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Appeals and complaints procedure

1. HH Purpose
AREFIE 1 XA LA IAE AR 55 AR 10 % B R SRS BV ZEK . This
procedure sets out the management methods and requirements for appeals and complaints from
clients who are not satisfied with the certification services provided by the agency.
2. VaH Scope
AFEFE T A D NS T AN B R UF. #UF4b3E . This procedure is applicable
to handling of appeals/complaints related to CCATS.

3. #EHIHKHE Criteria
CNAS-CCO01-2015 (% BEAR RIMEHLIE R ) (ISO/EC 17021-1:2015) Requirements for
bodies providing audit and certification of management systems
4. BRFFMMENLFEFF Responsibility and operating procedure
4.1 kb JFE | Disposition principle
HNFRHECL™E . AR AEER 77 221, A AR BESR | AT R #EF, I
XA B AR TR U 7T, FIRRS SR B AR, KRS58, RUFKHEK

7% 3 « 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 appeals, complaints.

4.1.1 FERFVF VR BIAN AT 58 51 TN 3H I 5 YR A SS R K ) @ s A
VRIS BACEER ) FHRC A E M . BN A E T E T AR M b, 1bA 7
RZ N R H IR AFFHEL .  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 and
complaints handing form, and submit it to the management department. The management
department shall upload the document in the CCATS public network, to make it available to the

related person or organization.

4.1.2 AP R AC B R B A B BOW BT g 5t e AR TRV, HIRAIHR R A
[RIAH DN 573 RH AN UE £ 8 N 5% B AZAE AL BRI By - LA B]3E . CCATS 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
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complaints.

4.1.3 HYFHIE X N: Definition for appeals

TEHE T 2 AT BERAE A L0 HU 8 BAIEIRZS A 50 B A g g i1 H 1 A5 T 1
3K o The applicant,auditee or certified client propose the written request about the certification
decision which is disadvantage to their expectation.

4.1.4 ¥UFHIE X N: Definition for complaints

XF HE bR e b AR N BONIERIE R 7 5VGIER KRAAT AR A &R . Certified
clients” written unsatisfication to the behavior of CCATS and its staffs.

4.2 HFHALEE Disposition for appeals

42.1 HETETT ZHEZTEFAEHSIR L HF, HE (FURMERE BALER) Kifeid
P A% AL EE, (2B, WRIANS I R R N RSB RS AR R A R, AR A AT
T AT TR T LIRS o USRI R R (RIS, N HSERZ 5 R BN T DLAL
M, o # & 5 #E . The applicant,auditee or certified client propose the appeals by filling in

Appeals and complaints handing form 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 EELEIN T R URE VR ER RO E IR T S AE R o H RS R DAL i R 7 505 A H

FHE S EENG R D) EARFR), AT LB RE R A AU B 7E M DA IR B FR T 8 50N
5 & 42 1 . 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 its accreditation body or the local certification regulatory authority or CNCA for
appeals).

4.2.3 LB TR HIN IR O3 2] FRE IR B Ur R 60 RN, BHESIE E H i
Ao 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.
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4.2.4 EACBRERE P NBER 50 FUR, BLAE A OR F R I SEAT B0 15 I 0 DR SEAT AR TS
HI 2 1E X 24 IE45 i . 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.

425 FYRIE . A R E, AR R IS AT AT 2 5 %) £F . The proposal,
investigation and decision of the appeal shall not cause any differential treatment to the appeals
person.

4.3 FFHIALFE Disposition for complaints

4.3.1 ARATH LA NI bRE K = TAE N RASRUESR P 5 AIEA SR HIAT 3R B AN
FEHIRR, HE (RFARURE BAATER) . RE IR SRR X, £
WA R T DA B AR AL H . i RVR 53R A 5%, FER A N5 S S AR R A
R, s BN HAAUE AR, ARG 2 (8] WX IRIE RS 7 T LA Ao A B A B
LA ST AR AT L ERE R, AR B S R UR R 2 AR, I R
BFE BRI HE B TS 545 3R . Any organization or individual propose his complaints due to
unsatisfaction to CCATS and its certified clients about certification related behavior,by filling in
Appeals and complaints handing form. 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 clients 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 QR ANXTFRAURAL BESE A AW A VAEN UG AR T S D IEA SR A A A R
W SHE &SP 22 EARFN, W] LB ) H AU B 7R H AR B 8 )
FNHEZAR ). X T IECQ HSPM, £k N RnS CCATS AL A 7O XU ik
B — B Wi, A LLA IECQ MC Bk IEC CAB #4T HF, 15l IECQ (K J5 M ik

http://www.iecq.org/about/contactus/ 7] PASRIGHH R EEZ5{5 & o If the complainant disagrees with
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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 IECQ 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 SZFRPURI PROVIE SIS R LA F i BOF 5URY 60 KA, BB IEZBF A
EHAS RS R AR, ERIE MR E . N SR P AR E L REIE, 2
BRI LT AT, PR ATFZFEE . The time limit for handling complaints is within
60 days from the receipt date of the formal written complaint 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 SRS 7 N BEAHLA I 225K, B IR 52 B0 A B 5 R Bl R BUHS B 12 3 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 53 HrAIPEAY Analysis and evaluation

4.4.1 SEISIPFEALRARE 12 A Oy B L P B A B R PTAT H . BOURIAREEER,
FIVERE CFRVFAHR IR BE A ILGTTHR) 28 EFEA. In every December,the headquarters and the
offices collect all the appeals,complaints occurred in this year,formulated Appeals&complaints annual
statistics,and submit to the management department.

4.4.2 & B B NAE R B PP E P SRR AU R . DAVHAEASHLA XS H R #0F
Ab PR ) 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.

4.43 AR HR BURA BRI AN NEH 2 BT Z R Rl A2 580F 77 %
PRI . DU IR v e 45 FARMGIESE R AH H F— 7545, All the Appeals and complaints are

regarded and disposed in impartial way,any differential treatment is not allowed.
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4.5 B3 AT Payment

4.5.1 LR AN, FERUFERA AL, PRHZIH R SR P B0 AERI 28 4 3
NBRZFE N AT: 1t 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;

4.5.2 ZRAERIN, BRERUFBEBRAL, HIEANYRTT, B w9 bR T 30
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 AN, HFNMBYFTIRHZIH . SR E TUER, W20 ZE 2%
X5 Wp i et o 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 HRIK & )70 Contact

0512-36626918 ; sam(@ccats.org.cn

5.5| F {4 Reference
5.1 ISO/IEC 17021-1:2015 (& FEAK RVUENLIZEK)  Requirements for bodies providing
audit and certification of management systems
6.f# FI 3R ¥ Forms
6.1 (HFMFUFE S K) Appeals and complaints handing form
6.2 (HRFAIBLFA B2 FERE M S 113K ) Appeals&complaints annual statistics
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