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Procedure for Customer Services

1. Objective and Applicable Scope

1.1. This procedure is established to specify procedures for answering inquiries and providing other value-added services to applicant and accredited CABs.
1.2. This procedure applies to the management and control of value-added services including answering inquiries, conducting customer satisfactory surveys, providing trainings in accreditation specifications etc.
2. References
(not applicable) 
3. Terms and Definitions

 (not applicable)
4. Responsibilities
4.1. The quality department is responsible for conducting customer satisfactory surveys to accredited CABs and formulating analysis reports.

4.2. The Accreditation Department One, Accreditation Department Two, Accreditation Department Three, Accreditation Department Four, Accreditation Department Five and Accreditation Department Seven are responsible for answering inquiries from customers.

4.3. The Accreditation Department One, Accreditation Department Two, Accreditation Department Three, Accreditation Department Four and Accreditation Department Five are responsible for publicizing or providing trainings in accreditation specifications.

4.4. The General Affairs Department is responsible for developing and implementing the mechanism for feedbacks of end-user information.

4.5. The administrative office is responsible for collecting the plans of relevant departments on publicizing or trainings in accreditation specifications and check on the implementation of these plans. 
5. Procedures 

5.1. Publicize and train in accreditation specifications
5.1.1. Service target

Service targets of publicizing and training in accreditation specifications include the applicant CABs, accredited CABs, potential customers, relevant personnel from government ministries, and other organizations or personnel with the need to understand CNAS accreditation flow and requirements. 

5.1.2. Service provider
    The Accreditation Department One, Accreditation Department Two, Accreditation Department Three, Accreditation Department Four, and Accreditation Department Five are responsible for publicizing and training in accreditation specifications respectively. 

5.1.3. Requirements for providing services
5.1.3.1. Relevant departments shall report the annual plan of training and publicizing to the Deputy Chief Executive in charge to approve and the administrative office for filing at the beginning of each year. The administrative office is responsible for tracing and examining the implementation of plans regularly. 

5.1.3.2. Relevant departments shall develop training schedules and handouts prior to publicizing meetings or trainings in accreditation specifications and provide these documents to clients.

5.1.3.3. Relevant departments shall ask participants for improvement opinions and suggestions on the effects of trainings in written after trainings to enhance or improve training services in the future.

5.1.3.4. Records on publicizing and trainings, including the name list of participants, training schedule, training handouts and trainee feedbacks, shall be retained and filed. 

5.2. Customer satisfactory survey of accreditation and treatments of the survey
5.2.1. Plan customer satisfactory survey

The Quality Department shall develop the “Plan for Accreditation Customer Satisfactory Survey” (CNAS-PD31-01) in the second quarter of each year and report to the Chief Executive in charge for approval.

5.2.2. Implementation of customer satisfactory survey
The Quality Department shall, in accordance with requirements of “Plan for Customer Satisfaction Survey of Accreditation” (CNAS-PD31-01), sample in accredited CABs in the third quarter of each year and deliver written “Customer Satisfaction Survey of Accreditation” （CNAS-PD31-02）to the samples.
5.2.3. Handling of customer feedbacks
5.2.3.1. The Quality Department is responsible for collecting, sorting out and summarizing customer feedbacks and formulating analysis reports. Reports shall include:

1) Statistics of the general index of customer satisfactory, the comparison with that of the previous year and the analysis; 

2) Statistics on customer satisfactory index of each survey item and comparison with the previous year and the analysis;

3) Summarization of the opinions and suggestions from CABs;

4) Proposals or recommendations on CNAS improvements;

5) Summarization and analysis of opinions from visited customers (where necessary).

5.2.3.2. The Quality Department is responsible for summarizing the opinions and suggestions collected, forming an analysis report and submit the report to management review.  

5.3. Feedbacks and treatments of end-user opinion
The General Affairs Department shall collect and handle the end-user’s information in accordance with the “Work Instructions for Collection and Feedback of End-user Information”(CNAS-WI31-01).
5.4. Response of Customer Inquiry

5.4.1. There shall be responsible person appointed by relevant departments or project responsible person/administrator to respond the organization inquiry on accreditation application, acceptance and assessment arrangement. If the responsible person is not capable of answering the technical questions raised by a CAB, the client shall be notified of the department responsible for responding, rather than being pushed to other departments at will.  

5.4.2. The Accreditation Department Seven shall appoint personnel to respond inquiries on appraisal, decision and certification of accreditation.

6. Retaining of Records
6.1. The Accreditation Department One, Accreditation Department Two, Accreditation Department Three, Accreditation Department Four, and Accreditation Department Five shall retain relevant records on publicizing or training in accreditation specifications.

6.2. The Quality Department shall retain records on accreditation customer satisfactory survey. 

6.3. The General Affairs Department shall retain records related to end-user feedbacks.
7. Supporting Documents
CNAS-WI31-01 Work Instructions for Collection and Feedback of End-user Information 
8. Relevant Forms
CNAS-PD31-01 Plan for Accreditation Customer Satisfactory Survey 

CNAS-PD31-02 Accreditation Customer Satisfactory Survey
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