ICS 03.120.10 S
A00 — ’

e N RILF0 E E =X 4 4

GB/T 19580—2012
AREGB/T 19580—2004

brh

ST A AN

Criteria for performance excellence

2012—03—09 275 2012—08—01 5CjE

706
{b%ﬁc 06 ; h

$ @ Hrde N BRSO ] [ 25 B e B Ia i Ze = =)

f’;m-ﬁ:ciu@@ T rYYeS



GB/T 19580—2012

B X

L =TT OO P PP PPPPI Il

1= TP UUUPPPPPRTTUURTRI 111
L T 1
20 FTEME B SCE e 1
3o ARIEHITE S 1
B BFIIEEIR o 2
B L A 2
B 2 BRI e 3
A, 3 B T . e 4
A 5
A, B T R T i e 8
4.6 M. HTEETHE. .. 9
A T B R 10



B
AFRAERTE GBIT 1.1—2009 %5 H i Hi I F 5

AFRHEACE GBIT19580—2004 ¢ ARG BIEHEN] Y o AHniE 5 GBIT 19580—2004 AHECL =AU T -
By A

A F ] 5o B B A B A 2 e SR P

A bR e o B A B QRAEAR AL BORZR B & (SACITC 151) H I

AbrERR T AL P EARHEBE B JbR TR PEFED & FEARKS . AR E
KM AF LR EEHA AR R Bl SRR IR AR TR A

AL ZLRTEN: #AER. B, BREH. B, 55, 2OR. BE0. KRR, &EMm. £
R EHEE.

AR i A A v AR D O RRCAR B AT 1 LA

——GB/T 19580—2004.



GB/T 19580—2012

Ju
i

0.1 Z M

AT FHSVER A, REr=ih. REMEERE, Wirsedhs, (CHHRARFERE, i (b
M NERSEAEF i EE) . R ENE (2011—2020 )Y, Rl E A F5iE .

ARFRAEAE S A A RS B A I A S, A RE M EEE IS, WSS, s, K
5ilisy, WIE, JSREE, WE. 05 sl bR RS A TEIE T AR ER, A
SUB SR A RERAE T IRV A, T R S PR A

ABRAE AVE SRR AL B BCRIAL S A R A, RREDL AR . AT B R R ) RE R R A
REALMTE . . AL, 5. SEKERH S GNE A . AR i) e St ] (2 3k %8 4 2304
SRIRES AT 77, BCE S IR B, S B S AT B G R BT, SRR e A 2R ) B AR S O
Ae/1, HEShAH SRS IR .

0.2 5 GB/Z19579—2012 {HiBSPPN N SLHETRTE) HIRR

RAFUERLE T SRS PP R, 2 5L SO 10 3 ZE AR BRGSO U St F ) 22
QUM A bR HERL S (36 SR A SO, A SE AR RSO AEN) SR
0.3 EAHEX

ARFFUERE SLAE DA R A S AR b, RS ] IS X S A 5] 2 SIE SR

a) THERMEF

CARTHEPERIALET . BB RIS Ty, BRSLH AR dr . JRSRAHMENL, i etk i Tse Bl 23 e ik
WA H Ao

i

S

g

b) &REEFMH
DL IS S 23 ) NG B, SRIS R R B AR D
0) BEWS)

R R 2 A AN AR 55K IR AN S VR et 7 i AR 55 ot f, S v i B KT B AW BB (130 77
AR e I ) 35 A AR L

d #HEHE
NHLRFA G ETE B2 MR THE, (b2 1 2 P ] RRS R
e) BANAA

TR A, —UVEEEN AU E 7 TR Esh e B e, (Rt THkRE, ]
B A LA RS, e R L R AR B
f) SfEImR
S KRB HETT S HARAE T LK IR RO R, HAH X T QG E, SEIILFR R .
0) EMEEERIESERE



