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1.0 p y(Purpose):

HOPpp AL F A SR TRAEE RMA 3% (7 F % 2 &) gL i i 3 4 A
EEE RS SHEGE AR E B 2 RMA Y 5(3 FRAS)ATE RIE 2 @
FOURIEE AR FRAS)S TR LS L NEFIRASST  EF LSRR
Ey

“4

To complete the processing of customer's feedback product quality issues and RMA returned
products (including medical products) within the time limit, by finding the true cause of the
problem and implementing targeted corrections and preventions, the voice of customers and the
analysis needs of RMA returned products (including medical products) can be analyzed. Effectively]
handle and prevent the recurrence of product (including medical products) quality problems, so as|
to continuously stabilize product quality, achieve customer satisfaction and continuous|

improvement.

2.0 # [Fl(Scope):
CESHAMT A SRR ERBEZEARERLASST T REST 22 25K
oAl 2 WSS CF O RILITEE RMASRY &(3 FRAS)TEER2 -
All customers’ feedback, complaints and RMA returned products (including medical products),

‘Lﬁ

operations generated by AMT during the product sampling stage and mass production stage of]

product quality, quality of outsourced products, delivery and product warranty.
3.0 Z_& (Definition):

31 22 P BXAMTA 5~ £ 2 & RILF > ¢ 230 2 2 AMTR | %
Customers: Accept AMT products, customers or agents, including external customers and AMT

delivery product acceptors.

32 £X R I AMTAS(E FRAS)ST AR 7 L OMAF T W2 ASRALN
SRR SR LR TR+ T

Serious customer complaints: customer feedback or complaints in the following situations|

caused by the quality of AMT products (including medical products), products containing

harmful and concerned substances, delivery dates, and product warranty issues:

QP-228 V3.7
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321 22 RAAL PR
The customer stops production line or the production is delayed.

322 22 A K(F FRAS)FIAMTF S ERAL 2 7 219§ A o
Customer products (including medical products) are recalled or returned due to

responsibility belong to AMT.

323 FIAMTH EHKE & B D pw il b o

Due to AMT's responsibility, the customer issues a repurchase notice.

324 %2 HAMTE S R EBR'F ¢ & TH R -
The customer removes the AMT from the qualified supplier or keeps an order for

inspection.

325 FIAMTF EREHRFEZ P LEFE R BT 2 PRETIOERE P £ KR
Due to the responsibility of AMT, the samples could not meet the customer's
specifications, applications and testing requirements, which led to the customer's failure

to acknowledge.

33 eASZFRAS)STREL S
Customer complaints about product (including medical products) quality problems recurred
331 ERFAFIAMTIF EERPF AT R EZEHE LFASS T FHERKSZP
fe 44 L o
Repeated occurrence of the same shortcomings of the same or different customers for the|

same series of products or different batches of samples due to the responsibility of AMT.

3.4 A % % F(Product warranty) :
AHE S KFEAKFEL SR R PR EYIEIE)NZLZRERLEERE T
R R 2 AR(F FRAS)EFRILL § 0 P KEI P AR L §iRRE L R AR
R Ry R R R R s T Lt I
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To promise or promise the use target (or number of years/times, etc.) required by the customer
or the law and regulations require that the company must perform the service items, the product
(including medical products) warranty treatment is when the above commitment items are not|
met, the commitment must be followed Claiming compensation for the loss of customers, the
processing methods include discount, sales return, heavy industry, refund, replenishment,

compensation and exchange...... , etc.

3.5 #h3¥r & pra A (External failure cost) :
AR PIECR FAARST(ZFRAS)  BEFEPT 22 AR FHIFIEL
EREAFL I PR H(FARFERETER S R - AR L Ny
* o
After the product is shipped to the customer, due to product quality (including medical
products), environmental management materials, delivery time and product warranty issues,
customer complaints, returns, unplanned delivery (including excess freight), and order

reductions are caused by a series of losses. All expenses incurred.

3.6 RMA: ®w 5(7 %3 K A &)(Returned products (including medical products)) :
3.6.1 ;fpd*~rr? ERELSRL2IEE > aRE? L RIv 1AL AN
Refers to products that are required to be returned to the factory by customers due to|

quality or problems that have caused customers to complain.

3.62 AR E PR L ZALNEEY AMT 20 a4 2 &4 2 gL L7kt 1
= A few sﬁfé’ums\ﬁiﬂ’%\ ANET O SEIRAISREY E‘«fnﬁ‘r\ﬁ e ©
Refers to the product problem that is confirmed to be complained by the customer that
belongs to AMT's responsibility. Considering the labor cost and avoidable transportation|
cost for both parties to deal with the customer complaint, the product is listed as|

exchanged or sold-off product agreed upon by both parties.

3.7 £ PR3 %13 w (Returned products for service repair)
A IE A R EMRASS TR AMT § EpF > AMT #2022 2 L3052 (7
a2z A & e

QP-228 V3.7
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4.0 & %
4.1

2 % i i % 1 ¥ (Chief Operating Executive) :

Refers to products that AMT accepts to return by the customer for repair after it is confirmed

that the products have quality issues that are not AMT responsibility after the products are
sold.

(Ownership) :

{7 4% % (Sales and Marketing Division) :
411 8% Pz LM%
Establish a good relationship with customers
412w EE 752 RMALZY 5(3% 5,35—‘}%55_5:*) FR R YR s iks 2w dp
Hixo
Collect detailed information on customer complaints and RMA returned products
(including medical products), and promptly notify quality assurance and other related

information department.

4132 EREE-HEGAEE D LRI EF R KPR E R F Ko
Lead the execution of client inventory surveys and defective products processing, and

put forward customer replenishment requirements when requested by customers.

4.14 lﬁw =¥ ‘J”‘ti 2 ;M»F ;P‘ A K?‘ krl'— %EF:\.‘» °
Follow customer's recognition of improvement and confirm whether the case is closed

or not.

415 ZIRA ~ B 372 RMAWW*\_—‘?;«(E; %H,%é_r%)% SERARM R UL F TR FE
AP VERREYE: Y - 3 S
Customer complaints, RMA returned products (including medical products) and the]
products returned for service repair that client-related bad handling cost evaluation,

including rework/repair/return/scrap/claims and other costs.

