI, o AR AR 2
K BATHE, SRR EAE BN [T % IRES . AR R i YRR, RIS, J7 a7
HAZA R . HIAMEAZUASNCT-GI-007-FO1 (R HER) , FHFRAAMKTIR, s /A 228
[ 2P S ANIE RS o IR R/ VI AR 28 58 BRME 25 T 2 IR AR /0 B [ AR B T4

4.2.8 All matters related to the amount of the certification organization contract change shall be handled by
The business department.

JUNIEH A& RIS 3 e B @i 8, — Bl & R st /aet.

4.3 Customer maintenance 7 F' 43

4.3.1 The business department is responsible for the division of maintenance for all certified companies and
provides a list of maintenance companies on a regular basis.
M55 FR A ST BT A PRV BEAT 4E S BRI 23, I IR pE e S Al 44 B

4.3.2 Market personnel communicate with the certification organization at least twice a year and fill in the
contact records with customer records. The contact includes at least the following: the time for the certified
company to supervise the inspection, and the certification organization's audit/inspection needs.

TN RAEFAEEDPTR G VA NBATIHER R, IFRRRICIIRAZT R KAEDBIBEITH
7 FRUEAR MY MBS 56 P 8] AR AU ZLZA Y B AR A 0 5 2

4.3.3 The service to the VIP customer is increased on the original basis, the VIP enterprise contact file is
established, and the customer information is transmitted to the system/product certification department in time.

XFVIPZE F IR 95 75 I A Fe i B3N R, SIVIPNVER RS, IR 15 B L ik &/ i
WAL A% 3 o

4.3.4 Collect customer information online from the Internet on a regular basis and promptly feedback relevant
leaders.

B A BB PG R, JE R R R .

4.3.5 The business department holds at least two customer events (including symposiums and special
trainings) each year.
W55 FRAEE AR DRSPS PGS (B ER S BOHEID .

4.3.6 The business department is responsible for issuing the “Quality and Certification” magazine to the
certification organization.
b 2838 7 B [l DA UE ZH R it = S AU 4
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4.3.7 For any abnormalities or losses that occur in the certification organization, they should be re-examined
and the causes of the abnormalities and losses should be identified. Then, they should be reported to the
market customer service department manager. For the loss of VIP customers, the cause of the loss should be
identified and analyzed to determine whether remedial measures should be taken and whether improvement
measures should be implemented. Finally, they should be reported to the management representative/quality
director.

SFNIEH U IR S8 L R N BRI SR B W] e . IR RS BT B A R, XVIPZ 1)

LI LA B A 2 S5 BT 2 W o 75 SR BRI RCHE it S e 1 R B et i i, bl i B AR B ST A

4.4 Suspension, cancellation of certification® 5. &4 I\ IIF ) 75

4.4.1 The suspension and cancellation of the handling shall be carried out by The business department, and
the implementation of the NCT-CI-007 “Certification Suspension and Reinstatement”.
B WU ER — RS ENRTEET, $UTNCT-CI-007 (UUIEEEMKE) .

4.5 Certification organization information collection and evaluationi\ilF 2L 235 B UCEE FIVEA

4.5.1 The business department collects feedbacks from customers on the certification services provided by
the organization through the issuance of the Certificate of NCT-GI-007-F02 “Customer Satisfaction Survey
Form”, organization of symposiums of certified enterprises, visits by customers, telephone calls, and regular
organization of investigations. Timely classify, collect, and analyze the collected information, report the
analysis results and improvement suggestions to the agency leaders and relevant departments, and serve as
the basis for continuous improvement of the organization management system.
W55 R Al L R INCT-GI-007-F02 (% /i S HER) , HIGRIERIEIRS . 2/ ET . Bk
B1V5 . € W4t — 20 ZU 25 45 7 AAUSCER I 2 AU AR A UGIE IR 55 1) S 1t L, I B2 ot i B 1) 45 J2L ik
7or3s geit o fr, K Hr g R o B UUR MU STS SOE RER ], JRAE UL B AR R 4 2k ot
AR -