HAMGURIE T IR, AT A5 D, BRESER, HEOGESR, 2@ A AUl f e,
SR 2 R

h) 233, BuESaI%

BB S R H A N R HSUE SR SRR IEA, AR7K. DOl A S SRR S R R 1) G

i) RGEEH

WBHLM A — AR, DR ARG, SEALREEEHNSEML. hiil—8 , REd8
PRI A R R



GB/T 19580—2012

ELERSAR VA vHE U
1 JEHE

AFRERE T H R SRS E5K
AHRHEE B SR B A 2R AL, NGO T B BIFO BHEI, R ARy B R AL PP AR

2 VSIS

RIS T ARSI N R AT M HEIR S SeE, A0F H AR AR ASE T A S
o NAEAEHAR SISO, HEGH A (BFETERESCR) & T A
GB/T 19000 JFiEEHAR FEIAIARE

3 RiEfEX

GB/T 19000 72 f LA K I BIAE Al E SCE T A S A
3.1

HBSR performance excellence
LR ERIHRGRE BT, NI 0 TAHARAE T AW GEME, $2m2H 2B AR 1) Sk
Re/), (R SERIGHR SR AR o

3.2
6y mission
HEFAERIE, AL N RIE IS5 ) SEIL 94T
3.3
JEFE vision
HEV AR RS, & H LS AR R T7 1R A1 H ) R BEAERAS
3. 4

HrHEW values
ML SR L, A LT NI EEA R

3.5

YAEL governance

TE AN IR TR AT A AN R G, AFERLAE RS 7 1. MR PR = 20 S a8, W55
i RUESE B, 5 B ER S .
3.6

¥#F benchmarks

BEXSARALR)IE S, e BRI SE FRARTR A G AEAT ML PN B A e B ) 278 SR B M 5K



3.7

K48 key processes
DNEZA B R AR 56 T ) E A sl TRk R

4 THAESR

41 %
4.1.1 RN

AREHH TN AL Z SRR ALURE KA SUBATHE & TR B
412 BESIHER

ZHZA R AN ELTR T 58 B e 2 43 (1 -

a)

b)

d)

f)

413

WA i e LA R s BESRAMEDL, PR H IR e il T, R BI AL M. &
PEAKRE BT b HABAMIDRTT T 72 ¥ S 43 A (DU 5 T ke R R A D 5

ooy 5 e B3 T R HABAHSCTT BEATIRIE, Ay s BN AL SEBUE IR XA (743, i
LR A 53 TS B BRI B HEAT I LA s A ZH 23 1) 5 ) R EE A

WA E G AR SPE RO, S A R Tt | BRI BRE SS SE R A S, i i e gt A
G2 S B T8 ST PR

AnART R AT T DR AL A P B A7 il AT R 55 o B 2 O A 5

T HESE R Y, SN H LRSS T, AR TR SRR LT 2

a2t H SR BRAT B LA HE AL ARG Se DU H b, IF ik miig s el PP 2H 23 0
REEGAEIR, AL AR SO 25 RER U N AT 3

HRHE

AR AR 5 R ZH 436 T AR S B PR 3R DU ey o v J2 005 A BEATLRA) 1 3 R SR8 E AT VA7

a)

b)

ISR VIR SV IPS PN

——E R BUT B ST

—— W 55 T I B AT 5

—— 2 E B PRE I DL AR B e R

S NI A R U YA

——JBEAR B HAT AR 5% T B 4 DR AP

WP R RS IS, PR R BN A R SR, R AR B LA AT iE ATX
BB SR BN N ST R R AE BRI R

&

|



GB/T 19580—2012

41.4 HETE
4141 RE
A EATAE S 5T, BITEAILTUE . BT A 5 SR T TH i
4142 AERE
41421  WIBRAHZE G RSB EN BTEZ 4. WO, e, RIESGEMA. AT ST H
7 AL SR IR BB FE
4.1.4.22 AU FRLAN RS A AR LR = ity R S5 RIS & i A K ST AR 22 5 M R R
4.1.4.2.3 VLU R VEHEIRUE SROP K B 5 KT R ¥ GBI B R SRR A, LA TE LR 7= i
IR 55 I B R DR XY 7 THD I D ST 8 I A AR
4.1.43 TEEITA
4.1.431 TR R GUESFIAS N, BLR B g T A S S AR R
4.1.432  WAIHHRALSATNFFE BTG, S TR A S A, S, 47 marEk
2 18] K AL GUA B rh AT AT A 8 ARG 1 SR B AR S SRR A -
4.1.44 NEXFF
AT AR SR A B el I U0 B B R A 2 U = RS R 5 T R 2 5 0 A i
Tk