42.1 788 RMA % BFiLE RJLF pofbdr 2 prft 2 S 00 L M2 AR 34 -

Confirmation of customer complaints and RMA cases and supervision of the

QP-228 V3.7
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effectiveness and timeliness of processing, and designate the leader of the improvement
team.

422 £ 7422 RMA 223 {2 b pp el B2 17 o
Customer complaints and rulings on RMA case handling countermeasures and

verification of in-plant improvement and closure of the case.

4.3 & %$%(Quality Assurance Department):
431 27 -RMA S22 ZIRAYXE 2B 2 » H2 pIVEEFT o oo
Internal operation for customer complaints, RMA case and the products returned for

service repair acceptance coordination and response

432 72 HApME me 2 p gL M A1TE S £ L2 RMA v (7 FRHAS)TH &
R FE B E
Convene relevant units to form a handling team to analyze customer complaints and
RMA returned products (including medical products) data, review reasons and

determine responsibilities.

433 1t F EH R E FE L) AR AL WALy R A E o
Assist the responsible unit to review the true cause and complete the improvement]

countermeasure report within the time limit. Reply to the marketing unit.

434 EATEE &R 5 HR 0 ARt E ATk 2 R R
Supervise the implementation of improvement countermeasures by the responsible unit,
confirm the implementation effect of the improvement countermeasures and the

standardization status.

435 L HLFE RMASZ Y 5(7 FRA&)7 L2 b G2 FERE L
Leading customer complaints or confirmation and handling of defective batches and

risk batches of returned RMA products (including medical products).

436 §FAME EEH T EFE RMA % 5(F FRAS)RITER » T4

e A | R = Pan 27 B8
FERE PR T 2 EE UL o

QP-228 V3.7
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Regularly review customer complaints and the processing progress of RMA returned
products (including medical products) in conjunction with relevant units, and urge

marketing units to confirm client approval and case closure messages.

437 RPREPRAE A #22 RMAR© > 2492 % & Ko DHpP ey -
Periodically review customer complaints and RMA cases, analyze customer

requirements, and supervise continuous internal improvement.

4.4 #=7 3%(R&D Department) :
441 FFHRF-MEEES S G L FB A AT R IHRFL DR v R &R
Hio
Responsible for the investigation and analysis of the real cause of the design, materials
and samples, propose improvement countermeasure reports and reply to the quality

assurance unit within the time limit.

442 HH A 172 2 R EREFR S o

Material analysis report and material verification report.

443 K320~ RHEZ ApM s L % {ApM ECN T4 -
ECN operations related to changes in design, raw materials and related fixtures.

444 pvg T FRPAFHL 2L FHL -
Internally promote and implement corrective and prevent recurrence countermeasures.

4 A ¥%/1 #23%(Production Department/Engineering Department) -

451 fF 27 E-ZIRAEB 2 RMA 3w &(7 g:&éw)@iﬂqﬁi 21 feHFo
Respons1ble for technical support and engineering technology for handling customer
complaints, RMA returned products (including medical products) and the products

returned for service repair.

QP-228 V3.7
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4.6

452 FFAAZ AREBVEFD LA R HRFL I 0pEap v R EE >
Responsible for the investigation and analysis of the true cause of the abnormality in the
production and engineering sections, propose improvement countermeasure reports and

reply to the quality assurance unit within the time limit.

453 A &% 4 A2 W EAaR { PP WAL 2oie;s 2 37/PFMEA 20 % { ‘a1 2 qphi 1
AR m Y 2z 1 fes { i o/BECN R#E v o
Analysis of failure modes of related processes when products and manufacturing
processes are changed / PFMEA change maintenance and engineering change
notifications of related engineering drawings and documents / ECN standardization.
454 B R E AR FIRARE RMAL T S(F PR A S)RLERS 2 2248
AT ER RIS TR -
Assist in the implementation of engineering analysis and testing and verification|
operations involved in the processing of customer complaints, RMA returned products|

(including medical products) and the products returned for service repair.

455 4 AH =k AR 4 A k4o
The production function department shall provide relevant production records.

T H3#%2 ¥ % (Production management section of the Materials Department ) :

461 L HFURPN A(F FRAS)L ALY ~ WAH B ERERNNAENE p AT
ERFERPIPUEBEPY AL T o
Leading customer complaints related to delays in delivery due to in-plant products
(including medical products) production and delivery, manufacturing order scheduling,

transportation problems, and natural disasters.

4.62 FEu M B3 2 A RS( R R 3)EE -
Confirm the inventory in the factory and the quantity of work in process (or risk batch).
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463 ¢l HFHE T E 22 s BIRAB 2 RMA 3% 5(7 %Jﬁ:é_r‘%)(é}& )2
X2 LEEL BN %%

Cooperate with the quality assurance unit to handle customer complaints, RMA returned

products (including medical products) (or risk batches) and the products returned for

service repair and arrange the defective product to rework, repair or scrap.

464 f FE A48 FIREB A RMA 7 L E(F FR A &) (b G324 () 33
ﬁaﬁ*ﬁiéwko
Responsible for the formulation of replenishment (replacement) plans for customer
complaints, RMA returned products (including medical products) (or risk batches) and

the products returned for service repair and arranging production replenishment.

465 L~ BIRABEZ RMA 3w 5(% —Pﬁ%‘ﬁ SR AR B RT3 0 ZE L/
MR ET Y o
Evaluation of processing costs for customer complaints, RMA returned products
(including medical products) (or risk batches) and the products returned for service

repair, including rework/repair/scrap and other costs.
4.7 p473¢%(Finance Department) :

471 & B pERL B ERE R ET V(R 'GP A PR AR TR R AT R ERAR
i
When necessary, assist business units to provide failure cost data of defective products|

(risk batches), and cooperate with the execution of claims related operations.

