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Service quality evaluation system of commodity management enterprises

1 Scope

This standard specifies the terms, definitions and evaluation requirements of service quality evaluation system of commodity operation enterprises

This standard is applicable to commercial organizations (hereinafter referred to as organizations) that provide goods and services to customers.
2 normative references

The following documents are essential for the application of this document. For dated references, only the dated version applies
Pieces. For undated references, the latest version (including all amendments) is applicable to this document.

GB /t16868-2009 commaodity operation and service quality management specification

3 terms and definitions

The following terms and definitions apply to this document

3.1
Service culture is the sum of service values such as service concept and professional concept formed by enterprises in the long-term service to users
Service system
Shell has the elements of mutual connection and interaction, which together constitute a specific structure and service function
For similar activities, the processes and results represent the best business practices and performance within or outside the industry in which the organization operates

There are three ways to evaluate the process (ADL ). By analyzing whether the method (a) is determined before the process is implemented, and whether the process is implemented

Whether the implementation (d) analyzes the gap with peers and seeks improvement direction (L), and whether the interface and requirements of related departments are clear (I) to implement the process

Evaluation of present degree
4 evaluation content
4.1 the evaluation includes six aspects: service culture, leadership, human resources and service strategy, service system and service process.

4.2 see Appendix A for scoring items and score table

4.3 see Appendix B for scoring guide
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5 evaluation requirements

5.1 service culture

5.1.1 establishment of service culture system

Establish a set of corporate culture system with vision, mission and values as the core concepts, which is suitable for the development of the organization and is fully integrated in the culture system

Now the concept of service.

5.1.2 service culture publicity

Communicate the service values of the organization to all employees, suppliers and partners, improve and perfect the development direction of the service system, and ensure two-way

Communicate.

5.1.3 service culture evaluation

Establish a service culture evaluation system, evaluate the role of service culture in the process of enterprise development, and transform its service values into required employees

And evaluate the service culture identity of employees

5.2 leadership
5.2.1 leadership of senior leaders

Establish a continuous improvement system for senior leadership and an evaluation system for senior leadership, and implement continuous improvement according to the evaluation results
5.2.2 role of senior leaders

Senior leaders should create an environment based on service, promote organizational learning and employee learning, and abide by laws and regulations

Abide by ethical standards such as integrity management, and influence relevant parties of the organization

5.3 service strategy
5.3.1 strategy formulation, overall strategy and service planning

5.3.1.1 the formulation of the strategy should predict a variety of factors, such as customer expectations, new business and cooperation opportunities, employee development and talent demand and technology development

Changes in exhibition, market and customer segmentation, strategic transfer of competitors, etc. strategic objectives and resource allocation should adapt to these factors

5.3.12 define the provisions of the overall strategy for service planning, and reflect the customer-centered idea

5.3.1.3 ensure that the service strategy and marketing strategy are consistent with the overall strategy and objectives of the organization.
5.3.1.4 establish long-term and short-term service objectives

531.5 develop specific action plans to achieve overall strategy and objectives
5.3.2 strategic deployment, index decomposition, monitoring and improvement

5.32.1 resources to be allocated for the development and implementation of service strategy include human time, space and funds, and customer-centered activities at all levels

Move and so on.

5.322 there are appropriate indicators and information to regularly monitor, track and feed back their customer-centric performance.
5.4 human resource management system based on service ability improvement
5.4.1 human resource planning

5.4.1.1 establish human resource strategic planning based on customer satisfaction.