4.2 e

4.2.1 AN
AR T VP AL flomk S H H AR e s S0 Sk R .
4.2.2 HRWEHISE
4221 RE
ZELE L e] ] 5 N AR H AR o
4222 HRegHELE
42221 HBUHGA RIS E LR FERRAFES 5%, Wi K. B p e X E,
DA gt i) s S A Ay 554 o T s 1) DX ) 6
4.2.2.22  G0{RT i DR A GE SRS IR 2B RS TR SIS R ER, ] SR L8 RS SCER AN 3 M SR RO HLE A
—— AT SR IR L%
—— R R TE A e
——RM T RS g U7 A H AT AR A



—— IR R AR LS, IR ERE BB R RS B L2

—— U Ahgy. A, VRN LR E 5 T T R KUK

—E N AR TR B

——HLRFE IS E R R, R, A VORI R B 77 T 1 7 2 R A I 3 25 34

&8

—— AR R R I SRAAR R R 3

—— IR AT RE T -
4.2.2.3  (RESFIREE B iR
42231  ULHIAEISATARNE H AR, DAK O H BRRE R IR ] 2 A DG EE T AL AR bR
4.2.2.32  SRWEFIRE H AR A L S B AR PRI IS A S S RS BE T T
QUEFTHLS:, AT fir 2 R L A Bk AR LIE LA R A M DR I R 2L
4.2.3 REEE
4231 RE

ZHL G T A il RS L R A A S TR B DR (K SR SRR AR, DA B i T AR Ak A S B 452
LS UEERAY N S E e
4.2.3.2 SEHEVRIKGE S HE
4.2.3.2.0  Grfe i s R 2 S B A H BRI S TR S (AR RS AR X s H b B LS K
AT VRS RO 512
4.2.3.22 UiMIHZMEEA, B TR, XSS B S AR S R 5% L B AT I DL &
Rt PSS T
4.2.3.2.3  WHAREURIAC B 28 PR AR IR SbtE TR s2 Bl WA LS008 T SEBLK . % 31 AR s H bR A St il
() B YR
4.2.3.2.4 VLB IS TR E A L K R GTR R AR, AT CRIX LS AR bR A — B, R T G
FF) T AR K T o
4.2.3.3 SREETRM

DEHHLL UK T A TRl 301 P () SRR bR 1 T 45 S DA B AR L A T 79 s A4 P 0 S22k
558400 Tl WA TN S EAH LB 5 AR HE H AR & DMESTROH L A i £)
SEHL PRI G328, AT R AE R T 58 40 T Bonf B 2L SR 22 BE

A3 BB S5



GB/T 19580—2012

431 K

A TP A 5 B AT IR oK TR AN S DA S ST 50 2y ) S RV AL 2 6
TR SRR R 7
432 BENTHIT#E
4321 RE

AT 2 A T I ) 5 oKk VB AN D i DA K A SR FE BT O T .
4322 BEFTHKIH
4.3.2.21  GAEGIEE R REAILE > T, AOARTAR SE 2R SRR P R IR 5 B R R s T
HREAGH T
43222 AEBUEMTIIZHIA AR, A5 RS S0 T BB K BT R A AT o
4.32.3 JBEBRMBEN T M#
43231  AO{A] AR OSSR IS B 5 SR L S BE R O i K H S TS ) ) S B ST A I 9% AR PR R X B A
AT AN TR RS s A AN 0 7y T R BUAS [R5 1
4.3.2.32 A0l 2T DT IR A S AE B T AR S BB AR, Bt B BL AT T
RAVERSAE . el X 2o SR SR AL AT T 1) o i 2 U2 5 22 DL A R BT AL 2%
4.3.2.33 WA Y g e R SRR B2 B 7 V0 LR R T )L Mk 55 7R EE T ) AR AR
433 BERRSWEWHR
4331 RE
SR AR ST, AEFPORUINSRIBUR O &R, T s A A A CR I (A R DI DR B IR 3%