474 THRBKRE LT AP A B LE 22 BREFRE FAFERL R .
Regularly summarize and provide external failure costs of each unit for each unit and

senior management as a reference for continuous improvement.
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4.8 F #1384 H(Logistic Department / Procurement Section) :
48.1 ¥R AL E F 42220 BIRAB A RMA 3% B(Z BRAS)Y H2 ERF R T E
FERL o & R et w82 RMA 3w (7 FRA SR FRF Y I H

3% o
Assist in handling customer complaints, RMA returned products (including medicall
products), or the products returned for service repair that involving the supplier’s
responsibility confirmation, requiring suppliers to improve customer complaints and
RMA returned products (including medical products) abnormalities and track the results.

482 11040 d BRF I DUEBERZ L C 2o
Assist in handling customer complaints caused by supplier delivery delays.

49 L @ IRAR % A (Improve team leader) :
491 e B | RS RMA QW &(3 F A& 5)icd 427 17 F il e
Provide the resources needed to improve the customer complaints of team members or]

RMA returned products (including medical products) in the improvement process.

AP PN i B RAEE T R H I AR HH

Coordinate the work of relevant units, find out the real cause of the problem, propose]

4.9.

improvement measures, and ensure the effective.

5.0 4, f'?'hE 2% (Execution Steps) :
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e 77
N % ¢
Acceptanceand confirmation
|
A ] L E‘ »
’ + ERFT20 W3 Customer problem and information transmission = ‘4
Product complint or AMAreturn » i
3 He % Establishing ateam
Complamt recining
{8 AT RIS R R
Providing customer r2 ports and sample archiving files.
Yo
o
R
oft
1]
N;wmw,‘:mm“mmms le— Performing inventory verification andandling ofi 1 and exterral concerns regardingfinishedgoods andworkin-progress.
suth & evchangs, replenishment, locd
rework, andproactive recalls |
A 77 Root cause analysis —
1 BH% Permanent countenmeasures
] v
'
=
o o
N
i, P J
{Customer resome [}
“o
LD | FUE T System diagnosis | Weaknessanalysis }g [
CR:
+ UF'E
- on
Standardization review  Hori ddocument e —%?ﬁ
nf
w.
a 3
~®
I - ® gl
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products) include the following stages:

(4

J9 o

=

(including medical products).

T FIE R R

P b @RI o
Stage E: Standardization.

Fe B D 31T R HEe

52A FREC

510€ « £37%2 RMA:Zw r“"r(?’)%‘ A &) RILALS &
The processing procedures for major customer complaints and RMA returned products (medical

P AR BT R A o

Stage D: Diagnosis and verification analysis of preventive countermeasures system.

Stage F: Execution trace and confirmation.

FERMAT w %

T PR

Fef s B2 v BE S RELFSRMAG W (7 FR A &)L ok k> 254
B RMATw 5(7 f%érﬁ)ﬁ“’lfrﬁ °

Stage A: The customer informs and responds. The customer has been informed of the customer
complaint or the notification and status of the RMA returned product (including

medical products), and the complaint product or the RMA returned product (including

medical products) is returned to the factory.
B B R R A F MEE 2 R ARY S FRASZ B USG FRAR

Stage B: Problem determination, team building improvement, and handling of internal concerns

regarding finished goods (including medical products) and work-in-progress|

Stage C: Determine the true cause and preventive countermeasures for recurrence.

R(3 FRASL R MR FCR
¥ 1R 0 AJLEEACU24 ) ER 2 A S E o
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Stage A: The customer has been notified of customer complaints or RMA returned products
(including medical products) and the status, and complaints about products or RMA|
(including medical products) are returned to the factory. The processing time limit]

should be completed within 24 hours.
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When the business or marketing department member receives any customer's comments,
complaints, or information about RMA returned products (including medical products),
the marketing unit should immediately confirm to the client and investigate the
customer’s complaints or the integrity of the RMA returned products (including medical
products) Information (including the name of the customer, the location of the customer's
factory, complaints or RMA returned products (including medical products), part
number/series, defective rate/number, bad manufacturing order, bad situation, customer
application process, use or testing method, product warranty invalidation situation And
competitors’ products in the customer segment, etc.) Fill in the "Customer Feedback and
RMA Returned Product (Medical Products) Notification Form" (7.4) in the form of text,
pictures or images, and notify the responsible person by company email etc. The quality]
assurance unit of the product shall not verbally notify or deliberately conceal or transmit
false information. If other units receive customer complaints first, they should promptly
notify the business and marketing unit, and the marketing unit will confirm with the

customer and fill in the relevant information in the form.
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If the customer complaints or the information of the RMA returned product (including]
medical products) is incomplete, the quality assurance unit should request the marketing]
department to assist in the investigation or provide further information as necessary, and
should go to the client for understanding if necessary, and no delay should be allowed.
No complaints will be dealt with within the time limit or prevarication. If it is a
non-quality abnormality that causes control problems in the delivery process (factory]
delivery confirmation, manufacturing order arrangements, customer complaints for|
delays in delivery due to problems in the transportation process, mixing and damage
during off-site transportation, etc.), the quality assurance or property management unit

The production management unit should be notified immediately for confirmation.

o
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After the data at this stage is completed, it will be formally filed for processing after

confirmation by the head of the marketing business department.
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Marketing units should investigate and understand the special requirements of customers
for handling customer complaints and RMA returned products (including medicall
products) (such as processing timeliness, improvement of report format, content of]
submitted materials, customer requirements for material handling, etc.) It is required to
fill in the "Customer Feedback and RMA Returned Product (Medical Product) Notice"
(7.4).

525 AHE B RABNERE S FLSAEASSRMAR Y 5(7 Ff}é‘ﬁ =) % 1
The marketlng department coordinated with customers to receive customer complaints or
RMA returned products (including medical products) returned to the factory.
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Stage B: Problem determination, improvement of team establishment, temporary

countermeasures, and the treatment timeliness should be completed within 48 hours.

