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Purpose:

Implement the company s customer-centric policy, standardize the after-sales work

process, and clarify the responsibilities of relevant departments.
1. Process and responsibilities

1. After the company s products are sold, customer feedback on after-sales requirements

can be divided into three categories:
4, Normal after-sale replenishment, or information sharing:

It refers to the situation where the customer needs to replace the item, or share the
after-sales market informatlion to pay attention to the supply in the future, without
complaining about the poor guality of the item due to the error, fallure or

insufficiency of the item;
B. Chuality Complaints:

Customers complain about the poor quality of the company s products, and feedback to the
company in written form (email, wechat, etc.), asking for treatment, and provide

analysis and improvement measures;
2. Batch bad complaints

The definition of batch: the same location of the same type of the same fault more than
three, the fault refers to functional problems, affect normal use, including
electrical performance, structural problems, that is, batch quality problems; The
customer complains that the company s products have bad batch problems, and
feedbacks to the company in written form (email, wechat, etc.), asking for timely
and effective treatment, and needs to analvze and provide improvement of the wrong

application;
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2. Processing process:

Lfter recelving the after-sales requirements conveved by customers and sales,

the

after-sales department will distinguish different cases and follow up the corresponding

processing according to the following procedures:

4., Normal after-sale replenishment, or information sharing
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internal ; . . .
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department ;
relevant
departments:
3. If it is confirmed by the
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3. For normal ] .. )
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B_Itis a quality complaint
: . E 1bl :
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C.It is a batch of bad complaints
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T.The after—sales department
. organizes the departments of
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solution of hatch ) 5. P T ] Lfter—sales after
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3. If a batchreturn is required and the amount involved is larze, the general manager

shall give instructions and follow the instructions;

In the process,

involving import and export customs declaration, the Commerce

Department is responsible for contacting customs affairs and handling import and export

customs clearance matters.

Fourth, request to return batch rework/return to new processing, after business

confirmation, according to the results of the discussion, PMC is responsible for

organizing implementation, phase

Cooperate with the department to execute as scheduled; The after-sales department

follows up the completion progress;

E. If the customer reflects that the product defect rate (annual repair rate) is within

3%, refer to the normal after-sale replenishment process.

6. Relevant forms
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1. Company s Contact Letter

2. Quality improvement report form (can be 8D report format, submitted by quality

department).



