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9.1 SQ Examples 9.1 SQ FHEHI
In product categories 7 and 9, there is just one named service quality measurement, SQ, for all of the product FHET L ITiE. R TORG O IR L T —204 OV — A WEHEE, SQRH 5, LorLan
sub-categories. However, the unit measured varies by product category. The individual numerators and denominators O, WIEESNDIZ=y ME, ESHEIZE > TEETH S, x0T KRODRHE, EEA RA2IZERSNT
are defined in Appendix A, Table A-2. WD,

9.1.1 Installation (R5.1 Product Category 7.1.1) 9114 % b/l (R5.1 BLG4E 7.1.1)
.4 _ . ARJT RA L.

The data collected and calculation results for this example are shown in Table 9.1.1-1. S OBNCBIT AUET — & L AR A 320.1.1-110 75,

Table 9.1.1-1Source Data for Installation SQ £011.1 ¢ L SODIREF—
1.1- VAN T —

Item Jan Feb  Mar  Apr HH 1H 2H 3AH 4
Number of Non-conforming Installation/Engineering Audits (SQd) 5 1 0 6 AVA NN =T ) v TEER ORI AH(SQ) 5 1 0 6
Total Number of Installation/Engineering Audits (SQt) 100 50 75 80 A VAN =T ) T EEAERE(SQL) 100 50 75 80
Service Quality Measurement (SQ) 5% 2% 0% 7.5% P— A SWERIE (SQ) 5% 2% 0% 7.5%

The computation for the month of January is

1 H OFHRR ST,
SQ =100 x SQd/SQt = 100 x 5/100 = 5% defective audits in January

) SQ =100 x SQd/SQt = 100 x 5/100 = 5% 1 A O XA DOEIE

The data reported for January are shown in Table 9.1-12. ) B

1 HICHREESNDT —F 23%9.1.1-212R 7,

(FRIE . JRSCCidTable 9.1-12 & 725 TW A2, 9.1.1-2058 0 L bis, )
#9.1.1-2 f VA F—ASQIZOWTDHRET —F &

Table 9.1.1-2 Data Table Report for Installation SQ
Identifier Value

Product Category 7.1.1

EGlIRs [}
MeasurementlD  SQ BH SR — R 711
SQt 100 MeasurementID SQ
SQd 5
SQt 100
_ SQd 5
9.1.2 — Maintenance (R5.1 Product Category 7.3.1) 9.1.2 fR5F (R5.1 M4 7.3.1)
The data collected and calculation results for this example are shown in Table 9.1.2-1. Z OB DT — & LR R & $9.1.2- 1T
Table 9.1.2-1 Source Data for Maintenance SQ #£9.1.2-1 RFSQDILT — %
HH 1H 2H 3A 4A
Item Jan Feb Mar  Apr PR —3y 7 B (SQd) 2 0 1 4
Number of Maintenance callbacks (SQd) 2 0 1 4 PRAFRGRAEE (SQU) 30 20 75 120
Number of Maintenance Visits (SQt) 30 20 75 120 P— R WERER (SQ) 6.7% 0% 1.4% 3.4%
Service Quality Measurement (SQ) 6.7% 0% 13% 3.3%
1 H OFHRRER I,
The computation for the month of January is SQ =100 x SQd/SQt = 100 x 2/30 = 6.7 % ML L 7= =771

SQ =100 x SQd/SQt = 100 x 2/30 = 6.7 % defective visits
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The data reported for January are shown in Table 9.1.2-2.

Table 9.1.2-2 Data Table Report for Maintenance SQ

Identifier Value

Product Category 7.3
MeasurementlD SQ
SQt 30
SQd 2

9.1.3 — Repair (R5.1 Product Category 7.4)

SQ for Product Category 7.4 is basically a re-return rate. The numerator is the number of units returned in the report
month that were shipped from repair within the last 12 months. So, when reporting SQ for January 2014, a unit is
included in the numerator if it was received in January 2014 and it was shipped out by the repair organization less
than12 months before. For example, a unit shipped on January 20™, 2013 and returned on January 18"™ 2014

would count as a return. If it were returned on January 21%, 2014, it would not count as a return.