531 FHE »EZEZL =2 ZaARMARY (72 %Jﬁ:é_&)%?ﬁ?j%m RN CER SR R
P(EREEBR A IR HEE A FZAFEPNE e SRl B SEE
FERMATw 5(7 ?5)%*% rr)'p .\.(%Ji‘g‘?’ 23 A&/ A& AP M By~ BT
BRI E)EFA A PRI T d B FRE 6P dZBRE T L2 REER
A Bk ] (“f’%%%fr‘ﬁi)? {iF2 o FRAY EFSRMAR Y (5 FR A
FVA A hE &R 4 e LIER o
Hir i LB ZARE A BRI D Rl B FHEE
After receiving customer complaints or complete information on RMA returned products|
(including medical products), the quality assurance unit shall lead to form an
improvement team with related units (including business, production, engineering,
procurement, production management, research and development, etc.) to respond to
customer complaints or RMA returned product (including medical products) information|
(returned defective samples/products, related data, image data, and delivery date, etc.)
for failure analysis and review, and the quality assurance unit and the processing team|
will research and judge the bad batch and the degree of impact Containment plans (ie,
temporary countermeasures) and implement them, and at the same time find out the reall
causes of customer complaints or RMA returned products (including medical products)
to improve and prevent.
Remarks: Generally speaking, the leader of the improvement team is assumed by the

deputy general manager.

532 FHECREHAESET P27 LHEGVE R 2R RF AR o
The marketing department should provide explanations for the bad patterns of this

product on the client side and customer requirements.
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In response to poor product quality, the R&D, engineering, production, quality assurance,
and procurement units will propose the reasons that may lead to the bad mode from the
design and manufacturing factors; for the delayed delivery due to abnormal quality, the
product The units of insurance, production management, logistics and sales put forward|
the reasons that may lead to the problem mode from factors such as delivery]
confirmation, transportation and warehousing; for non-product quality abnormalities that]
lead to delivery process control problems (factory delivery confirmation, manufacturing]
order arrangement , Transportation problems and natural disasters caused by delays in|
delivery, customer complaints, mixing and damage during off-site transportation, etc.)
The production management section convenes operations research, logistics and industry]
management and other units to propose the reasons that may lead to the problem mode,

Complete the B ~ C stage processing.
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The quality assurance unit shall, in conjunction with the relevant production units,
provide feedback, complaints, or RMA returned products (including medical products)
to customers in accordance with [Product Identification and Traceability Procedures]
(6.10), product-related process control data (4M1E management, 5 questions) (5-Why)
and abnormal process records, etc.) and related quality history (first article, patrol,
warehousing, outgoing quality inspection records, bad samples/retained sample quality]
and special procurement records, etc.) for confirmation to find out the preliminary]
Reason, determine the affected area, lock the bad risk batch number/time, and formulate

temporary operation countermeasures.
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If it is a quality problem of the supplier’s delivery, the quality assurance unit will review]
and confirm with the relevant unit and the supplier, lock the defective batch, and if]
necessary, issue an "Incoming Material Quality Abnormal Form" (7.5) to request a|

written improvement action report. Prevent recurrence.
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Tracking confirmation, handling and proactive handling of customer complaints and

RMA returned products (medical products) related defective products (or risk batches)

Recall.
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When the factory needs to track and confirm defective products (or risk batches) after]
a customer complaint or RMA returned products (including medical products) occur,
the quality assurance unit should work with the production management and
responsible unit to confirm the inventory and shipments in the factory In-transit
products and clients (including other customers who have already shipped, the same
below) inventory quantity and doubt range, and immediately notify the relevant]
corresponding business personnel to conduct a comprehensive quality confirmation of

defective products (or risk batches) in a timely manner.
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Defective products (or risky batches) in the factory should be handled in accordance
with [Non-conforming product control procedures] (6.11), and for defective products
(or risky batches) that have been delivered to customers, marketing will
euphemistically explain to customers that they have been delivered. The abnormall
situation of defective products, and negotiate specific remedial measures to eliminate
the adverse impact of the abnormality on the customer, in order to achieve customer

satisfaction and minimize the company's losses.
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Remedial measures usually include discounts, sales returns, exchanges, local heavy
industry, re-delivery and replenishment, etc. Defective products that cannot be
handled by the local heavy industry should be recalled by the factory. When the
defective product has caused losses to the customer's manufacturing process
(including the customer's product quality abnormality, the customer's disconnection,)
and the customer's complaints from the customer) resulting in a customer claim, the
relevant compensation work should also be implemented together with the remediall

measures.

54 CHE  RITETZLFIEPHRL » JLPF>048 ) PR 23 5 F o
Stage C: Determine the root cause and re-issue preventive countermeasures. The treatment time

should be completed within 48 hours.
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The leader of the improvement team should coordinate production, engineering, quality]
assurance, and materials related units, combined with customer application requirements,

confirm customer specifications, in-plant specifications, analyze and verify customer

processes and in-plant processes, and ensure that they are found through simulation|
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verification and defect reproduction. The problem happened again because of poor

prevention.
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Each responsible unit combines the results of the true cause analysis to propose

PR e

permanent improvement measures to the quality assurance unit (when there are more]
than one influencing factors, the implementation steps of the improvement measures
should be classified according to the influence of each factor and the order of
execution), and the quality assurance unit integrates all responsibilities After the unif]
improves the countermeasures, the management, tracking, and a formal "corrective
action report" (7.3) (8D report or improvement report in the format specified by the
customer) are collected and managed. After verification by the highest quality assurance
supervisor, the sales unit will reply to the customer. When the improvement and growth
strategies proposed by different responsible units conflict or cannot be connected, the
leader of the improvement team shall lead and coordinate to ensure that the
improvement and growth strategies can be effectively implemented. If there is no special
demand, customer complaints and RMA cause analysis and permanent improvement
measures will be responded to with "RMA Customer Returned Product Analysis
Report" (7.2).
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The relevant information of stage C should be filled in by the responsible unit of quality]
assurance in the "Corrective Action Report" (7.3), and the quality assurance unit shall

confirm its correctness and completeness. When the information of stage C is found to be

incorrect/incomplete, it shall be returned to Responsible unit and require continuous