5.4.1.2 evaluate the service orientation of potential new employees to support the customer-centric culture
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5.4.2 learning and development of employees

5.4.2.1 education and training of employees

Develop education and training plans for different posts and positions, and implement them to enhance service awareness and improve service skills

To achieve customer satisfaction as the core of education and training, and to achieve development and improve skills. Combine the long-term and short-t of the with the employee's

Development needs, including education methods, training objects, target development, funds and facilities, etc
5.4.2.2 career development of employees

Help employees to achieve their learning and development goals, and make their career development in line with the improvement of the service quality of the enterprise
To manage the career development of all employees effectively.
5.4.3 employee performance assessment

Use various performance and reward methods, such as material and non-material, personal and team, to let employees understand and provide excellent service

Will be rewarded. Describe how the employee's performance appraisal, recognition, promotion, reward and reward system is related to the customer-oriented goals and customers

Combination of satisfaction.
5.4.4 personnel capability evaluation system

5.4.4.1 assessment of employees' ability to pursue excellent service management

5.4.4.2 comparative analysis of the existing ability and future demand ability of employees.

5.4.4.3 identification of employee characteristics and service skills.

5.4.5 employee rights and interests and employee satisfaction

5.4.5.1 working environment

Continuously improve the occupational health and safety conditions in the working environment, stipulate the measurement items and standards of the working environment in each key place, and ensure that

Emergency plan shall be made for the emergency and dangerous situation in the workplace. Encourage employees to actively participate in various forms of mass quality management activities,

Carry out scientific management of mass quality management activities, provide necessary resources, evaluate and approve the results of the activities, so as to improve employee participation

Positive.
5.4.5.2 support and satisfaction of employees

Determine the key factors that affect employee rights, satisfaction and enthusiasm, and the impact of these factors on different employees. According to different employees
To provide personalized support for employees. Senior leaders should investigate and understand employees' opinions and suggestions in time so as to make positive feedback

And processing, determine evaluation methods and indicators, and measure employee satisfaction.
5.5 service process

5.5.1 organization structure determination and process sorting

5.5.1.1 establish the organizational structure to ensure its suitability and compliance, and ensure that it can match the organizational development goals
5.5.1.2 regularly organize the service-oriented process, establish the organizational structure in line with the development, promote the cooperation and mobilization within the organization

The enthusiasm and initiative of the workers can promote the at innovation, impi and development of the organization.

5.5.2 management of service process

5.5.2.1 identify and determine the key processes in the whole process of main products, services and operation, and analyze the impact of these processes on profitability and organizational achievement
Contribution to success.

5.5.2.2 requirements for determining service process shall be clear and measurable, and key and special requirements shall be determined in all requirements if necessary



SB/T10962-2013

5523 the design of service process shall meet its main requirements. Process design shall consider the identified process requirements, especially the key and

Special process requirements. Effective process design must consider the requirements of all interested parties in the value chain, including the requirements of changes.

5.52.4 effectively implement the service process to ensure that the design requirements are met. The organization shall determine the main performance measurement methods and indicators of the service process

In the management of these processes, process measurement indicators and information of relevant parties are applied to minimize the overall cost of the service process and ensure these

The daily operation of the process meets the requirements of the service process.

5.52.5 evaluate the effectiveness and efficiency of the implementation of the service process, continuously improve the process, reduce the process fluctuation, and make the process and strategic planning and development

Alignment of direction and sharing of these improvements across departments and processes

5.5.3 design of key processes

The design of key processes should consider the information of customers, suppliers and partners, and the effectiveness of time cycle productivity cost control

Factors include safety, long-term performance, environmental impact measurement capability, process capability, contingency capability, supply capability, service assurance capability, etc

5.6 service system

5.6.1 customers and market

Determine the needs, expectations and preferences of customers and the market, and establish a good customer relationship. Determine the impact on winning, maintaining and satisfying customers

The key factors of intention and loyalty.

5.6.1.1 understanding of customers and market

5.6.1.1.1 determine the target customer group, divide and segment the market according to the strategy and competitive advantage. Determine the project according to the characteristics of products and services

Target customer group, the target customer group can include direct customers and indirect customer segments, which can be regional customer level and age
Others, etc.; should also analyze competitors' customers and other potential customers.

