ICS 03.080.01
A 12

oAl A RS 3 R I IR S bR

GB/T 35966—2018

ERARRFSLRSRETEE

High technology service industry service quality evaluation guidelines

2018-02-06 & %0 2018-09-01 5%

e ARSI 5 RIS o
SRTITI S R T




GB/T 35966—2018

—t

]l

][l

AARAE IR GB/T 1.1-—2009 25 H () 3000 ke 2,

A 4 [ 55 A HEAL R 22 01 25 (SAC/TC 26O &M IH T,

AR A B BT o L BR AR SR B o R 2 R T e B B 5 e L v O R

AR UE E SRR EARF WA B AR BREE I R KAL R TR R R VT R IR



GB/T 35966—2018

BRARSFIRSREIFENIEE

1 SeE

AHRUEL T SRR 55 Ml B 55 SRR B PR U B A PR 5 1 RN SRR SR R
AR 38 FH T o B i 55 iR 55 5 e A B sl A0 b A o o o S A A5 ) B A

2 MEMESIAXH

AN SR F A SR N R s AR ML H RS 51 SCF A B IR MRAS IE A S
o FUEATE H IR 51 SO e BOH AR (B0 45 BTG 48 2B 16 T AR SO
GB/T 18883—2002 = Nas S BB

3 ARIFBFMEX

TANARE R A& T A S,
3.1

S ARMRSE L high technology service industry

KA BR T Bt S5 IR 55 WG sh B AR & o e BRI 55 ol A 3 W 15 i i 55 W BH B R 5% 4k
MR 55 Tl AR MR S5 A5 2R 55 FL T 15 55 IR 55 B A 4 R IR 55 0 U AR 55 A 85 W0 % v 3 i
P
3.2

REBE service quality

12 55 1 A4t 385 A ot % B gl B e IR 55 4 2R B E ORI I B A R

4 FEMGEN

4.1 ThariE
PEAN A LS Or N 530J0ST AT S AN A2 AT AT oAt 2 ORI N T
4.2 EWIE
PEOT LU A D3R SRR A IE RS EAT o IV IR WL S O R AT T AT
43 2mi
PEAN L5 K AR R 55 18 25 A 5 T BEAS VAT T i O » o A B LA AR 4
4.4 IBIEM

PEBT 4R AR Y] 5 R B AR R 55l 59 52 B B0 - PO A e IO U0 S T AT SRR 4R N B MIE L SE R L RT
[Ed



GB/T 35966—2018

5 iFMrIERR

5.1 #Rig

5 1 A 55 oMb 1) I 55 T e DA T AR 55 BE 0 e 55 i A L IR A5 AR 3 DR R RIT IR e
453 A TP FEAR (UL 1) o 7R XA [ g 1 AR i 55 M i 55 Stk O Jo& % 5 07 24 465 5 i 5 2 3t 7 Ml
55 B2 PR A 20 T DA BB uRe b D 00 ) A R S TR AR A IR 55 PR T AR R AR

R HAR IR 0L 5 I BV
W% ) Wi A W 4
mf || || (B[] | | || & w|w||]||e I
AL IE IR IE AR w sl e ] % Mg || W
A %? A Z i s X
el e f |k ||| e | || B we e | e | | IR
|| |52 ]| ]| % || w &

B 1 SRARBRSZLEKRSREFNIER

5.2 MR%aE

12 55 HE 3 2 2R N R AH AN BR T LT 4845

a)
b)

c)

d
e)

D

g)

Hiz 55 % Joi < iR 55 42 3 3R AT L b iz 55 9% JBOAIE 53 T 1A 2

PBNBE I3 AN A 51 T B AR S 00 B UM 16 0« 810 A0 o 005 N A B A Sk T RS B A fiE . &
WA AN B BOKF B TR 22 I DA BB R B B2 Dy i RN B oy iR 55 42 11 3
AR TR

FEARTK  BOAR Y A RS 1 Se R R0 FAME N A0 B EOR N B 28 2 e A AT AR
PERCIR DU FEAT B . FOR N G AEE A N BN Al 25 47 HR T B B0 e ik 58 0T &
LWBA LR BT R 2 BN B 0T K B G R g5 SR B W AR e B A L A
ERRE AR O

