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ARRFHE T X AN $EAE I VIE IR S5 AN B % P R SRR B AR .
This procedure is developed to ensure that CCATS management system can
continually, suitably and effectively meet policy and objective and specified

requirements.

2. JuH scope
AFRFIEA T AN NEEHE S SR R F. BUFAEE .
This procedure is applicable to handling of appeals/complaints related to

CCATS

3. PEHIKIE criteria
CNAS-CCO1-2015¢ & H4R RINUFALFZESR H(ISO/IEC 17021-1:2015)Requirements for

bodies providing audit and certification of management systems

4. HERFAEMLFEFF responsibility and operating procedure
4.1 WFJEN disposition principle

HNFRHELL™ 1. A1E. AREET7 A2 B, A FIAL R FAROCOT R, #%0UF,
FExF A B AL T T BOE 15T, RN RS S5 IRE. LHEA G, RS5HF. B8R
M5B, CCATS accepts. investigate and dispose appeals. complaints of interested
party with preciseness, impartiality and non—-discriminatory manner, and is
responsible for all the decisions of the process, and ensure the participation
of the investigation and handling staff, and participate in the activities related
to complaints, complaints.

411 FENR. RURAIAUR AT AT ol 52 TN 0 5 BUf NSRS R n) D SR AE
CHr. BOFEHR) IR BB . B HE AN A S IUETE T Am % L, ik
HERZ N REHZR ] ATFHREL, Any department or employee that receives a appeals,
complaints or disputes shall be honestly talk with the complainant, and shall

record the issue in the <{appeals. complaints disposition form) , and submit it
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to the management department. The management department shall upload the document
in the company’ s public network, to make it available to the related person or
organization.
4. 1. 2 AHURIRE B Ak PR I A B B I o€ 5. IR BN IR, BURRISBORIE [
FIAR 2 N 53 AT R DA IE 3R 58 N D3 NAZAE AL BEFY B - PL[Bl 38 . The company is responsible
for all decisions of all the complaint handling process. In order to reflect the
fairness, the relevant personnel and the original certification decision
personnel should be avoided in the processing stage of appeals and complaints
4.1.3 HYFHIE X N: definition for appeals
TEHE 5 S H1% 7 BERUEA G0 H S (AR IRZS A RN R B th i)+ T
153K, The applicant. auditee or certified client propose the written request about
the certification decision which is disadvantage to their expectation
4.1. 4 HPFHIE X N: definition for complaints
Xf A fE S HE AR N SAMIERAE 2 7 5 U UE A S AT 9 2 W ANl 1) 5 T 2R

certified clients’ writtenunsatisfication to the behavior of CCATS and its staffs
4.2 HFHIAEFE disposition for appeals
4.2.1 G ZH 2T EERIEAS R BHF, HS (FR, RRCEER) KLk 2] H
AL, RSP BN IS ORI R RS SRR AL R IR, AR5 H e B R

SE AT TR It T DA IRI B 238 RN 2e FR R 2 R OUE RS, N HIJeRTARS 5 HR E A
T UAAL R, BE A 5% #E. The applicant. auditee or certified client propose the
appeals by filling in {Appeals. complaints handling list) which will be
transmitted to audit department, audit department will should be consider previous
similar complaints during the acceptance, confirmation and investigation of
appeals, and then the management department take measures to respond. When the
appeals decision is noticed to the appeals person, it shall be handled by the person
who has not previously participated in the subject of the appeals in advance.
4.2.2 & PRER LT R0 R BOURAL PR EE AR S AR . BRGS0y 20 R
HUR N SR F R A R AL B S5 B 7 18 GAAAENURY AR 5P A SR el
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PN E & S 2 2 EARE ), AT LU m) o AT LR s 78 i DA IE T
T8 E KN Z2HE ) . Management department should inform the appeals person the
handling results in a written notice. If the appeals person has any objection
to the handling results(eg: if he think certification body did not comply with
the relevant certification rules. laws and regulations, and caused serious
violations to the legitimate rights and interests of their own), Can be submitted
directly to 1its accreditation body or the local certification regulatory

authority or CNCA for appeals).

4. 2.3 Ab3E RIS BRI B s B AU T HOF BORNY 60 KA, AFE TS I0EE R
AN. The time limit for the processing of the appeals is within 60 days from the
date of receiving the formal written appeals, including a written reply to the
appeals person

4.2. 4 (EAFEFR P NIBER SR YR, BAE AR U BRI SEAT IR B A R SEAT AT AT I
B IE K 2] IEFE fi. the appeals is tracked and recorded in the dealing process,
including the measures to resolve the appeals and to ensure the implementation
of any appropriate corrective and corrective actions

4.2.5 RYFIAR . & RPUE, AR IFE IS BAT Z A% fF. The proposal,
investigation and decision of the appeal shall not cause any differential
treatment to the appeals person