5.6.1.1.2 understand the needs and expectations of key customers and the impact of these needs and expectations on customers' purchase decision-making. Should be different

The customer group of our company adopts different understanding methods, such as questionnaire survey, interview research and so on. Information about current and past customers can be used, package

Including customer loss information of customer satisfaction survey results, etc., and use this information for product and service planning, marketing, process improvement, etc

And other business development

5.6.1.1.3 regularly evaluate and understand the methods of customer needs and expectations, and analyze and improve the applicability and effectiveness of these methods, so as to

It adapts to the strategic planning and development direction of the organization.

5.6.1.2 new service development

In the process of new service development, the system manages the whole process of service delivery to facilitate customer activities. Before any commitment, the manager

Be able to check the written service definition and effectively identify potential failures. Take customer and market understanding as new service development

Lose people and provide different service concepts from competitors to achieve customer relationship and customer satisfaction

5.6.1.3 customer relationship and customer satisfaction

Establish and improve customer relationship to win and maintain customers, increase customer loyalty, attract potential customers, open up new business opportunities, and determine customers

Customer satisfaction, improve customer satisfaction.

5.6.1.3.1 establishment of customer relationship

The process of establishing customer relationship includes
Establish customer relationship, such as: establish strategic partnership with key customers, meet and exceed their expectations, so as to win customers and improve their satisfaction
Intention and loyalty, increase the frequency of repeat purchase and get positive recommendation

b) Clarify the main contact methods of customer inquiry information, transaction and complaint, such as direct visit, order meeting, e-commerce, telephone, fax
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Really wait. Determine the requirements of key customers on contact methods, and convey these requirements to each employee concerned within the organization.

c) Clarify the organization's complaint management process and relevant responsibilities, and ensure that complaints can be resolved in a timely and effective manner, such as commitment to customers
Time limit and content of processing, and implementation of commitments. The organization shall collect, integrate and analyze complaint information for improvement of the organization, and
Focus on complaint handling and improvement process, etc.

d) Measure, analyze and improve according to the established service standards and service management system, and regularly evaluate the method of establishing customer relationship,

The applicability and effectiveness of these methods are analyzed and improved to make them suitable for the strategic planning and development direction of the organization
5.6.1.3.2 measurement of customer satisfaction

Procedures for measuring customer satisfaction include
a) The measurement method should be different between direct customer group and indirect customer group. The available information can be obtained by measurement, and the available information can be packaged
Include customer satisfaction information of competitors or benchmarks, and use customer satisfaction information for activity improvement.

b) Follow up customer's product and service quality, and get available feedback in time. For example, product open box qualification rate and failure

Abnormal changes in the rate of customer complaints, etc.

c) Obtain and use customer satisfaction information compared with competitors or industry benchmarks to understand the competitive position of the organization in the industry,
Gain competitive advantage.
d) Regularly evaluate the methods of measuring customer satisfaction, and analyze and improve the applicability and effectiveness of these methods to make them adapt to the group

Strategic planning and development direction of weaving

5.6.2 supplier management

Establish supplier management, manage and coordinate all activities in the execution of services. Its main contents include
a) Management of service capability. Consider the costs of recruiting, training and supervising employees, as well as the costs incurred by the company in dismissing employees and
Damage to the company's reputation. Consider the loss of current and future business caused by customers' long waiting time, and the excess service
Increase the service cost and other risks.
b) Management of waiting time. Customer oriented, pay attention to the design rationality of the queuing system, the actual waiting time and the customer's
Feel "waiting time.
¢) Management of distribution channels. Focus on how to provide customers with satisfactory service at a reasonable time and in the right place. Such as service and entertainment

The combination of music and franchise, international expansion and Internet distribution strategy.

d) Service quality management. Focus on the quality of service delivered in the service process, including the interaction between customers and service personnel, to

To meet or exceed the expectations of customers, establish service quality standards in this system, timely correct the poor service quality and

Remedy.