BECRIHTRE ) - M g5 4R L3 1z B A 2 IR 55 07 ik IR 55 4 s BRI 15 0L

T HRAE T X 57 B PR AP (R 3 O % 4R I Y 57 B 2R 0 L MR PR B B T A% TR R A 3 L B A 58
) BT PR R AR O0) T U IE LN B IR B4 A R DU By 4 L 9 K R L TR A
1 B 19 RE PR CRLAR R A8 24 1 SR T 2 (6 SR DR A R D0 » M P HE TR 6 A G 12 0k MU 2 175 O
23RBS GB/T 18883—2002 R BT A 5 00 IR K IR IR Il MA B A 19 BB 19K 19
FL A TAEAT A& B O 1 00D 25 05 T A9 BRDIR A0

st WS W < I 55 i BB 0 L A R ) O AT B0 . IR 55 R AR R ARl DXRUA ATl
LA

VOB A« BN LA W6 2 I 55 75 SR AR 17 B0 O 152 4 (02 ) A58 0] 44 G I e 150 180 6 T ' 5 0



GB/T 35966—2018

5.3 MRS iTIE

Mz 55 ik e L 2K L AR AH AN BR T LR 4845

a)  Tlb iR 55 B A A P AR IR 5 B Lk TR AR B L AR M RO IR 55 S R P ORI VE IR

by W P < I 55 B A B AR 55 B I R A I R PR A R [ Y R

o AR RS R AUE A BRI P R A B A E R T AR | o M AR 55 K

d) B TE D B 5 AR RN B 45 7 AR 0] B4 S T & A 3 30 O 14 BE Ty LR A A e B i

54 RBER

e 55 245 R BRI R AHANBR T LA R 16 4«

a) RV R IR S5 R M R B B A B B PR b T BOUR R R g5 e A
B BRI AL B

by A RUR L - Mz 55 4 5 5 RUAS B D 5 20 AT AR AR B 5

o) AIFRLEK SR« IR 55 B A AR R A A )

& FEATROR < e 55 4R I ATl e JR B S S S AR L A AR BRI R AR SR B K R A Ty
T F) A SR

6 iFMAE

6.1 JEMrER

e B 55 b #1955 R P 4 b 2 A R S5 BE T L g5 0 AR A9 A 95 A R = 2R AR An ke L e =3
MIALESA S1.S, 5 Syo BRBIMF REIFRARA X\ X o X s BRI G Gy oG U 55 BE

ﬁﬁj‘j : Ty = 2 XyveGyo MELAERBIFAY, Y, Yy v%‘*?ﬁ‘*yéjﬂ Wi Wy W, W IR 55 38 72 53
BHh:T,= ZYN Wy WRFERIGWA Z ZoZns EFRARALEN Py Py Py s MR 55 45 5 534K
KTy = D27y~ P MR ARG LIRS PG BN T=T, + S, + T, + S, 4T, + S,

6.2 WENERFZE
6.2.1 #Eik

E A VA 18 b BEA T I 350 AR AN [ 1 9 R 55 VF 0 X R 8 7 5 8 AER TR IV 22 5 18
O3 o AR AR Y E 7 15 AT AR T 32 WERAS T LB WA 7 DA B 32 % WL 25 AR IMUAN 725 . T LA(HOR BR
ER 2 & R e R

6.2.2 FEMMAEA E

F2 IR A SFAG 725 B LA R 7 3 Hh i %
— R HTIE

— BRI (ERAE)

— R AT

— IR EE

WP

/NPT




GB/T 35966—2018

— FRASE
—HAl Tk

6.2.3 BT %

2 IR ASCPTAR 15 B AR T ik v i %
e KRR 5

— F WG AT

—Z Hin A

5T RS R

— 05 2=

AR S R

e KB 251

A7 AL O HK PRBT

— H A5

6.2.4 EENLZEEEMMBE

R WLLE A A OB R 32 WAL 3% 30 KA 32 45 & 7 — B2 Al - AT 5820 M 4% B ARG

7 WEMARTE
7.1 LA

o5 1 AR e 55 oMb #9955 T ek DA A0 B T A A A ST F S R AR B I TR L SERE A K e R
PO R A R UL 2,

I3 e 55 e

W W4 B iz

W Bhs g [

T % VR4 E 4

AR ]

WLV BAR T 2

BE VP TR —

il 2 PR S i H 7

N

RV Hdie

SCHE PR ]