ME -

QP-228 V3.7

A BHRATFA ERAAEEARY S B £ 4P o



A SRR £ R AR R

Amr RIRBEMAIIRIDBRAS

Apex Material Technology Corp. Product service and RMA

treatment procedure

% S B QP-228 I A o (B3R
Document No: Department: Quality Department
3 7 P # # T p
2022/06/15 2022/12/13 2023/03/30 2023/06/08 2 2
Revised date: First issue date: 007/6/26
R Y 3.5 3.6 37 | F e 2 of 37
Version: Pages:
improvement
55 D ¢ .w%‘w HRLETE LY

Stage D: Quality system diagnosis and analysis.
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The quality assurance unit should work with the improvement team members to analyze
the true cause of the RMA returned products (including medical products) based on|
customer feedback and feedback to the relevant stage of product development for
analysis, and fill in the analysis results in the analysis of RMA returned products

(medical products) Single (7.1) for system diagnosis and analysis.
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If it is a non-quality abnormality that leads to control problems in the delivery process
(such as delivery confirmation in the factory, manufacturing order arrangements,
problems in the transportation process, and natural disasters, customer complaints for|
delays in delivery, mixing and damage during off-site transportation, etc.) , Written by
the production management unit (customer feedback and RMA returned products
(including medical products) analysis sheet) (7.1) or "OFM RMA Returned
Products(including Medical Products) Analysis/Repair Sheet" (7.14) for quality system|

diagnosis and failure analysis.

56 EfpfE @ fR&
Stage E: Standardization
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All responsible units (production, quality assurance, R&D, production management, etc.)
shall complete the review of standardized documents in accordance with the]
improvement measures for growth, and incorporate the improvement measures into the
relevant control documents for standardization as required. For the verification and
confirmation of effective improvement measures, it needs to be expanded horizontally to

the production process of other related products.

562 W2 A 52 4 AR ITEARR { 2L # R BEY WAL i sk &~ $7/PFMEA 2

®e T AT R R EARA SR s~ $7/PFMEA 2 Ap B 1 A2/ 5 E 12

Bl ARG c ASSTEAE  TERE CRBRRE CASRRE 2 ERP

£)eFBIT o TR ST AR 2 b kd o g%k B F o P

EREERIR (A SFNAESE 2 A WEARA 20 L 2 g Fa% L REHR

(R # 1 FAzA) (6.12) 2 M R XFHLECRECNE { ~%#E -~ § 52 ¥ (7
FTESFRRAIRPFETETEFTE R -

Improvement measures involving changes in products and production processes should|
be returned to the process failure mode effect analysis/PFMEA document for analysis. If]
necessary, the process failure mode effect analysissPFMEA and related
engineering/quality control documents (such as engineering drawings, product quality|
control) Plans, work specifications, inspection specifications, product specifications,
packaging specifications, etc.) are revised as a reference for continuous improvement of]
the quality system to facilitate the inheritance of experience. The application of this
improvement experience should be expanded to the same series or similar products and
manufacturing procedures. Product and manufacturing process changes shall be handled
in accordance with the relevant regulations of [Design Change Control Procedure]
(6.12) for ECR/ECN changes, verification, countersignature and issuance, and the
implementation of the regulations shall notify the customer and obtain the customer's|

consent. .
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Product and process changes shall be re-reviewed and implemented according to the
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relevant regulations.
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The relevant information of stage E should be filled in by the relevant responsible unit in|
the "Customer Feedback and RMA Returned Products (including Medical Products)
Analysis Sheet" (7.1) or "OFM RMA Returned Products(including Medical Products)
Analysis/Repair Sheet" (7.14), and the quality assurance unit will track and confirm its

correctness and completeness.

5.7 Fref @ 37 gL
Stage F: Execution trace and follow
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The quality assurance control unit shall track and confirm the implementation status and
improvement effect of each responsible unit's improvement measures for growth. The
tracking confirms that the original bad causes have been eliminated, and the
improvement measures have been standardized and standardized in relevant documents
such as PFMEA/SOP/SIP. At the time of issuance, the quality assurance unit should fill
in the tracking status and relevant information in the factory into the "Customer
Feedback and RMA Returned Products (Including Medical Products) Analysis Sheet"
(7.1) or "OFM RMA Returned Products(including Medical Products) Analysis/Repair
Sheet" (7.14), and submit an application for closing the case in the factory. (If it is a
non-quality abnormality that caused the delivery process control problem, the

production management unit will track and confirm the implementation status and

improvement effect of each responsible unit's improvement countermeasures, and the
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production management supervisor will notify in writing after confirming that the
in-plant improvement countermeasures have been completed and the improvement

results have been achieved.)
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When the marketing unit receives an application for closing a case in the factory, it shall
forward the Phase F tracking record to the customer for confirmation (written document
or E-mail) to track the client's approval status for permanent improvement measures,
improved samples/products and related documents. After the confirmation is correct, the

client will be notified of the case closure information.
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The marketing business unit and the top quality assurance supervisor confirm that the
customer complaint or RMA returned product (medical product) related materials are
correct, and then sign, and the marketing business supervisor sign after the case is
correct after the review. The responsible manager of the marketing unit confirms and
signs the tracking information of the customer segment, and the customer complaints or|
the RMA case is closed after the marketing business manager confirms it.

574 FEHE RPN L AT ENEHRD DL S LT 20 N RT R
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If the marketing unit fails to track the closing notice given by the customer within half a|

year after the completion of the improvement in the factory, and the customer complains|
that it has not been reissued within this period (or the product is no longer produced or

delivered) The marketing unit will explain the tracking status in "Customer feedback

and RMA returned products (including medical products) analysis sheet" (7.1) or "OFM
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RMA Returned Products(including Medical Products) Analysis/Repair Sheet" (7.14),

and submit an application for closing the case.

5.8 E A28 RdL

The customer complains about the dispute settlement.
581 ¢z H T*F'*‘i‘*‘u? =3 S ARMAR W (2 Fg}%‘;i ) edT e R pE o od B RHE
T‘v‘vp%/i ;’»Qﬁﬁt*’ﬁ*/L**,LﬁF ?’f’Li’ GRET kP 1\1$ﬁi1"°
If there is a dispute between the responsible units regarding customer complaints or RMA|
returned products (including medical products), the quality assurance unit shall coordinate
and deal with it, and if necessary, propose a solution to the responsible supervisor for|

approval, and the parties to the dispute shall follow the approved solution carried out.