5.6.3 service information and knowledge management

5.6.3.1 acquire and develop internal and external information about service information, such as market customers, employees, suppliers and partners
Resources to ensure the organization's identification and provision of these information resources.
5.6.32 effectively manage the organization's knowledge resources on services, collect and transfer the knowledge from employees, customers, suppliers and partners

Identify, identify, confirm, share and apply best practices

5.6.3.3 equip with facilities to acquire, transmit, analyze and release data, information and knowledge, establish and operate information system, and ensure that the information system is hard

Reliability, safety and ease of use of components and software. And make the information system adapt to the development direction and service needs of the organization.
5.6.34 in the process of information and knowledge management, the idea of benchmarking management should be established, benchmarking data should be widely collected and applied, and

Prioritize improvements in services and identify opportunities for innovation

5.6.4 technical management

5.6.4.1 evaluate the soft and hard technology of service innovation, analyze and compare with the advanced level of the peers, and provide sufficient information for the formulation of strategies
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To provide technical support for enhancing customer satisfaction

5.6.4.2 take international advanced technology as the goal, actively develop, introduce and adopt applicable advanced technology and standards, and improve the organization's technology

Ability to improve and innovate

56.4.3 strengthen the innovation of service mode for service request, service activity, complaint and analysis to adapt to the development direction of the organization and
Service needs.
5.6.4.4 pay attention to the embodiment of technical innovation in the service front desk, and pay attention to the training of employees in mastering service technology.

5.6.5 service support facilities

Identify and provide the necessary infrastructure, including
a) When selecting service facilities, the organization should consider the geographical location, number of facilities and optimization standards;

b) Develop and implement preventive and breakdown maintenance systems for service infrastructure.
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appendix
(normative appendix)

Score table of service quality evaluation system of commodity management enterprises

Table a.1 score table of scoring items (1000 points in total)

Score item Score
5.1 service culture 130

5.1.1 establishment of service culture system 40

51.2 service culture publicity
5.1.3 service culture evaluation 50

5.2 leadership 130

1 leadership of senior leaders
5.2.2 role of senior leaders
5.3 service strategy 150
3.1 strategy formulation, overall strategy and service planning

5.32 strategic deployment, index decomposition, monitoring and improvement

5.4 manpower based on service ability improvement
150

Resource management system

5.4.1 human resource planning

5 evaluation requirements
5.4.2 learning and development of employees

(1000 points)
5.4.3 employee performance assessment
Personnel capability evaluation system

5.4.5 employee rights and interests and employee satisfaction

Service process 210
5.5.1 organization structure determination and process sorting 70
5.52 management of service process
5.53 design of key processes
5.6 service system 230
5.6.1 customers and market
56.2 supplier management
5.6.3 service information and knowledge management 50
56.4 technical management 40

5.6.5 service support facilities



SB/T10962-2013

Appendix B
(normative appendix

Evaluation elements and evaluation guide of service quality evaluation system of commodity management enterprises

B. 1 evaluation elements

B.1.1 overview

The evaluation of this appendix refers to the mature process of methods, development and improvement adopted by the organization to achieve the requirements of each scoring item in 4.1-4.6 of this standard
Degree. Four elements of approach deployment Learning Integration (adl1)

Evaluate the stage of the organization's process.

B. 1.2 "method" evaluation

The main points are s follows

a) Ways and methods used by the organization to complete the process
b) Methods the suitability of the standard items was evaluated;
¢) The validity of the method;

d) Whether the repeatability of the method is based on reliable data and information.

B. 1.3 "launch" evaluation

The main points are as follows
a) The expansion degree of the methods used to achieve the requirements of standard scoring items;
b) Whether the method is used continuously;

c) Whether the method is applied to all applicable departments.
B. 1.4 "learning" evaluation

The main points are as follows:
a) Through the evaluation and improvement of circulation, the method is improved continuously;
b Encourage breakthrough changes in methods through innovation

c) Share the improvement and innovation of methods in all relevant departments and processes of the organization.
B. 1.5 "integration" evaluation
The main points are as follows:

Methods need to be coordinated with the organizations identified in other scoring items of the standard

b) Organize the measurement, analysis and political progress system of all processes and to integrate and each other;

c) Coordinate the planning, process, result, analysis, learning and action of all processes and departments to support the objectives of the organization.