4.3 BFAILLHEE disposition for complaints

4. 3. 1 AR B N HENARAE S H AR N RAIERIE R P 5 A IEA R IAT 2R B AN
RBEEYE, HS (YR, RREER). HEERHARIFE S SINESESIE X, &
WA KK T LU B A . W SRR SIRUER P A G, 7R AR5 8 A BAA R
A R, DR RS, FRAEE M A R SRIER T L. A% R
ROFRER J5 B ST AR IR L ERE R, DA R. It E @ AR R 2 EE
WF, FEN SRR R E SR B B TS 545 R . Any organization or individual
propose his complaints due to unsatisfaction to CCATS and its certified clients

about certification related behavior, by filling in {Appeals. complaints handling
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list) . The management department confirm the whether the complaints is related
certification activities, if yes, the complaint will be referred to the audit
department. If the complaint is related to certified clients, the effectiveness
of the management system should be taken into account in the investigation, if
necessary, suspend its certification qualification, and inquire certified
customer in the appropriate time. The audit department shall be responsible for
the collection and verification of all necessary information to confirm the
complaint after the receipt of the processing form. The management department
will inform the complainant the progress report and the result of the complaint
handling process

4.3.2 R HVFAX BOJR AL BE S RAT 57 GAOIVIEN LA R T S5 AR AR S VR A M A
PN I3 B B AN G2 B AR F I, AT DUE R ) A wT AU BT 7E s IE
B EZAMZAR ) o 6FF IECQ HSPM, HIf At CCATS fr4b 3R 4h FAq il AW
J7ICTRIE R BUE LIS, W R TECQ MC 8% TEC CAB #EATHIVF, Vil TECQ HYE 7 Rk
http://www. iecq. org/about/contactus/ 0] DAFRIGAHELZ{EE . If the complainant
disagrees with the results of the complaints handling (he thinks the certification
body did not comply with relevant laws and regulations and this caused serious
violations of the legitimate rights and interests of their own, Can be submitted
directly to its accreditation body or the local certification regulatory

authority or CNCA for appeals).

For TECQ HSPM, if the complainant disagrees with the results of CCATS processing
and the parties cannot reach an agreement, they can appeal to IECQ MC or IEC CAB

and visit the official website of IECQ http://www. iecq. org/about/contactus  Get

contact information
4. 3. 3 PRI BR Oy 3 Fp e IE U B IR SR 60 RN, SIS -BIHZAEHIFA.

IR R R g R, BB R R E . RS R KR SR e, 2
TR R S R WT BLATE, AR ATFZFEE . The time limit for handling

complaints is within 60 days from the receipt date of the formal written complaint
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by the complainant, including a written reply to the complainant. The management
department shall formally notify the complainant the result of the complaint
handling process. And discuss with the client and the complainant whether make
public the complaint subject and its resolutions, as well as the extent of the
public

4.3.4 FRUEE R IR A LA (25K, ol B B A 0] A R 4% 1 BT R BUHS Jt (192 5% . The
certified clients shall provide the records of the corrective actions taken at
any time in accordance with the requirements of certification body

4.4 ST FIiEAL analysis and evaluation

4.4.1 BEMEPFAOREE 12 A0 BRI B BRI T R SRR
=2, HER CRF. BIFEFEHBRATR). RAEHEI. In every December, the
headquarters and the offices collect all the appeals, complaints occurred in this
year, formulated {Appeals. complaints annual statistics form), and submit to
the management department

4. 4. 2 E A BN ALRFAEE BV H 2 BOP RS GTHRIC R PIVE AN XS R, $&F
AFRIIAG %M . The management department manager shall submit the statistical
report to the annual management review meeting. To evaluate the effectiveness
of the handling of appeals, complaints

4.4. 3 AR BURARD 77 9 N B ST AT 2 A8, A2 Rr 7 128
VFRIHR L DL SO A R 8 4 R R MR 4 1 (42 L — D5 5% . ALL the Appeals and
complaints are regarded and disposed in impartial way, any differential

treatment is not allowed.

4.5 AT Payment

4.5.1 ZREHIN, FHRUFKIEHARILN, FHZIER R 57 & BOE R 2 H 245
NEEFEAN AT

It was confirmed by investigation that the fees caused by appeal, compliant and
dispute shall be paid by litigant or its agent when the reasons of the appeals

and complaints are insufficient.
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4.5.2 LR AR, HHEURMELRROL, HIHEEN RIS, IR AR 2 R SR S04
When it was confirmed through investigation that the reason of the appeals and
complaints come into existence and the responsibility shall be assumed by
respondent, the fees caused by appeals and complaints shall be paid by respondent.
4.5.3 LB, HFE NIRRT BIXS LI . SRCH R, W0 A 5 2% B
X5 PR R
When it was confirmed through investigation that the litigant and respondent shall
be responsible for the appeals and complaints at the same time, the relevant fees
shall be paid by negotiation between both sides.
4.6 HRIFEER 70 contact

0512-36626918 ; sam@ccats. org. cn

5. 5| FH U4 Reference
5.1 {STATEMENT OF SURVEILLANCE ARRANGEMENTS)

6. i R forms
6.1 (HiIFMFUFEBEAFER) Appeals. complaints handling list
6.2 (HIFMPJFEHESFE NS TR) Appeals. complaints annual statistics form

6.3 (Y IEFPBGHE 55 ) corrective and preventive action report
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