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Management
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Quality assurance during the product life cycle
• Standardized process for handling customers’ complaints
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:"%&"#!1L ;

3K+(/!&0#1L ;

?L >$C,.B"%
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^L ;

EL !$11+&"%

H?I $0+<5(#!L HFb>.B1+*&',
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:"%&"#!1L ;
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3L ;
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EL ;
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:"%&"#!1L ;

3K+(/!&0#1L ;

?L >$C,.B"%

3L ;

^L ;

EL !$11+&"%

H?I $0+<5(#!L HFb>.B1+*&',

E#/<!L \"C$+, .3 ,0" /"%&3&#*,&.' .3 ,0" #*'#"++*,&.'

T<!/<!L Y0" #.B1+*&', &C #*'#"++"2
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:"%&"#!1L ;

3K+(/!&0#1L ;
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3L ;
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!TA(BWU'P'(',2'O=:H11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!^(4A,*_AB*+,:

!?+,BA2B:
!O=:1/!IO=:
!ZA$':NA,) LE)B'($A,,!IZA$':

!I?+,BA2B:
!?+,BA2B:

!O=:1H!IO=:
!ZA$':UA*,'( SEPA%%!IZA$':

!I?+,BA2B:
!?+,BA2B:

!O=:1K!IO=:
!ZA$':`%A(A 7A%%!IZA$':

!I?+,BA2B:
!I^(4A,*_AB*+,:

!IM'%%'(TA(BW:
!IN'A3'(:
!MB'@=/:

!?+('6'A$:
!`'W?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1/!I?+,BA2BO=:

!I`'W?+,BA2BU'P'(',2':
!6'A$L'$Y'(?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1H!I?+,BA2BO=:

!I6'A$L'$Y'(?+,BA2BU'P'(',2':
!6'A$L'$Y'(?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1K!I?+,BA2BO=:

!I6'A$L'$Y'(?+,BA2BU'P'(',2':
!I?+('6'A$:

!IMB'@=/:
!MB'@=H:

!?+$@%A*,B=+2E$',BO=:UL8/1/!I?+$@%A*,B=+2E$',BO=:
!?+$@%A*,BOB'$O=:XV8/111111/!I?+$@%A*,BOB'$O=:
!?+$@%A*,BOB'$MBABE)?+3':Z+BV22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!?+$@%A*,BOB'$=')2(*@B*+,:6C' ('F'2B @A(B) A(' ,+B $A3' YW E)0 a(+,4 )E@@%*'(0!I?+$@%A*,BOB'$=')2(*@B*+,:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:101!IV22'@B'3='P'2B*&'<EA,B*BW:
!?+$@%A*,BV22'@BA,2'O,3*2AB+(:PA%)'!I?+$@%A*,BV22'@BA,2'O,3*2AB+(:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?/1181/18U8U!IO=:
!ZA$':U*4CB8CA,3 '#B'(*+( $*((+([ 4('',!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+,2'(,'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?/1181/18U8Q!IO=:
!ZA$':U*4CB8CA,3 '#B'(*+( $*((+([ 4('',!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,BOB'$MBABE)?+3':Z+BV22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:101!IV22'@B'3='P'2B*&'<EA,B*BW:
!?+$@%A*,BV22'@BA,2'O,3*2AB+(:PA%)'!I?+$@%A*,BV22'@BA,2'O,3*2AB+(:

!I?+,2'(,'3T(+3E2BOB'$:
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!?+,2'(,'3T(+3E2BOB'$:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?/1181/18D8U!IO=:
!ZA$':D'PB8CA,3 '#B'(*+( $*((+([ ('3!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,BOB'$MBABE)?+3':Z+BV22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:101!IV22'@B'3='P'2B*&'<EA,B*BW:
!?+$@%A*,BV22'@BA,2'O,3*2AB+(:PA%)'!I?+$@%A*,BV22'@BA,2'O,3*2AB+(:

!I?+,2'(,'3T(+3E2BOB'$:
!?+,2'(,'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?/1181/18D8Q!IO=:
!ZA$':D'PB8CA,3 '#B'(*+( $*((+([ 4('',!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,BOB'$MBABE)?+3':Z+BV22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:101!IV22'@B'3='P'2B*&'<EA,B*BW:
!?+$@%A*,BV22'@BA,2'O,3*2AB+(:PA%)'!I?+$@%A*,BV22'@BA,2'O,3*2AB+(:

!I?+,2'(,'3T(+3E2BOB'$:
!ME@@%*'(T(+2'))MBABE):2%+)'3!IME@@%*'(T(+2'))MBABE):

!IMB'@=H:
!I,)/;<=>U'@+(B9=:
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O=2=G  !(/ G L H?IA05/-"&#!