77
4332 BERZRKIES
43321 ARSI OC R ABRATIE, PO EE, R R, PSR4
43322 WSS PR Ak R RIE, IX IR R A A S BT S AR B)R and
T e BRSBTS, IR B SR SR SR N A AR
43323 WA AERIE HER, ORISR B R DRI . A AR ORR R sk DB AN ALY I o
el AR R AT BEURE B LA TR R SRR R et .
4.3.3.24 WA ST O B DT s A AL S VR R T 1) Btk 4 T
4333 BEWHERRNE
43331  nfal i R T A, P 7 R e R A AN TR T R, e i ORI BE A 3RAS 2L
HfE B T, DU 8 . SRAG RAF R hfS i



4.3.3.32  Wferxd A HEAT AR 55 B R R B, DAIRAS S L AR B E B R T ot S
[BUERCEmI R

4.3.3.33 ORI BRIUMINE A AT {4 P (4 5 4 6 T AR A ERD B2 R

4.3.3.3.4 LA fof 0 R i R RGO PR D VR I R R 7 ) Bl 5% TR R

4.4 HIR
4.4.1 BN
A TN AL W55 (5 BRI, HoAR . JERE BRI 5 75 5% 22 25 B BRI 15
.
4.42 ANHBEPR
4421 RE
LN R L LA AN T B SRR R, ARk 0 TR SRR R, f e DA IRl R AR

4.42.2 TAERALMEHE
4.4221 W TAEFERACBEATALZ, R, AR MR Bkl Wi St R, Xl 55 AR AL A H bk
R TE RN, ARBEHRANIBAE, Wah R TRRRE. E3hE, REHNWERE. 0lF, LiEmdA
BUHRAT T -
4.4.2.22 WA HE R T RRAURIECR I TR, AR AT T S TR R R TSRS A R T
(18677, W EES . (EHRIER (R A T,
4.4.2.23 WA ECRISRAGA O3 T A AN HARAR 5T 1) 4 PR AR, AT AE AR R ER TS AL AN
Hb X 2 TR S BRA A A R =
4423 RIGHMERE

Ay St A AR B, B R LSRNV . BRI, BA R A e SR A PR I A R
ST 335 L RO SR S A i, DASR o B3 AN A0 ARGk, S 4 s St el o
4424 RIMFEISKE
44241 RIMBEESHI

TR SRR, e RSeii s SRR, 45 A R TRA SR SU N Ha 2%
M, AEECE SEIE R SUR R T AR R LR R R ISR ATl AN [ ) B RTER A7 52 0
BN, A SRR A T L2 R SIS TR R BRI R JE e RESR A DR (12 > H AR,
44242 RTHBALKRE

ArARpR B U AE N T B3 TR PR e Sty 0 B, el 45 B 03 T S 2 SRR B8 H AR

6



GB/T 19580—2012

T SEREARAT TR, TR RN, DA s S SR 2 B RE -
4425 RIMBRSHEREE
44251 RATHE
—— AT ORUEFIAN W 53 572 T A RMb A B 22 4, S AN R] P A 37 e o A S P 00 B A A A
FERAORAS A3 T i 5 SRS G B 15 0 A L v 5
—— AR AN R ) R R, SRAEEF X MR 2RI SRR, ORI B TSV AR
—— W R TN S 5 2 M8 RS B S S, I R TS5 BE sh iR At E R B,
D A TS 5 5RO
44252 RIHEREE
PR R 5] 3 T i A FEE ARSI AP P S B BT 3R DA R3S PR AN ) B3 TREAR RO B2, dn et
B IAN PV
4.43 WMERI]
AT E G R, PRIEBT Uy . WS BT ST . A BRI 55 KR B, KB
[y SE BRI 05 T RIAR LE 8, BB RO B M, &R R, el in bRt & R e, B w7
B, LS 55 BRI AR IC B, JF B e Bt e i F AR 22 4
4.4.4 fZBMERBEIE
4.4.4.1 AT AT AAR B, AT iR ORIRAT AR AL BT OB ANME S, JRAE A T TSR
PSR 5 T AR BUH S B s A S R
4.4.42 AR EARE, AR, BT U AR B RIS BB, I @ SIS TS R RS, W fR
R RGBS et B,
4.4.4.3 WTEAE B R GEE NG KR TT 1) Sl 55 75
4.4.4.4 A BOWE BA LU AIRTE 7, WWERAAEER B AT, Bz, 07 S VRS TT TR AR
KA, WAl BN 7 AN fe S
4.4.45 WHATFAREAE . 5 SMFRIERIE. S8, ATEErE. Kk, 2t IR 1 .
445 HARERE
4.45.1 UL HANA KBTI, 5 RAT et AT LEAL T, il g Mo A0 5 A%
DFEF IR M TR K -
4.45.2 WA CAEPRACBEECAR N B AR, BRRIT R 518k A, WSGE F I Se i BOR A Se e bnite, 12
AR EOR BT RE
4.4.5.3 G Al A 2R TR ES 5 B A