4.5.2 Each year, the market customer service department randomly selects 10%-20% of the organizations
from the certified organizations to issue the NCT-GI-007-F02 “Customer Satisfaction Survey Form” to conduct
customer satisfaction survey, and the recovery rate should be no less than 90%.
REAE B I 32 2 I W RAIE L A BE A LA 10%-20% I ZH 2K TINCT-GI-007-F02 (% 1 i S & L)
BEAT IR S R A, S IE] N MG T90%

4.5.3 The customer satisfaction survey content is determined by the market customer service department
based on market development trends, customer needs, and institutional work. The whole is divided into three
levels (contract acceptance stage, audit/inspection process stage, post-certification service stage).
i AN, R IRIE T R ES . B R RIS AR AT i E . Bk
SABER (GFRZER B AR B IEE RSB T I

4.5.4 The market customer service department conducts data statistics and analysis according to the NCT-
GI-007-F02 “Customer Satisfaction Survey Form”.

Ak 55 BRI 1 € INCT-GI-007-F02 (7% /i e FE R A ) b AT Bl ge it Kb

Customer satisfaction score statistics
JE 25 i AR A

Project Contract acceptance | Audit/inspection process | Post-certification service Total
HH & IR %2 2 GR ALK IE 5 MR 55 &1t

Weighting factor

20% 50% 30% 100%
e ° ° ° °
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Full score
YN 10 10 10 10
MESwa)
5 Related Procedures, Forms & Templates #H<FE 7, FAG AR

7

5.1 NCT-QPPC-4.1-01 Review of Requests, Tenders and Contracts (& #¥ifsk, Hr-BH4 )
5.2 NCT-GI-007-FO1 Change Application Form (4% 5 Hi%E %)

5.3 NCT-CI-007 Certification Suspension and Reinstatement (A iiF £ {5 A% 5 )

5.4 NCT-GI-007-F02 Customer Satisfaction Survey Form (% J i = A %)

5.5 NCT-QPPC-4.1-01-F01 Certification Quotation (IATEH A1)

5.6 NCT-CI-014-F05 Factory Inspection Report { T.] ¥ A £ )

Related Specific Programs’ Procedures, Forms & Templates
R E TRERIA AR, R AR

6.1 N/A. AiEH .

Reference Material 3% % ¥l

7.1 "General requirements for the competence of testing and calibration laboratories" ISO/IEC 17025
CRAFHA #E 5200 5 e ) 1 — AR ) ISO/IEC 17025

7.2 "Product Certification — Requirements for the operation of various types of bodies performing inspection”
ISO/IEC 17020
G B AIE-R 5 R 4 2K ) ISO/IEC 17020

7.3 "Conformity assessment - Requirements for bodies certifying products, processes and services" ISO/IEC
17065
CEMPEE P ARG VIENEZEER ) I1ISO/IEC 17065

7.4 "Criteria for accreditation and evaluation of the qualification of inspection and testing institutions" 2023
R BarFor AL AL B 5T A€ v 1HE ) 2023

7.5 "Conformity assessment — Requirements for bodies providing audit and certification of management
systems" ISO/IEC 17021
(GHVFE B EAA R VAGEN I ZER)  ISO/IEC 17021

Prepared By #ffil: Anna Chen [ = H Approved Byiit#: Billy Tuik &5



SEYS MR R ERAS File No. /3045 NCT-GI-007
1°7 Shenzhen NCT Testing Technology Co.,Ltd. | Ed./ Rev. /[RA/MEITS | A0
e .=' Technology _ Effective date //E%(H 1 | 2025.01.16
Customer Service Management
B REEH Page /T fi% Page 7 of 7
*  Revision History f&17 Jjj 5
Issue No.| Effective Date Approved By Revision Summary
KA | AR HEHEN ERELES
A/00 2025.01.16 Billy Tuii & Initial Publication ]

Prepared By #%iffil: Anna Chen [ Af

=== END % ===

Approved Byftt#E: Billy Tulk £ 58




	1Purpose 目的
	2Scope 适用范围
	3Authorization 权限
	4Procedure 程序
	5Related Procedures, Forms & Templates 相关程序，表格和模板
	6Related Specific Programs’ Procedures, Forms & Tem
	7Reference Material 参考资料