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!,)/;<=>?+$@%A*,B #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>?+$@%A*,B;H;1. #$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'.
#$%,);,)/-.E(,;FA*;G3#<=>?+$@%A*,B;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81\81H6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:UL8/1/!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81K8K/6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81\81H6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:/11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BOB'$:

!O=:XV8/11111/!IO=:
!=')2(*@B*+,:6C' '%'2B(+,*2 '#B'(*+( $*((+( 2+,B(+% 3+') ,+B +@'(AB'0 6C*) @(+Y%'$ +22E() *, A%% &A(*A,B) A,3 *) ,+B (')B(*2B'3 B+ +,' )*3' +( BC'

+BC'(0!I=')2(*@B*+,:
!V@@'A(A,2'=AB'6*$':H11R81K8K16/H;11;1101S!IV@@'A(A,2'=AB'6*$':
!TA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:B(E'!ITA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?/1181/18U8U!IO=:
!ZA$':U*4CB8CA,3 '#B'(*+( $*((+([ ('3!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:
!?+,2'(,'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?/1181/18U8Q!IO=:
!ZA$':U*4CB8CA,3 '#B'(*+( $*((+([ 4('',!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:

!I?+,2'(,'3T(+3E2BOB'$:
!?+,2'(,'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?/1181/18D8U!IO=:
!ZA$':D'PB8CA,3 '#B'(*+( $*((+([ ('3!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:

!I?+,2'(,'3T(+3E2BOB'$:
!?+,2'(,'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?/1181/18D8Q!IO=:
!ZA$':D'PB8CA,3 '#B'(*+( $*((+([ 4('',!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:

!I?+,2'(,'3T(+3E2BOB'$:
!U'GE*('3U')@+,)':

!U')@+,)'6W@'?+3':9=U'@+(B!IU')@+,)'6W@'?+3':
!=E'=AB'6*$':H11R81\8/\6HK;]R;]R01S!I=E'=AB'6*$':

!IU'GE*('3U')@+,)':
!?+$@%A*,BMBABE):2A,2'%%'3!I?+$@%A*,BMBABE):

!I?+$@%A*,BOB'$:
!I,)/;<=>?+$@%A*,B:
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 !" $%&%'()*+ (,% -)./( -)*0)*+/ .%12.(

3(%1 45 $%&' $( %)*) + )*+& )%,,-.*/ 01 2%)&*3-.*4*3+5& (6078 9:.) .) +
;<9=;<> ,+3& ?.&:'%& .&) '?5 ,+3& 5%60*38 <5 ,3'/%@&.'5 .& .) 4'%5/ &:+& &:*
)*+& .) /*4*@&.A* B&:* )*+& +/C%)&6*5& 6*@:+5.)6 .) /*4*@&.A*D !" )*+&) .5
&'&+-E8 $ @'6,-+.5& @'A*3.5F &:* !" )*+&) .) &:*3*4'3* )*5& &' 2%)&*3-.*4*3+5&
(6078 G*@+%)* &:*3* .) 5' ,+3& 5%60*3 4'3 &:* ;<9=;<> +))*60-1H +-- &:*
,+3& 5%60*3) @'5&+.5*/ .5 &:* +))*60-1 6%)& 0* I%'&*/8 <5 &:.) *J+6,-*H
&' K**, &:.5F) ).6,-*H &:.) .) .--%)&3+&*/ ?.&: &:3** .&*6) L &:* )*+& @:+)).)
B$GMN""O"!"EH &:* )*+& 0+@K B$GMN""O"N"E +5/ &:* @'A*3 B$GMN""O"P"E
?.&: '5* ,+3& .5 *+@: @+)* B)** >*@&.'5 #8N8!E8