5.9 %:i8&2 ¥ 3 (Application for customer return )
5.9.1 /FEEWRMAx?‘?*%\ P Lr-f‘—"r'rlg‘ﬁ F & T #&ERMA %%No> f &
(RMAY 580 (74) B2 BAM T > 55E » % (RMAY
27 A E- 3FwAMT

When confirming the establishment of the RMA return, inform the quality assurance

IR TR
FE) (74)

window to provide the RMA number No. The responsible business will provide the latest
version of the customer feedback (customer feedback and RMA returned product
(including medical products) notice) (7.4) after filling in the relevant information to the
customer, Customers are requested to send "Customer feedback and RMA returned
product (including medical products) notification form" (7.4) and defective products to
AMT.

502 FE 2 AAL s AFP A AR FAEMRE CEFLFTETCREF BLE R
v &kw o 3 TRMA No » #-F i v ¥4 o

If the customer does not inform first, the defective product will be returned first. After the

returned product is received in the factory, the quality assurance window should first check

the status of the returned product, edit the RMA No, and notify the business of the

information.

593 RMAA # 5 : RMA(T/P% ¥%) ~ ORRMA(*} pi- % % 3%) ~ OFRMA(% Bk & 5 % %) = f6
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RMA %0 %% J Rl 4e o
RMA classification consists of three types: RMA (T/P complaint), ORRMA (outsourced
product complaint), and OFRMA (optical bonding product complaint). The coding
principles for RMA are as follows.
RMA ¥%.No » ¥#S P :RMA21 001

21:0 & fs B g o 5402021 &

001:m k5L
RMA number No, code description: RMA21 001

21: The last two digits of the first year, for example: 2021

001: serial number

594RMA %%.No->d &4 i3 g4 A&7 FH > RMA %%Noi p 5% & w4
L8 (RMASw 2478 ) (7.1) L& higie * iy -
RMA No., which is controlled and tracked by quality assurance personnel and listed in the
list. RMA No. is for future (customer feedback and RMA returned product (including

medical products) analysis sheet) (7.1) number and the basis for inquiries.

5.10 =2 pF sz ( Treatment time efficiency )

5101 § % =3 P& RaJ2pescps > d (7478 =82 & £ » (RMAY -5 ) (74)>
SREERER A FE CRRREE SR AP 2SRRI § Y R
ERPE R RpF s 2 B RSIFET R kT & R

When the customer has a clear request for the processing time limit, the marketing
department will fill in the request into the "Customer Feedback and RMA Returned
Product (Medical Product) Notice" (7.4). The quality assurance unit shall work with each|

responsible unit in strict accordance with the customer It is required to complete the case]

processing within the time limit. When the customer has no specific time limit

requirements, the time limit for handling customer complaints shall in principle be]
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implemented in accordance with the following requirements:
A FFE B rr i C & D fg& E ¢ & F I3 &
A stage B stage C stage D stage E stage F stage
(Accumulation) (Acc.) (Acc.) (Acc.) (Accumulation)
24 hrs. 72 hrs. 120hrs 144hrs 168 hrs. 180 hrs.

EIFECFEEE RMA i %579 2 2 S/BARRL L FH s XRA/PsLp ik C R
BRg® k8 5 720 hrs. (& 4v) o
Note: When customers complain or RMA processing involves product/process changes or

equipment/mold fixtures need to be contracted, the above-mentioned stage C processing

completion cycle is 720 hrs. (Accumulation).

5102 § £ ## KARMAR ™ &(7 Fh A )L 7 & ok PR (A2 L b 17 3 procy
)T PSR H URAEF TP HCIHFERTER ) = (RIS P3RE )
(72) & (B FAdRt ) (73)F> Bd SFE L FRIAHRIG S 175%E D
PPREEEZ FE 2 (TR > A (B8 &S 173R2 ) (72) & (HETHFL)
(73) AE @ 2207226 3 N2 )W EEFHE -8 L P EP > T
(2T SAHHEL ) (72) & (Hr FHaRL ) (73) 2882 p 8 > LB LT
EETAPEFEFE SR LT NEARE R FAPM T T E R
RAESH TP R died o RFRECRPERPMF ZEC TRT B A
L RETY S PR
When a customer complaint or the processing of RMA returned products (including
medical products) requires a long tracking or verification cycle (exceeding the above
operating statutes), it is impossible to complete the "Customer Returned Product Analysis
Report" within the above-mentioned stage C operating statute. ( 7.2) or "Corrective
Action Report" (7.3), the quality assurance unit should first review and put forward the
problem points that need analysis and verification and the scheduled operation time, to
make a preliminary "Customer Returned Product Analysis Report" (7.2) or "Corrective
Action Report". (7.3) Or other written methods approved by the customer (e.g. mail, etc.)
through the marketing unit and the customer, and determine the "Customer Returned
Product Analysis Report" (7.2) or "Corrective Action Report" (7.3) the official
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submission date to avoid Delayed feedback time causes customer dissatisfaction. When
this happens, all relevant responsible units in the factory shall complete the improvement
in strict accordance with the time limit agreed with the customer. The quality assurance
unit shall follow up the relevant responsible unit and notify its supervisor as necessary to|

supervise the handling of the case.

5103 % Bpf BB R E ALYk 0 S FE B E R ASLBEY FICHERFE
FlatrieivAhicd > e 2 ECRA G

When the tracking in the factory finds that the improvement has not achieved the

expected effect, the QA team, in collaboration with the relative departments to conduct

root cause analysis and investigation and the improvement until the customer’s|

satisfaction is achieved.

