[image: image1.jpg]Bay Area Compliance/ Labs Corp.



顾客投诉处理记录

Complaint Handle Record

No.:                          
1. 顾客名称Name of the Customer:                                                     
2. 完成的服务类型Type of service performed:  FORMCHECKBOX 
测试 Testing   FORMCHECKBOX 
采购 Purchase   FORMCHECKBOX 
其它 Others            顾客投诉日期Date of complaint:                        Contact 联系方式：                              .
3. 投诉方式 Complaint Mode:   FORMCHECKBOX 
 电话 Tel。    FORMCHECKBOX 
 传真 Fax。     FORMCHECKBOX 
  邮件 E-mail       FORMCHECKBOX 
 书信 Letter  
   FORMCHECKBOX 
 亲自上访 On-site              FORMCHECKBOX 
其它 Others                     .                
4. 记录人对投诉陈诉：（记录人：                      ，记录时间：                 . 
                                                                                                                                                        .
                                                                                                                                                        .

                                                                                                                                                        .

5.                                                                                                                                                         .
6. 顾客投诉原因Complaint factor(s)

5.1 业务/客户服务Sales/ Customer Service:
 FORMCHECKBOX 
 业务员对有效的服务知识了解不足Salesperson has insufficient knowledge of service availabilities.

 FORMCHECKBOX 
 客户服务代表态度差,存在粗鲁/强迫/勉强/欺骗行为Customer service representative has bad attitude, such as rude/ forceful/ reluctant/ deceiving.

 FORMCHECKBOX 
 业务员/客户服务代表不能很好的理解客户的需求Salesperson/ customer service representative has poor handling of client’s request.

 FORMCHECKBOX 
 业务员/客户服务代表对测试类型及认证申请没有提供足够的信息给客户Salesperson/ customer service representative does not provide sufficient information to client with respect to specific type of testing and/or certification application.

 FORMCHECKBOX 
 业务员/客户服务代表不能对测试和或认证的需要直接的协调申请过程Salesperson/ customer service representative does not coordinate the application process smoothly by requesting documents needed for testing and/or certification.

 FORMCHECKBOX 
 测试和或认证时间延迟Testing and /or certification turnaround time schedule delay.

 FORMCHECKBOX 
 服务费用比报价高,而且业务员在没有经过客户的同意之前就提高价格.Cost of service is much higher than what quotation, and salesperson did not get client’s consent prior to the over charges.

具体为Specifically:                                                                               .
5.2 测试Testing:
 FORMCHECKBOX 
 测试员对测试样品操作不当Testing personnel has improper handling of test sample(s).

 FORMCHECKBOX 
测试员专业知识不够Testing personnel has insufficient technical knowledge.

 FORMCHECKBOX 
 测试员用不适当的方法完成测试Testing personnel has inadequate skills of performing test.

 FORMCHECKBOX 
 测试员用不适当的方法操作测量仪器Testing personnel has inappropriate way of handling measurement instruments.

 FORMCHECKBOX 
 测试标准曲解Test standard(s) is/are misinterpreted.

 FORMCHECKBOX 
 测量数据错误Measurement data is miscalculated.

具体为Specifically:                                                                                      .
5.3 报告Documentation:

 FORMCHECKBOX 
 数据输入不正确/印刷错误Inaccurate data input/ typo errors.

 FORMCHECKBOX 
 数据表放错地方Misplaced data sheet.

 FORMCHECKBOX 
 不符合测试规定的权威报告Mis-submission of test report to regulatory authority.

 FORMCHECKBOX 
 提交的表格归档错误Misfiling of submission form(s).

 FORMCHECKBOX 
公开应保密的数据Disclosure of confidential data.

 FORMCHECKBOX 
 提交不充足的或错误的申请信息给制度制定者导致制度无效Submitted insufficient or wrong application information to the Regulator, which causes Regulatory set aside.

具体为Specifically:                                                                                       .
5.4 证书Certification:                                                                                     .
 FORMCHECKBOX 
 发证过程缓慢Slow certification processing.

 FORMCHECKBOX 
 证书上的申请商名称/设备型号/证书编号打印错误Typo errors with manufacturer name/ or equipment model/ or registration numbers in the certificate. 

 FORMCHECKBOX 
 证书编号错误Issued wrong certification numbers.

 FORMCHECKBOX 
 根据规定对于特殊类型的产品不允许发证的情况下签发证书Issue certification for particular type of device which is not allowed to grant based on the  Regulator’s rules.

具体为Specifically:                                                                                     .
6 客户投诉反馈Response to the client’s complaint:

1) 谁反馈给客户Who responded to the complaint:                                              .
2) 反馈时间When:                                                                                    .
3) 反馈方式 How  FORMCHECKBOX 
 电话 telephone   FORMCHECKBOX 
 传真 fax  FORMCHECKBOX 
  邮件Email  FORMCHECKBOX 
 书信letter  FORMCHECKBOX 
 亲自上访 On-site
7    客户投诉根本原因Root cause of the client’s complaint:

                                                                                                                                                   .

                                                                                                                                                        .

                                                                                                                                                        .
8  客户投诉处理Resolution(s) to the client’s complaint:

                                                                                                                                                   .

                                                                                                                                                        .

                                                                                                                                                        .
                                                                                                                                                        .

                                                                                                                                                        .

                                                                                                                                                        .
9 处理结果Result of the resolution(s):

                                                                                                                                                   .

                                                                                                                                                        .

                                                                                                                                                        .
10 结果评价Evaluation of the results:

                                                                                                                                                        .

                                                                                                                                                        .
                                                                                                                                                        .

                                                                                                                                                        .

                                                                                                                                                        .
11 备注Comments:

审核Reviewed by:                                    .             批准Approved by:                                    .
日期Date:                                    .                         日期Date:                                    .
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