3(%1 "5 2%)&*3-.*4*3+5& (607 )&+3&) .&) 4+.-%3* *-.6.5+&.'5 ,3'@*))H %).5F
&:* QR 6*&:'/8 S5 @'6,-*&.5F &:* *.F:& R )&*,)H 2%)&*3-.*4*3+5& (607
@-')*) &:* 4+.-%3* *-.6.5+&.'5 ,3'@*)) +5/ )*5/) &:* QR 3*,'3& &' $%&' $(
B)** >*@&.'5 #8N8NE8

3(%1 65 $%&' $( @:*@K) &:* QR 3*,'3& 0%& .) 5'& )+&.)4.*/ ?.&: &:* @'33*@O
&.A* +@&.'5 ?:.@: :+) 0**5 .5&3'/%@*/8 $%&' (607 &:*3*4'3* 3*C*@&) &:* QR
3*,'3& B)** >*@&.'5 #8N8PE8

3(%1 75 2%)&*3-.*4*3+5& (607 6+K*) @:+5F*) &' &:* @'33*@&.A* +@&.'5 .5
'3/*3 &' +@:.*A* F3*+&*3 *44*@&.A*5*)) +5/ )*5/) + 5*? QR 3*,'3& &' $%&'
$( B)** >*@&.'5 #8N8TE8

3(%1  5 9:* %,O/+&*/ QR 3*,'3& 5'? 6**&) $%&' $(U) *J,*@&+&.'5)8 G*O
@+%)* 5' @:*@K '5 *44*@&.A*5*)) .) 3*I%.3*/ &' 0* @+33.*/ '%&H &:* @'6,-+.5&
@+5 0* @-')*/ /.3*@&-1 B)** >*@&.'5 #8N8#E8
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O=7=2  !(/ 2 L H?IA05/-"&#!

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!,)/;<=>?+$@%A*,B #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>?+$@%A*,B;H;1. #$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'.
#$%,);,)/-.E(,;FA*;G3#<=>?+$@%A*,B;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:UL8/1H!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81K8K/6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:/11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BOB'$:

!O=:XV8/11111H!IO=:
!=')2(*@B*+,:6C' )'AB A3FE)B$',B *) 3'P'2B*&'0 6C' )'AB YA2b 2A,,+B Y' A3FE)B'30!I=')2(*@B*+,:
!V@@'A(A,2'=AB'6*$':H11R81K8K16/H;11;1101S!IV@@'A(A,2'=AB'6*$':
!TA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:B(E'!ITA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:
!U'GE*('3U')@+,)':

!U')@+,)'6W@'?+3':9=U'@+(B!IU')@+,)'6W@'?+3':
!=E'=AB'6*$':H11R81\8/\6HK;]R;]R01S!I=E'=AB'6*$':

!IU'GE*('3U')@+,)':
!V))'$Y%WT(+3E2BOB'$:

!O,2%E3'3T(+3E2BOB'$:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?H1181/1!IO=:
!ZA$':M'AB @A,!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!<EA,B*BW E,*B?+3'-.M6.:/01!I<EA,B*BW:

!IO,2%E3'3T(+3E2BOB'$:
!O,2%E3'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?H1181H1!IO=:
!ZA$':XA2b(')B!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!<EA,B*BW E,*B?+3'-.M6.:/01!I<EA,B*BW:

!IO,2%E3'3T(+3E2BOB'$:
!O,2%E3'3T(+3E2BOB'$:

!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!O=:VX?H1181K1!IO=:
!ZA$':?+AB*,4!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!<EA,B*BW E,*B?+3'-.M6.:/01!I<EA,B*BW:

!IO,2%E3'3T(+3E2BOB'$:
!IV))'$Y%WT(+3E2BOB'$:
!?+$@%A*,BMBABE):+@',!I?+$@%A*,BMBABE):

!I?+$@%A*,BOB'$:
!I,)/;<=>?+$@%A*,B:
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O=7=7  !(/ 7 L H?IY(/0%!D?