511 Fktsi3s 2 ¢ 1= (Data statistics and management ) :
511.1 & ~= :}a B2RMAZ AR FHR@EFE ST 5 I &/ 52 1T5%kESE S
TEE RTINS B TR AP M Jfg‘f—? AL 3‘3)5@?’ 7
o~ miRs g R E s R
Customer complaints and RMA related data (complaints, processing history, returned
samples/product analysis and verification complaints, responsible unit countermeasures|
formulation and implementation, improvement performance tracking, related
standardized operations involved, etc.) shall be covered by marketing and quality|
assurance And improve the responsible unit to archive management separately.
51111 4% %5 V4R (SF(7 ?f%ér"?) CRE RSB E S 2L ek
BIRAER ) (6.15)
The file retention period refers to the Quality (including medical products),
Environmental, Energy, and Occupational Health and Safety Records

Management Procedures.(6.15)

5112 % = 42 RMARSZ T % 2 1 A2 @& /2 & % L (BECN) s e 43 (R3- % L F $148
B) (6.12) 2 ipMREFHE D 554 (7 o
The engineering drawings/document changes (ECN) involved in customer complaints

and RMA processing shall be officially issued in accordance with the relevant
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5.11.3

5.11.4

5.11.5

provisions of [Design Change Control Procedures] (6.12).
ey b3+ ( Data Statistics)
5.11.3.1 - # & F(General requirements)
LIS f*f@ﬁw S f2 222 RMAZE = i 4 § #lh k0 ¢ 42
PPM/ ©#c~ BOT o~ 2% % ~ ¢h 204 ped & ~ g & 'zg, 4
TENFRZERETHKRT AT ERTRITES F hantd;
HEB R FE R S TR ey
The quality assurance unit shall establish appropriate control indicators for customer
complaints and RMA, including customer complaints/ RMA worse ppm/number of]
pieces, processing timeliness, closing rate, external failure costs, time for customer|
production interruptions, etc., and review them on a monthly, quarterly and annual
basis. Analyze and understand the improvement needs in actual operations, maintain|
and revise the internal control index requirements on this basis, and supervise the

continuous improvement of all units.

51132 &2 FARE R-Bedp izt f L FHE 7 RE 2 & REF 0T Hedpiiitp
—/—é. o
Customer special requirements-data statistics report Marketing units need to

prepare the following data statistics report according to customer requirements.

ERABE CREEE R PR CERMATA 4 2 b prd Ao H ik E FHE
PR R/ER/E R REE P B -

The quality assurance/financial unit shall collect the external failure costs incurred by

2
N

each customer complaint and RMA, and conduct periodic (monthly/quarterly/annual)
statistics based on each marketing business to provide to the company's senior

management.

PECRLEARMAGE #FA 3 * 5 0@F > Plikdpt 222 5 gk
TERTHET -
When a customer complaint or an RMA return occurs for how long it is used, it will be

implemented in accordance with the relevant operating regulations of each customer

for how much time is used.
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511.6 #-% % = :fe ,\,\)%@ﬁ_ FE 7R RUIDIFL g TR TE O PR I8DIR A K
{}\/,,\ LR R & Sk L A
For the handhng of customer complaints, if the customer requires the 8D report or the
specified form to be carried out, it shall be implemented according to the 8D report
problem analysis or the customer specified mode.
* %J%ér?ﬁ‘}” AR REIE G E ke [ 2 R ITERE
FY 61T » L7 TARM ko
ok a2 RE R T RE AT BRL BRI (L2 B o E &R
LK) (6.13)F% » &7 T ApR kb o
* Returns or recalls of medical products must be separated and clearly marked, if]
they are carried out according to [Rework and scrap Work Instructions] (6.14) flow|
and keep relevant records.
If there are applicable regulatory requirements, it is necessary to comply with the
adverse event reporting criteria based on [Advice notices and incident reports
procedure] (6.13) work and leave relevant records.
SILT (%o g4t ) (73) ERMAARRT 7B F &G

The operating process of [ Corrective Action Report ) (7.3) is according to the 8D
method

a.D1% = F p: i 4845 it (D1-Customer Problem Description)

E G ?"%‘\RMAL REFTR(eRES PR E T RTRE RO

RMA #1885/ % 7]~ 3 2 % /#ic~ ‘—*l»@léf SRR, B R AR F R

FEINCAREFEHAFERIF LA SAE SRR RRE) -

L 27 FPRPREIE > BESORLE 5 2 F it s BYSESHK 2 F 8
RETNAPFHFEL O RER PRRE TG
FEWTEFTAFA(T L) HWEFRLT A2 0 A2 flE iR L
PR H =X UERP R AG ARG BFF D R RITE 0 DHACRSLAEA Y 3

i
LA CRETAL RSB BRAED L B R T
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F R R AN A(T ) £ 2 RSk RESDF L R A 0 K AP M

A

W2 A T F RS A - #9 Li o B E -3 ERP 3 A A
B AT RGIE  bldcA STt By PBREF L EREF T -
3. R RFIEIESTE kg &A:
-1 RERE SR R HEG LY (RMAY 38 ) (74) v $HiF g d
9 ER
32 M BePE R FEORMA RRAEE - TS SR A o mTH e
IRk
A BN RN PRI

b.D2= * :x % -] 2 (D2-Analyze and Improve Team Composition)
1-%%”ﬁrmﬂ&F*% BEH P R RAED SRS
TFPARE-gE Rk 2 8% F7 o gHAFE- A% -
2. FECHREIMALSIRIAE I FEREDNEL  LIRMAE I 5
SR §RTF *ﬁ&&ﬁ”ﬁﬁmﬁm’iﬁﬂﬁi
&Rt BERMAR W 5(F FR A S)R S 24PN o s rdp i E 2 f
Frrpieig frBeRy 2 m.
-G R F RA-EHET 2 B 2 HFEMAITEILE 0 G & g BN
S
Gl R E B ST 2k 2 AME FAF 0 F R EHAF - A2
3ESIw Tl > kT F APERRED LB GFREF > REPF -
e FRA- G B RT 2 S 2 HEEAGTR 0§ LR §HAEN- A
G BRI BT 2k 2 A FAEER 0 G ek BN
e

c. D3grpF (i cndd K F %5 2 #7235 (D3-Short Term Action)
L EFRERMAZ SAp M lARE 41T R 2 B ST A = Sk~ > 2 0
T thskhicdrr 2 ARS/THREST 2 BHesd)Emma S i
RF o REIXPFER T3 *a‘*“ gES TER s o W
2.0 2 A W&E/WIP, it ¥R SELFF 22 FRpRE VR s &
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IZFEPFPPRFEFT RO AEFAGSE AR SLTE T 22 F P dp
FRFIRg
o F DAL T R A AR R 2
e mp Z@ES AR FHEPRIEL S RT o