4.4.5.4 AT E BRI R 5 BusE i BRI, WRIETT 5, VRS aRBORSe e SERE TR AT
Y
4.4.6 ERERH

FEH RGN B FIAH SR TT w3 KA R B[R]0, an e it 8 A A P 0 75 B JE bV, B9

a) AR A SR A I R A T Y R AR A LA

b) il 58 St FE it Yt P I A A g 4 7 fR TR 1

c) HilE S SR s TR, AR e A O AR K

d) TN AN AL B KRR O T 51 AP b A R 22 4 AN B YA T i) e
447 MRHFRFR

PR S ST 5 G s ST AR S A SR TT R R, JE R R M S AR AR PR R P E R &R, M2
BEX A AZHL, SRR il R A AR R

45 IREEHE

451 K

REH AT PPN AT RRRG] . Bt S0 5 SOl A .

e R, SO AL R e BiE i AR A SRR AR
452 IRMRHE &
4521 #RE

AL W E M TS A
45.2.2 EREKIRF

AL € EE . RS LA B2, JRR e oS Id RR, RS A B A
HUBORER
4523 TEERMHE

WA S5 5ok B B S AR SS T MR R, e R AR EER, b BN A 4 R rh i e B
K, AT DR IX LG SRR M AT
45.2.4 WEREMBRIT
45241 FERFERE o Anfen i 2 O E FISSBEEKR, el ROR BRI AR, nfe] 518 AT RE
AR IR FREAENE, W e R, 2ed. AR, AP, FTREREFE. MRBEIR. R KA R
MAERAER R, e SRR ISR bR
45242 WP FERN RACFAF AR BN S, DAORREURS: . I/ e s 72 @ AL BN, R4t

8



GB/T 19580—2012

e S R TR A, LIS A S
4.5.3 SREMISLHES Bu
4531 EREMH

IS DS BEL FE,  DARFARR R AR TR, HE LR 1 AR

el {8 F G BR STRCH R AR i P2 I AR 1A S0, o e R SISk 1 B R A AR G T 1 IR
AT B A I R ) BE AR B AR
4532 IR

AT P R B R SR A R ME AR, Bodt OC A, b R B S AR R, ek
RS R T AL % T AR — B, FRES IR I R SO BRI 0B, LM 2
I RBHT

46 PR, S 5EuE

4.6.1 AN
A TR LN & 2 T VT B3 85010 T7 32 B S A G i A% 100
4.6.2 WE. SHHTFIEH
4621 RE
RGN N VI R R Ve S Ao oy NI S R My
46.22 SHBNE
4.6.2.21 UIHWIAHLUNMTE SN E R G, WA RN AR B AE S, W H Wi fE L H L
ARG, STRFALRRR . BEE e
4.6.2.2.2 WA RN ISR B 0] EE B ANE S, STRPAEL IR . st A AT
4.6.2.2.3 WHTHATRGTEGIN B R Ge i BA e 7 1] Boolk 55 75 2, Rl DR X 443 P9 A8 B bRk A8 A fR R AUk
.
4.6.2.3  SURSHREAN
46231 ATy PHRALASGRG W AP AL B R, TSGR H B ASE
T THRIAIBERE,  Anfe] A 4L 2R 8 AR RE
4.6.2.32 WHTIRAESRCFN AR, #5E SO RITLERFE, MBI IHL S dnfrR X S48 58 e A
BB LS S L2 AE LGN e TT, 1 I JR T B ety s 1EfkpE, LA R WA —3.
463 BESEIFH
4631 RE