For PC 7.4, the denominator of the SQ measurement is the total number of units shipped during the 12 month period
prior to the current month. Thus, for January 2014, a unit is included in the denominator’s count if it was shipped

out by the repair organization anytime between January 1, 2013 and December 31, 2013.
The data collected and calculation results for this example are shown in Table 9.1.3-1.

Table 9.1.3-1 Source Data for Repair SQ

Item Previous 12 Months Jan
Number of Defective Repaired Units (SQd) n/a 30
Total Number of Repaired Units (SQt) 714 n/a
Service Quality Measurement (SQ) 4.2%

The computation for the month of January is
SQ3 =100 x SQd/SQt = 100 x 30/714 = 4.2% defective repairs%
The data reported for January are shown in Table 9.1.3-2.

Table 9.1.3-2 Data Table Report for Repair SQ

Identifier Value

Product Category 7.4

MeasurementID SQ
SQt 714
SQd 30
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1 ACHESND T —# %#39.1.2-2127~ 7,

$9.1.2-2 fRSFSQIZ OV T OMET — ¥ #

Akl - i
W= —F 7.3
Measurement|D SQ
SQt 30
SQd 2

9.1.3 ¥ (R5.1 fi /0 7.4)
LAY HET.ADSQIT., FEANICILRMERTH D, 4rFi%. WA

WL E N2 =y MET, #E12, ALUNIZ

Hff SNTEBSEOF L ORFGTH D, iE-> T, 2014F1HIZSQEHMET D HAIT. 2=y MR Y TIZEE

DO, BEL2D H AR S i Shu, 201481 2SI

W Hff S 4L, 2014421 H18H (T
ESUEEIN RS =y g AN

AHThH D, FlziE, 2013417200
N2 =y MIESEFHE SIS, H L20144FE1H21HIZ

L ENZH0

LI BAT7.AlC DWW TR, SQIIEIED /3 REE, 2 H (S A )IZSEL212 7 ARICHm Sz =y FORETSH

Do TOXIITLT, 2041 IZHONTE, 2=y MDD RHIE EN D D, EPEERKIC X > T201341 1

5. 20131231 H OB OB O Ic R SN HEE Th A,

ZOBNCRIT HINET — & LEHRERER 2 $£9.1. 3-1ITR T,

#9.1.3-1 EHESQDILT —#

HH wmE12, A 1A
RMaD & HEH L= v F(SQd) GA=Rarh 30
Bl = MK (SQt) 714 ARl
Y— B R EHIER (SQ) 4.2%

1 H OFHERERIT

SQ3 = 100 x SQd/SQt = 100 x 30/714 = 4.2% K [EHLHR
Rl SnN5 7 — 4 #%#9.1.3-212~ 7,

#9.1.3-2 EESQIZOWTOWET —F K

fvlee B
®anmyH=—F 7.4
MeasurementID SQ
SQt 714
SQd 30
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9.1.4 — Technical Assistance and Customer Support Centers (R5.1 Product Category 7.5.1) 9.1.4 HINXBRUOBEY R— bt #—(R5.1 ®LiL5%E 7.5.1)

For Service Category 7.5.1, only service requests which relate to customer requests for services directly provided by ST IZHONWTE, 2= B X —AGPOEEL L SNTCEEERT 2 — v RIZHT L —E R
the call center itself are counted. Calls received which are considered problem reports that are appropriately routed RO B Z T 2, 751U ORGP OKE KO/ I — A2 MY F 5 R — F 2% v 7Tkt Lid 72
to support staff for products and/or services in product categories other than 7.5.1 should be excluded from this N— R THI b SN DHMBEERE & A7 SO L O AL Z OREMED HIFRAT 2 & TH D,
measure.
The data collected and calculation results for this example are shown in Table 9.1.4-1. ZOBENZI T HDUET — & L REERZ3K9.1.4-LITR T,
Table 9.1.4-1 Source Data for Customer Support Service SQ #9.14-1 BEXE S —EASQDOILT —F