\\fw

b AtREER R FREF G E A FHE CFRFLFENE
A FREG R FrELaerd RRE e A

c. FHEEEERNL PRI RS PAITHL P EHRP R B
v % ’-""éﬁlﬂg('i’»‘i F%r"?f%ﬁ PR ) RHEBL AT EE TR
fE e E e
LBV H [ ig_g Ny =F LY LI

d. D47 F) & #‘ri Z% 7 (D4-Root Cause)
'5%\&,% Fﬁviﬁf‘\
THFEF: ST F A E LR ERPP ST 2 2 Hik PRREY & 447
U
FiTw A 47 % B2 (RD)F B #— 8 i e o
TEEY ST AE IR ERUTP ST A AT PRERET & A
U

FO® SE A MR- H g R E
FRA AN PUFBB AR HRET AR o
AR F RET - ED ST A HRERATE L > R EESAY
Mo Aegrin s PR ET R RE AT LT o
St R €D ST PR ié’r_ F B g#ﬂﬂ’g} Py W
Fo

FE_;J_ 19" é;% ’ _5!{-_‘ 5‘/;‘ ﬁj? ° l"' . rIi I ‘]’%BJ’E l"' . r-r?l‘r

e

“m\-t '\‘!\1-

e. DSA A it (78 ¥ R g # (D5-Long Term Action)
THEF: ARG ELIAEHER d BT Rminied S EHLF ox
Mo FE ¥ R FIERDA M > #d RD#ftﬂ!EI%i%“fi*i" K

i—‘ o
ABEE L ASREAY S EHE ) S R d S EHRT R &
"%é ‘EMIJ—{%\'-&;{'MM ‘,s‘——;% °

4.

T
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FREVRFIEEFAM > B FHFRE L S EHK

FREFRFIETHAM » Bd THIR L S EHK -

BEESRY F R AT SRR R RE o HE SRR RN WARE 74T
i WEHRHREE P LEREFSIFRLF - L FEE 28 B A
PR RN ARARLIHRLSRE A (FREFE - AE kL TR

%@;ﬂﬁxmwﬁ@a&iﬁﬁaﬁﬁﬁﬁygﬁﬁwﬁbgﬁﬁﬁﬁ
FI%r‘J'ﬁusv#tu 3 ”Iiﬁ}‘ﬁff'ﬁ ’ ““q—r'c"'g‘ﬁ’»rg’fg? F*TT‘ 6 L FHHE
(A /R S

P f iz E TR R PR R R Bt B2 AR R AR

FE R A7 2eqL i o

f. D6 A zxd (787 %5 2 s %k Fr il (D6-Corrective Action Effectiveness Verification)

TEAN: mﬁﬁﬁﬂﬂ*% RIS SR LIS SRS A S fﬁ,agg
SRRt R AR R FRM e FRV RTFIEFE R
d R R T i ’%\f"l*ifﬁi °

B 2 AT LY X EHR mc SRR SRR R B
S B SRR

g D7#F L 3 4 ~ kB3 a2 3R (D7-Preventive Actions)
LE B A RBEFEHAAEL L2 0 7 g e d o 3E o A A
HARETERLE/SOPN % » BEEd v g0 Vg7 R ARE o 30
FHEFERG R AWK TR BRI A VAR A S/EAR
2B T EARR/SOP #1583 (718 > o B - 3k & 2 S fllAnicdk Rdie
7 PR o
3.2 A SR AR L 2t X REY PFMEA= 27 27447 > & & pF s
PFMEAZ% p B 1 A2/ 5% B g #1% 2 (dr1 2 Blo ~ 2 & &F ¢ 41373~ FER
oo hBRRRAF C ASRRE F RRFE)EFB T TS AR
i?“f,lz::bi"/ﬂf S SRz WK A PE L Pt L SRBER IR A ST

A &2 W Ag o *ﬁﬂ%i@$%<”&%1?%ﬂﬁ>\ww%kﬁﬂ
ECR/ECN % i 56? CEREFERE S P RRIHFUCE D EFES
R oo

FrEE Ry gz E
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B H r‘-.”r,f&ﬁ'rs S A AR T IR N (T4 o
h. D834 % 215 (D8-Recognition by Education and training)

Aif““?gﬁi‘i AR R Il B EE Akl AR AT o
FrEE Ry gz E

AL LR S N

Faps H et O

*f}%ﬁww m{»‘?"»/;‘fvm?ﬁ——'v FH kA [E1 il 2 A
'Fif‘-iﬁ%é'] (6. 14)1F$ » X T ARRE &

ek R RE R TRETLE §F4i§ﬁ]d§:’ﬂ%< A fo ¥ iR
4 2R ) (6.13)iF% » ;"E{"T#El’ﬁp gk o

5.12 £ PR 5319w 2 w42 (The process of the products returned for service repairing):

5121 238 r FEFFANEIRILTIEEL"HE-R>THRAFAZTEVRE -
ELAPRE v PR F R RE - R AL LT LE
When receiving the returned product, it is necessary to confirm whether the
abnormality is consistent with the customer's description, and check whether there are
other abnormalities. If there is any inconsistency or other abnormalities, it should be
informed to the customer as soon as possible to avoid subsequent disputes.

5122 wE A AL FARE L H 0§ (L2 2 HAEFELEF] C1HFE
i 2{’ T AR Fﬁg L >
Established the rework order according to the customer's request, and then work]
according to the [Rework and scrap Work Instructions] (6.14), and leave relevant]
records.

5023 R FABTED » FRRATA G PR AS R LT F 0 HERAF/W)ELE &
EEARE e
Before repairing, it is necessary to confirm whether the appearance and function of the
components are normal, and whether the software version (F/W) is consistent with the
customer requirement.

5124 €123 mE & FREAAME (2 A FEIOENE L SO TR #
it ) ° For products completed reworked, the quality (appearance, function) must be

confirmed by relevant units (Production Dep., Quality Assurance Dep.).
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