R EAT ORI BT AR L, e R P S R B ) T
4632 HHSAFTRER
4.6.3.2.1  Gnapkf ek M BIET HEAT SR, BITRA A5 5 OCRUIT A B 1) ik AR AE et 5 B3R T T R A H AR
4.6.3.22 st WL VRO 5 IRTES), e EARE A SEI AL 2R B AR TTER, et

4.6.3.3 Bt S5RIETERRA
4.6.3.31 WA N HZ AT, HAKE R TR &M 5805 5.
4.6.3.3.2 U0 IERAAN RGN FH i BAR R A T H, ekl 5 008 R 1 S0 R

47 HR

4.7.1 BN
ARG TP HLUE EBAE TSRO s, R~ AIRS . BiE 51y, M. Bk,
PR AT A5 T T A SRk SUSUKF N S50 A (B0 FRFTE0 EE IR EAT VRN .
4.7.2 PERARE SR
4.7.2.1 FEFEHARS K REERERE (SRR AIRS KPS RIS HKP A&
4.7.2.2  FEP ARG FCREIRIR SR P 0 TR 4R, SEA . ERR RS 5 RS 1
bt &5
4.7.2.3  FEFARSS BT EAT IR (R BT R .
473 BERSWHER
4731 RE
FlIR A LVE I 5 T 37 T RO SR80S S, /B389 7 A0S DA B T 4 77 THI ) B 5 1 o LT
i 2 U T 5 T (X I AL 5% . HEop AL S 4 % LB
4732 DBZEANPLHZER
Jo5t % 77 THI ) 48 R LA FR AR AN PR LA R D7 T -
a) BRI IR GRS S S T KT A
b) IR T P AT AL ARAT X LE IR 25 R
C) BRI AR SR b A M KSR
4733 TWHER
4.7.331 WHIIIAEGRERAR U S AT K RES, faSETS AR AL, g K e
5%,

10



GB/T 19580—2012

4.7.332 WGBS SE SR FRIAATALARFF BT LEAE R, 72 A A Rk K F
474 WMEER

20 LI 55 B80T TR SRR SRR AR K A BT AP A A, T ds: 8 RON. BRI, &
AWAMBON L B S SR OTERRE . ARG R, W AR AR AR S AR
W INHZAT VAR s ANIR] P it A0 R 55 230 BT 3 DX 48870 ) 5 B o G o 7 A0, 38 3 = xS
475 REER

AN FTEPITH AR, MRS TIEMALREE., R THMEH. B T¥IMRRE. & TR
-5 i R 7 TR P S B AR AR K A R KT R 2 o P AL 24 X L R0

HYUENTT W55 A5 BAERRL Bk Hmb BRI 5 7 96 3 25 WE Iy THI Y O B S AR b 1 24
R 7K PR S o Horh B ELHEE 2 B0 B P2 dls
476 WAEAERMELER

LG S WO ST AR RO R T TH ¥ R S STt b S KPR SS, NELEE 42 DA 95 B AR
FREL R BRI BRI SRRSO S B A R A R &, A4 R
FAR 55 2 0 BT 3 DX 3800 LA 43 o JH o 70, 5 4 PR b A 25080
477 GIHHEHHER

HYHESFITIMI SR, MO LI Hhr. HIUAH, ALTHE. EETAULAMRK
FEE T SUEE R B L 55 BTN AZH 43« Horh AL 24 (1% LB

a) TESEHLENS H AR5 T KRB SRR b3 X H M 1T KT R 3

b) 7EZHSUA FE S TH ) S SR b ML A KRR 34

c) TEA ST TH ) ARG bR B AT K SF A

d) FEIE AT A7 TH ) AR ST AR B S AT KA 3

e) TEA i SCRFJTIH (¥ B S Bda b S H A B KT A

11