HH 1A 2H 3H 4
Iltem Jan Feb Mar Apr
Number Of defective Customer Support Service transactions which did not 15 40 10 4 RIS & 1372 57220 KD & D% X — & A LE (SQd) 15 40 10 4
become Problem Reports (SQd) B ) i .
Total Number Of Calls Which Came Into Customer Support Service— 4400 6500 2750 3000 % SR — E A~ OEFOH LRI 4400 6500 2750 3000

2 s - . 2% H S S EAN “

Number Of Calls Which Came Into Customer Support Service which became 2000 3500 1000 2200 AR IRY — AT A TE 72, MRS & 2o L% 2000 3500 1000 2200
Problem Reports _ . Rk
Total Number Of Customer Support Service Transactions (SQt) 2400 3000 1750 800 BEIRS —EA R T Y7 v a DK (SQE) 2400 3000 1750 800
Service Quality Measurement (SQ) .625% .833% .571% .500%

F—E 2 ENEE (SQ)
The computation for the month of January is 1 H OFHRRE ST,
SQd =15
SQt = (4400) — (2000) = 2400
SQ =100 x SQd/SQt = 100 x 15/2400 = 0. 625%

.625% .833% .571% .500%

SQd =15

SQt = (4400) — (2000) = 2400

. . SQ =100 x SQd/SQt = 100 x 15/2400 = 0. 625%
The data reported for January is shown in Table 9.1.4-2. Q Qd/SQ 0
; LACHESND T —# %#39.1.4-212 7~ T
Table 9.1.4-2 Data Table Report for Customer Support Service S . : e
P PP Q %0142 BEXEY — L ASQIEONT DHET — & &
Identifier Value .
fvlEe fiE
Product Category  7.5.1
WS — R 7.5.1
MeasurementID SQ
MeasurementID SQ
SQt 2400
sQd 15 SQt 2400
SQd 15
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9.1.5 — General Support Services Example (R5.1 Product Category 7.9) 9.15 —RMR Y R— M —r 2] (R5.1 F55%E 7.9)
This example references a cable locator service with a defined defect as a cut cable due to incorrect identification. ZITIR, BRI L AT gl LI SN T RO B B — T N — B R R E T B,
The data collected and calculation results for this example are shown in Table 9.1.5-1. ZOFNZIBT DIET — & L EM R A2 $9.1.5-11T7 7,
Table 9.1.5-1 Source Data for Support Service SQ R9.15-1 XEY —EASQOTLT —¥
ltem Jan Feb Mar Apr HH 1A 2/] 34 41
Cut Cables (SQd) 5 2 0 4 r—7 VI (SQd) 5 2 0 4
WA —7 NV (SQY) 1000 500 750 300
Number of Cables Identified (SQt) 1000 500 750 300 2 SEHENE (SQ) 05% 0.4% 0%  1.3%
Service Quality Conformance Measurement (SQ) 0.5% 0.4% 0% 1.3%

The computation for the month of January is

1 H OFFERERIT,
SQ =100 x SQd/SQt = 100 x 5/1000 = 0.5%

The data reported for January is shown in Table 9.1.5-2. SQ =100 x SQd/SQt = 100 x 5/1000 = 0.5%
Table 9.1.5-2 Data Table Report for Support Service SQ 1 BIClE s b7 —# #3K9.1.5-212 77,
Identifier Value $90.1.5-2 PP —EZASQIONVTHOHRET —F £
Product Category 7.9 R i
MeasurementlD  SQ WS — R 7.9
SQt 1000 MeasurementID SQ
SQd 5 SQt 1000
SQd 5
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