IMPROVEMENTSURVEY

KHAO SAT Y KIEN KHACH HANG

Following your recent certification audit with Afnor, we would be grateful if you could take a few minutes to complete the
following questionnaire commenting on our level of service.
Tiép theo qua trinh danh gia chimng nhén véi AFNOR, quy khach vui /ong danh it phut tra loi bang céu hoi du6i day 'én quan dén
chét luong dich vu caa ching t6i.

We are committed to quality improvement and take into consideration all suggestions.
Voi cam két cai tién chét lrong, chung t6i quan tam xem xét moi y kién dong gop ctia quy khéch.

[ YOUR CONTRACT/ Hop déng cia

1.1/ If you received a proposal from us this year, did it meet your expectations and the terms agreed upon?

Néu nhan duoc chao gié ciia ching t6i trong nam nay, bang chao gi& va céc diéu khoan c6 dap tmg mong doi cia quy khach ?
¥ Yes/Cé

0O No/ Khéng
O Does not apply as there was no new business proposal this year/ Khéng ap dung, do khong cé chao gia mai nao.

If you answered “No”, what is your reason for this? (multiple choice - question is only visible if “No” is checked)
NEU tra loi “Khong®, Iy do cia quy khéch 1& gi? (c6 nhiéu lwa chon)
O Delay in receiving the proposal/ Chao gid goi dén chéam tré.
O Consistency between your expectations and our proposal/ B4t nhéat gitka mong doi cia quy khéch va thu chao gia
O Other/ Ly do khéc.

1.2/ Comments/ Nhan xét (bo sung): Verbatim/ Nguyén van (question is visible by default with question 1/)
Ca/ db@bb /ﬁ/mn /)73777 //7/57 d{JYL? va /EQ//L C@ZCLD 7&6‘1, C(_,LC(, 6077? f?
Aa- wa Hidp c7la/> umg nhue cie ynoy g c?%u ciia c’ﬁun; 15"

2.1/ Did our audit arrangements meet your expectations/ Cach chiing to/ sép xép cubc Pénh gid, cé dap dng mong doi cua quy khach?
& Yes/Co
O No/Khéng

If you answered “No”, what is your reason for this? (multiple choice - question visible only if “No” is checked)
NEU trd loi “Khéng”, Iy do ctia quy khéch la gi? (c6 nhiéu lwa chon)

0 Delay in confirming the audit/ Xac nhan cudc Danh gia cham tré.

O Delay in receiving the audit plan or the assessment visit programme/ Nhéan duroc audit plan cham tré.

O Other/ Ly do khac.

2.2/ Comments/ Nhan xét (b6 sung). Verbatim/ Nguyén véan (question is visible by default with question 3/)

Vl,u/ )(cuy c{(_,l_n? /&2 'fw—qcﬁ L?bl)l‘p /LCL Cuu (/mzj /y C"/tu/n ’gap V.E,A
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3.1/ Did your auditor (First and Last Name of auditor) meet your expectations?
Bénh gia vién (Ho & tén) co dap tng mong doi cda quy khach ?

(!/ Yes/ Co

O No/Khbng

If you answered “No”, what is your reason for this? (multiple choice - question only visible if “No” is checked)
NEU tra 167 “Khong”, ly do ctia quy khéch 1a gi? (c6 nhiéu iva chon)

0  The auditor's general conduct (diplomacy, courtesy, listening, dialogue) =10 pts/ diém
Théi d6/ cach cu xtr clia PGV (giao té, lich thiép/ léng nghe/ déi thoai)

O  The preparation of the audit =10 pts/ diém
Chuén bj cudc Panh gia

O Respecting the overall audit plan (time management/keeping to the agenda) = 8 pts/ diém
Tuén tha audit plan téng thé (quan Iy thoi gian/ lich trinh danh gié)

o Balance between documentation audit and “field” audit =10 pts/ diém

(Interviews took place primarily at the workplace of those being audited)
Can dbi gitra Danh gia trén tai liéu va Banh gia tai “hién truong”
(Phéng vén dién ra cha yéu tai noi lam viéc ctia nguoi duoc Danh gia)
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O Understanding of your organisation’s activity =10 pts/ diém
Hiéu biét hoat déng ctia t6 chirc cta quy khach
DO  Ability to adapt to your organisation’s specific features =10 pts/ diém
Kha nang thich tmg véi nhitng déac trumg cia t6 chic cua quy khach
(Challenges, size, structure, clients, network, etc./ Thach thic, quy mé, co chu, khach hang, mang ludi, ...)
O Accuracy of the audit and proof used to justify audit observations =14pts/ diém
(Non-conformances, Strong Points, Areas of Concern, Opportunities for improvement)
Tinh chinh xac ctia cudc Pénh gia va cac bang chimg st dung dé minh chirng cac nhén xét
(céc diém NC. Diém manh, Biém cén quan tam, Co hoi céi tién)

O Consideration of risk (client/product/process/system) in audit observations = 14 pts/ diém
Xét dén riii ro (khach hang. sén pham. qua trinh, hé thdng) trong cac nhan xét Banh gia
O The contents of the audit or assessment report/ N6/ dung ciia Bao cao Danh gia =14 pts/ diém
(Clarity and consistency with the observations made/ 7inh G rang va nhét quan cua cac nhan xéf)
o Delay in providing the audit or assessment report/ Goi Bao céo cham tré =0 pt/ diém (keep for review/ gi. /ai xem xéf)

3.2/ Comments/ Nhan xél (b6 sung): Verbatim/ Nguyén van
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3.3/ If the audit team included other auditors, did their services meet your expectations?