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!,)/;<=>U'@+(B9= #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>U'@+(B9=;H;1. #$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'.
#$%,);,)/-.E(,;FA*;G3#<=>U'@+(B9=;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81\8/K6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:9=811/1111H!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81\8/K6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81\8/K6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:H11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!^(4A,*_AB*+,:

!?+,BA2B:
!O=:1/!IO=:
!ZA$':NA,) LE)B'($A,,!IZA$':

!I?+,BA2B:
!?+,BA2B:

!O=:1H!IO=:
!ZA$':UA*,'( SEPA%%!IZA$':

!I?+,BA2B:
!?+,BA2B:

!O=:1K!IO=:
!ZA$':`%A(A 7A%%!IZA$':

!I?+,BA2B:
!I^(4A,*_AB*+,:

!IM'%%'(TA(BW:
!IN'A3'(:
!MB'@=/:

!?+('6'A$:
!`'W?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1/!I?+,BA2BO=:

!I`'W?+,BA2BU'P'(',2':
!6'A$L'$Y'(?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1H!I?+,BA2BO=:

!I6'A$L'$Y'(?+,BA2BU'P'(',2':
!6'A$L'$Y'(?+,BA2BU'P'(',2':

!TA(BWO=:H11111111!ITA(BWO=:
!?+,BA2BO=:1K!I?+,BA2BO=:

!I6'A$L'$Y'(?+,BA2BU'P'(',2':
!I?+('6'A$:

!IMB'@=/:
!MB'@=H:

!?+$@%A*,B=+2E$',BO=:UL8/1H!I?+$@%A*,B=+2E$',BO=:
!?+$@%A*,BOB'$O=:XV8/111111H!I?+$@%A*,BOB'$O=:
!?+$@%A*,BOB'$MBABE)?+3':V22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!?+$@%A*,BOB'$=')2(*@B*+,:6C' )'AB YA2b 2A,,+B Y' A3FE)B'30 V Y(+b', 2+$@+,',B *, BC' )'AB ('BA*,'( Y%+2b)

$+&'$',B0!I?+$@%A*,BOB'$=')2(*@B*+,:
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C"'2C ,T. 3&'2&'(C %"1.%,C EC"" !"#,&.'C LDLD4 *'2 LDLD:GD

 !(/ GL J.,0 3&'2&'(C %"1.%,C *%" *##"1,"2 ?- A$,. AN *'2 ,0" *CC.#&*,"2
#.B1+*&', &C #+.C"2 EC"" !"#,&.' LDLD9GD
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O=O=2  !(/ 2 L H?IA05/-"&#!

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!,)/;<=>?+$@%A*,B #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>?+$@%A*,B;H;1. #$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'.
#$%,);,)/-.E(,;FA*;G3#<=>?+$@%A*,B;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:UL8/1]!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81K8K/6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:/11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BOB'$:

!O=:XV8/11111]!IO=:
!=')2(*@B*+,:6C' C'A3%*4CB) A(' 3'P'2B*&'0 =*@@'3 Y'A$ ,+ %+,4'( +@'(AB')0!I=')2(*@B*+,:
!V@@'A(A,2'=AB'6*$':H11R81K8K16/H;11;1101S!IV@@'A(A,2'=AB'6*$':
!TA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:B(E'!ITA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:
!7*'%37A*%E('O,3*2AB+(:PA%)'!I7*'%37A*%E('O,3*2AB+(:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?]1181/1!IO=:
!ZA$':N'A3%*4CB B+ P(+,B (*4CB!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:H101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:
!U'GE*('3U')@+,)':

!U')@+,)'6W@'?+3':MC+(B?+,P*($AB*+,!IU')@+,)'6W@'?+3':
!=E'=AB'6*$':H11R81\8/\6HK;]R;]R01S!I=E'=AB'6*$':

!IU'GE*('3U')@+,)':
!?+$@%A*,BMBABE):+@',!I?+$@%A*,BMBABE):

!I?+$@%A*,BOB'$:
!I,)/;<=>?+$@%A*,B:
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<:7

O=O=7  !(/ 7" L H?I ,0%!A0#C&%5"!&0#R2

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!G3#()$;<=>MC+(B?+,P*($AB*+, #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>MC+(B?+,P*($AB*+,;H;1 <=>MC+(B?+,P*($AB*+,8/0H0#)3.
#$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'. #$%,);G3#()$-.E(,;FA*;G3#<=>MC+(B?+,P*($AB*+,;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:M?8111/!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81\8/H6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:H11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BU'P'(',2'=+2E$',B:

!O=:UL8/1]!IO=:
!?+$@%A*,BOB'$V22'@BA,2':

!?+$@%A*,BOB'$O=:XV8/11111]!I?+$@%A*,BOB'$O=:
!?+$@%A*,BOB'$MBABE)?+3':V22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:]01!IV22'@B'3='P'2B*&'<EA,B*BW:
!V22'@BA,2'O,3*2AB+(:B(E'!IV22'@BA,2'O,3*2AB+(:
!7*,3*,4U')E%B:6C' J*(*,4 *) )+$'B*$') @++(%W @+)*B*+,'3 A,3 BC' @(+B'2B*&' )%''&' 2A, $'%B Y'2AE)' +P C'AB0 N+J'&'([ BC' C'A3%*4CB)

2+&'('3 YW BC*) 2+$@%A*,B A(' +EB)*3' JA((A,BW0 Z'&'(BC'%'))[ YA)'3 +, 4++3J*%%[ J' A22'@B CA%P +P BC' C'A3%*4CB) *, BC' 2+$@%A*,B0!I7*,3*,4U')E%B:
!ME@@%*'(T(+2'))MBABE):2%+)'3!IME@@%*'(T(+2'))MBABE):

!I?+$@%A*,BOB'$V22'@BA,2':
!I?+$@%A*,BU'P'(',2'=+2E$',B:

!IG3#()$;<=>MC+(B?+,P*($AB*+,:

O=O=G  !(/ 76 L H?I ,0%!A0#C&%5"!&0#R7

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!G3#()$;<=>MC+(B?+,P*($AB*+, #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>MC+(B?+,P*($AB*+,;H;1 <=>MC+(B?+,P*($AB*+,8/0H0#)3.
#$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'. #$%,);G3#()$-.E(,;FA*;G3#<=>MC+(B?+,P*($AB*+,;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:M?8111H!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81\8/H6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:H11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BU'P'(',2'=+2E$',B:

!O=:UL8/1]!IO=:
!?+$@%A*,BOB'$V22'@BA,2':

!?+$@%A*,BOB'$O=:XV8/11111]!I?+$@%A*,BOB'$O=:
!?+$@%A*,BOB'$MBABE)?+3':Z+BV22'@B'3!I?+$@%A*,BOB'$MBABE)?+3':
!<EA,B*BW E,*B?+3'-.M6.:/101!I<EA,B*BW:
!V22'@B'3='P'2B*&'<EA,B*BW E,*B?+3'-.M6.:101!IV22'@B'3='P'2B*&'<EA,B*BW:
!V22'@BA,2'O,3*2AB+(:PA%)'!IV22'@BA,2'O,3*2AB+(:
!7*,3*,4U')E%B:6C' YE%Y) J'(' J(+,4%W *,)BA%%'30 O, A33*B*+, BC' 2+,BA2B) J'(' 3A$A4'30!I7*,3*,4U')E%B:
!ME@@%*'(T(+2'))MBABE):2%+)'3!IME@@%*'(T(+2'))MBABE):

!I?+$@%A*,BOB'$V22'@BA,2':
!I?+$@%A*,BU'P'(',2'=+2E$',B:

!IG3#()$;<=>MC+(B?+,P*($AB*+,:



Dokument wurde bereitgestellt für Sonja Napierski vom 

VDA-QMC Internetportal am 01.03.2010 um 11:33

Nur zur internen Verwendung für Faurecia Autositze GmbH bestimmt.

<:<

O=O=J  !(/ G L H?IA05/-"&#!