B.2 score

2.1 description

The following principles should be followed in the course of determining scores:
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a) When scoring a score item, first determine which score range (e.g. 50% - 65%) is "most suitable" for the organization in this score
The level reached by. In general, the "best fit" does not need to be completely consistent with each sentence in the scoring range, and it is allowed to use the

There is a gap in the element (ADLI element or result element of the process)

b) The level reached by the organization is based on the results of the overall comprehensive evaluation of the four elements, not specifically for a certain element or

The average result of each element after evaluation;

c¢) Within the appropriate range, the actual score is determined according to the degree that the organization's level is close to the scoring requirements
d) The score of the scoring item is 50%, indicating that the method meets the overall requirements of the scoring item and continues to expand, and the expansion to the scoring item involves

Most of the departments have met key organizational needs through some cycles of improvement and learning. Higher scores reflect success

Therefore, it is proved that more extensive development, significant organizational learning and increasingly perfect integration are available

B. 2.2 scoring guide
The scoring guidelines are shown in table B.1.

Table B.1 scoring guide for service quality evaluation system of Commodity Operation Enterprises

Fraction process

There is clearly no systematic approach; information is fragmented and isolated. (A)

Method does not expand or only expands

0% or 5%
It can't be proved that there is improvement orientation; the existing improvement is only to "react to the problem". (L)
The consistency of the organization cannot be confirmed; all aspects or departments operate independently of each other. (I
According to the basic requirements of this scoring item, there is a systematic method. (A
10%, 15% In most aspects or departments, it is in the initial stage of method development, which delays the process of meeting the basic requirements of the scoring item. (D

20% or 2% are in the initial stage of the transformation from “responding to problems" to “general improvement orientation”. (L)

Mainly through joint problem solving, make the method reach an agreement with other aspects or departments. (D

There are systematic and effective methods to meet the basic requirements of scoring items. (A)
30%,35% Although in some aspects or departments are still in the early stage of development, the method has been developed. (D)
40% or 45% start to have systematic methods to evaluate and improve key processes. (L)

The method is in the initial stage of coordination with the basic needs of organizations identified in other scoring items. (D

There are systematic and effective methods to meet the overall requirements of the scoring item. (A)

Although there are some differences in some aspects or departments, the method has been well developed. (D)

50%,55%
60% or 65%

There is a fact based, systematic evaluation and improvement process, as well as some organizational learning to improve the efficiency and effectiveness of key processes
Sex. (L)
Methods need to be coordinated with the organizations identified in the scoring items. (D
There should be a systematic and effective method to meet the detailed requirements of this scoring item. (A)
%175% The method is well developed and there is no significant gap. (D)

Fact based, systematic evaluation and improvement, as well as organizational learning, become key management tools; there is clear evidence to prove that

80% or 85

Through organization level analysis and sharing, we get accurate and innovative results. (L)
Methods need to be integrated with the organizations identified in other scoring items. (D
There are all systematic and effective methods to meet the detailed requirements of this scoring item. (A)

The method has been fully developed, and there is no significant weakness or gap in any aspect or department. (D)

90%,95%
Or 100%

Based on facts, systematic evaluation and improvement, as well as organizational learning are the main management tools of the organization

Share, and get the result of fine innovation. (L)

The method needs to be well integrated with the organizations identified in other scoring items. (D
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B.3 level

B. 3.1 classification

The maturity level of service quality evaluation system of commodity management enterprises is set as three-star, four-star and five-star. Higher level mark

The more mature the service quality evaluation system of commodity management enterprises is.
B. 3.2 level determination

According to the scores obtained from the evaluation, evaluate the maturity level of service quality evaluation system of commodity operation enterprises according to table B.2

level

Table B.2 determination of grade standard evaluation

Evaluation grade of service quality evaluation system of commodity management enterprises Scoring interval Performance level classification dentification
Samsung 600~799 score Basic performance
Four star 800~899 score good

Five-star 900~1000 score excellent
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