Néu cube Danh gia gom cé nhiing Déanh gia vién khac, dich vu cta ho ¢o dap img mong doi ctia quy khach?

lz( Yes/ Cé
o No/Khéng
O There were no other auditors/ Khdng cé Danh gia vién nao khac

If you answered “No”, what is your reason for this?(multiple choice — question visible only if “No” was checked)
NEU trd Ioi “Khong”, ly do cia quy khach la gi? (c6 nhiéu lira chon)

0 The auditor's general conduct (diplomacy, courtesy, listening, dialogue)
Thai dé/ cach cu xir clia DGV (giao té, lich thiép/ 1ang nghe/ dbi thoai)
O  The preparation of the audit/ Chuén bi cude Béanh gia
O Respecting the overall audit plan (time management/keeping to the agenda
Tuan thi audit plan tdng thé (quén ly thoi gian/ lich trinh danh gié)
0  Balance between documentation audit and “field” audit
(Interviews took place primarily at the workplace of those being audited)
Cén dbi gitva Dénh gia trén tai liéu va Danh gia tai "hién truong”
(Phéng van dién ra chii yéu tai noi lam viéc cua ngudi dugc Bénh gié)
O Understanding of your organisation’s activity
Hiéu biét hoat déng cta b chirc cua quy khéach
O Ability to adapt to your organisation’s specific features
Kha néang thich g voéi nhimg dac trung cda t6 chirc cla quy khach
(Challenges, size, structure, clients, network, etc. / Théach thitc, quy mé. co cau, khach hang, mang luoi, ..
O  Accuracy of the audit and proof used to justify audit observations
(Non-conformance, Strong Points, Areas of Concern,Opportunites for improvement)
Tinh chinh xac ctia cubc Pénh gia véa cac bang chimng st dung dé minh ching céc nhén xét
(cac diém NC, Biém manh. Piém cén quan tam, Co hoi céi tién)
O Consideration of the risk (client/product/process/system) in audit observations
Xét dén rii ro (khéch hang, sén phédm, qua trinh, hé théng) trong céc nhéan xét Danh gia
O The contents of the audit or assessment report/ Néi dung cua Bao cao banh gia
(Clarity and consistency with the observations made) / Tinh 16 rang va nhét quén cla cac nhén xét)
o Delay in providing the audit or assessment report/ Goi Bao céo cham tré

3.4/ Comments/ Nhén xét (b6 sung): Verbatim/ Nguyén van (questlon visible only if “Yes” or “No” is checked for question 3.3)

196%‘% 74,&, Ve  cua oonf// 71} cd halh wﬁ/w/nq/ cav , Teuwy hiby sz,ayefz
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4.1/ Did the decision and certificate meet your expectations?/ Quyét dinh va Chiing chi cé dap ting mong doi cua quy Fhach?
& Yes/Co
O No/Khéng

If you answered “No”, what is your reason for this?(multiple choice — question visible only if “No” was checked)
NEU tra loi “Khéng”, ly do ctia quy khach la gi? (c6 nhiéu lwa chon)
o Delay in receiving the decision/ Nhan Quyét dinh cham tré
O Delay in receiving the certificate/ Nhéan Ching chi cham tré
O Other/ Ly do khac
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4.2/ Comments/ Nhan xét (bo sung): Verbatim/ Noguyén varn

C’fzu,n.g ’(‘m A&t I/Llfrfz dct Lied /n«;ﬂ? va L hac /ff;rz,y e iy 7%2,

dav v C&MQ’L? oy,

2 -
Ao lrcie AAFNOR.

RECOMMENDATION: Express your opinion/ KHUYEN CAO: Quy khach vui long cho biét y kién

5/ Would you recommend AFNOR Group?/ Quy khach ¢ gici thigu AFNOR?

Please rate the question on a scale of 0 to 10 according to the importance you give it
Vui Iong cho diém sé tie 0 dén 10, tay vao muc d6 quan trong theo cam nhéan ctia quy khéach

Drag the pointer to the desired number: “0” being “definitely not” and “10” being “absolutely”.

Danh déu vao 6 thich hop: diém “0” 1a “tuyét nhién khong” vé diém “10” la “chdc chan’”.

0 1 2 3 4 5 6 7 8

dich vu ctia ching téi, va theo quy khach. chang t6i nén cai tién nhu thé nao?
Verbatim/ Nguyén van

What is your overall opinion of our services and how would you like us to improve?/ Nhan xét chung ctia quy khach vé cac

Dich v v mDu,Zny 48 he he &En? 17 cia’f 1,5;19 nhee caic g FA” cua cfuwy

We thank you for your participation, please click on "valider" to finish the survey

Céam on quy khach da cho biét y kién. Vui Iong nhédp chudt vao “valider” dé két thic cudc khao sét.

NACDTIC A200 viAaraian D CArntAarmbhAr DN410

Page 3 of 3