HSSYXHERBSRE I

LR RZ R S

BEMHRE

RV

SERRPEA 45 |

PEY G 0 R B IA

B2 SEABRSLRSRETENTE



GB/T 35966—2018

7.2 BEITH BRMERE
7.2.1 SRS

TEHEAT i B AR MR 55 M 55 5 B3 A ] 5 07 6 23 B AT 0 A 55 ol 68 45 P 8 7 IR 5 I 3 T O 3 1Y
PSR

7.2.2 WEFM BIR

R 155 52 A IR 55 M AR 1) 20 B 25 2R 255 DA 0 R XD 45 2R B 3005 DA 1 R S B A e A
AR 55 e R 55 5 i A B

7.2.3 WEWEM EMR

T B 1 AR IR S 4 R B AR B0 8 A& PR AR, — I E T (R AR M AR Y
AN S = 5 T E

7.3 EEEM TR
7.3.1 BAILIEM AN

DAY AR B 08 AN T 4 B3 A o G 6 S DA U)o 0SS T ) T e P AN [ ) B A 9 U 4%
P PEPE O 95 b3 B 95 52 BRVEf 5 R B E

7.3.2 WAENKRARTHR

JOL 45 5 I 55 B8 1Mk 55 3t -l 55 4 SRAE SR BE T8 & B4 E 1Y i B AR IR 55 ol 04 2 4 i 55 T 3T A
TRPR I R IFARYE DEH 46 Br AR 3R BT B0 SR B 0] 45 o N 45 5 IR 55 R P 0 BS0HE 155 00 1 5 4% v BRI 55 M1 11
PR 5 b B R 7 1

7.3.3 HIETMEHEBEE

NS 5P N B3R A4 T 8 a8 A 58 Bk B R L B8 A A4S B R AR . 0L o 5K
Wt H A2 HE 8 B TE VT 3ok R TG A S0 175 100 T o o B A B 1) I e L R R T 4 AT R
7.4 KHEEH
7.4.1 EilEMAR
PR RN X2 5 A B AT I R AH R BR T R k4 05 1w AT R I
— R R AR R

PR 1 B 7E 5
— B R AR

7.4.2 RETMETE

KAV B ds A5 B S IR ANR 20K .

R AEEE AT DR O U5 R | R A R A ) 4 I A B 0 A — bl 22 7 S AT
SRR B A B AT DU E R Lt R DU E

R AR A AT LASE T SRR A L AR B A 28 0 B 45 R R 0 A D7 SR ) A A
AR IRPE A TS A0 AR U AT SE R RE L ST L o0 BT I L R



GB/T 35966—2018

7.43 MEFMER

R W 1 )PP 8 o R R RIS D7 v TR AR B B0 80 15 8, TH 3304 0048 A 19 20 (AL 25 5 7
{6 15 H R 55 O PR 2521

7.5 TERITHER
7.5.1 BEIEMEE

55 DT R 08 D00 R 445 SRR 2T A S B . L SRR X R R IR 55 M R A 5 R ik A
KA — A2k T 45 G VP B R4S A B B 4518 .

7.5.2 RETMMWE

VA F2 AR 22 PR Sl 4 I [0 il i 55 J50 B A A 22 8 07 4R S TTAN &5
7.5.3 TN ER RSN

BEPEA T7 L6 VA 3 A £ (46 0 9 A 4 SR A sl Y B B R AL

8 MRS

ﬁﬁﬁi Rt R ok T B A 4

00N AL 2 5 N B0 58 BRI BY 4 374N S S L L B o A B
ﬁ%ﬁﬁﬁ%%kﬁ%%ﬁﬁ%%;

71 5

— MR 55 RE Sy M5 ad e KR 55 45 R A B 14 3 K
BRI

ﬁvaTlnmﬂ&H@ # %/[E




GB/T 35966—2018

2 % X W

(1] GB/T 1.1 L TAESN 55 1345 bR 451 Fldn 5

(2] GB/T 3533.1 FrifEALLTFRCRIEAN 58 1 F 5 RN A5 07

[3] GB/T 4754 HFERZFIFLSE

(4] GB/T 15624.1 MREHruEfb TAEFE ™ 28 1 #%: Sl

[5] GB/T 19001 JiiHikR oK

(6] GB/T 19580 & EZIRLIT-Hi #E W)

(7] SB/T 10382 R 5% #AK R HLM K 5L it 48 B

(8] HI& B AIT XTI & B m AR S5 48 3 W (E 0 & 2011758 5)