!"#$% &'()*+,-./01. ',2+3*,4-.56789.":
!,)/;<=>?+$@%A*,B #)*;)2C'$AD+2AB*+,-.E(,;FA*;G3#<=>?+$@%A*,B;H;1. #$%,);#)*-.CBB@;IIJJJ0JK0+(4IH11/I>LDM2C'$A8*,)BA,2'.
#$%,);,)/-.E(,;FA*;G3#<=>?+$@%A*,B;H;1.:

!N'A3'(:
!?+,B(+%O,P+($AB*+,:

!Q','(AB*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IQ','(AB*+,=AB'6*$':
!I?+,B(+%O,P+($AB*+,:
!=+2E$',BT(+@'(B*'):

!=+2E$',BO=:UL8/1]!I=+2E$',BO=:
!O))E'=AB'6*$':H11R81K8K/6/H;11;1101S!IO))E'=AB'6*$':
!U'&*)*+,=AB'6*$':H11R81K8K/6/H;11;1101S!IU'&*)*+,=AB'6*$':
!=+2E$',BMBABE)?+3':7*,A%!I=+2E$',BMBABE)?+3':
!=+2E$',BVEBC+(*BW:

!TA(BWU'P'(',2'O=:/11111111!ITA(BWU'P'(',2'O=:
!I=+2E$',BVEBC+(*BW:

!I=+2E$',BT(+@'(B*'):
!XEW'(TA(BW:

!O=:/11111111!IO=:
!IXEW'(TA(BW:
!M'%%'(TA(BW:

!O=:H11111111!IO=:
!IM'%%'(TA(BW:

!IN'A3'(:
!?+$@%A*,BOB'$:

!O=:XV8/11111]!IO=:
!=')2(*@B*+,:6C' C'A3%*4CB) A(' 3'P'2B*&'0 =*@@'3 Y'A$ ,+ %+,4'( +@'(AB')0!I=')2(*@B*+,:
!V@@'A(A,2'=AB'6*$':H11R81K8K16/H;11;1101S!IV@@'A(A,2'=AB'6*$':
!TA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:B(E'!ITA(B)T'(L*%%*+,U'%'&A,2'O,3*2AB+(:
!T(+2'))*,4Z+B':6C' P*,3*,4) ('@+(B *) A22'@B'30 6C' 2+$@%A*,B *) BC'('P+(' 2%+)'3!IT(+2'))*,4Z+B':
!7*'%37A*%E('O,3*2AB+(:PA%)'!I7*'%37A*%E('O,3*2AB+(:
!XEW'(T(+3E2BOB'$O3',B*P*2AB*+,:

!O=:VX?]1181/1!IO=:
!ZA$':N'A3%*4CB B+ P(+,B (*4CB!IZA$':

!IXEW'(T(+3E2BOB'$O3',B*P*2AB*+,:
!?+$@%A*,'3<EA,B*BW:

!U'F'2B'3<EA,B*BW E,*B?+3'-.M6.:/101!IU'F'2B'3<EA,B*BW:
!I?+$@%A*,'3<EA,B*BW:
!U'GE*('3U')@+,)':

!U')@+,)'6W@'?+3':MC+(B?+,P*($AB*+,!IU')@+,)'6W@'?+3':
!=E'=AB'6*$':H11R81\8/\6HK;]R;]R01S!I=E'=AB'6*$':

!IU'GE*('3U')@+,)':
!?+$@%A*,BMBABE):2%+)'3!I?+$@%A*,BMBABE):
!U')@+,)'MBABE):

!U')@+,)'=+2E$',B6W@'?+3':<=>MC+(B?+,P*($AB*+,!IU')@+,)'=+2E$',B6W@'?+3':
!U')@+,)'=+2E$',BO=:M?8111/!IU')@+,)'=+2E$',BO=:
!U')@+,)'=+2E$',BU'&*)*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IU')@+,)'=+2E$',BU'&*)*+,=AB'6*$':
!MBABE):A22'@B'3!IMBABE):

!IU')@+,)'MBABE):
!U')@+,)'MBABE):

!U')@+,)'=+2E$',B6W@'?+3':<=>MC+(B?+,P*($AB*+,!IU')@+,)'=+2E$',B6W@'?+3':
!U')@+,)'=+2E$',BO=:M?8111H!IU')@+,)'=+2E$',BO=:
!U')@+,)'=+2E$',BU'&*)*+,=AB'6*$':H11R81\8/H6/H;11;1101S!IU')@+,)'=+2E$',BU'&*)*+,=AB'6*$':
!MBABE):A22'@B'3!IMBABE):

!IU')@+,)'MBABE):
!I?+$@%A*,BOB'$:

!I,)/;<=>?+$@%A*,B:
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