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1. HRRLEHTEE

1. Purpose and scope of application

NFHPREVR. VRGP BUE B TAER AR ARG 45 SINETARA K% 05 1 1E e
ANANURI G, RGEA IR AN E Prbrite, BUE 1 H R, SRS AR 2 5 30
FEFP o

In order to ensure the fairness and effectiveness of the handling of appeals, complaints and disputes, and to
safeguard the legitimate rights and interests of all parties involved in the certification work and the reputation
of the agency, the methods and procedures for handling appeals, complaints and disputes are stipulated in
accordance with relevant laws, regulations and international standards.

AR P AL TR 1 P WA S5 2L 3KE RO 4L BURTASHL R ) F VR LB AR AT AL A A
REAHURIER 3R 5. ATRFR B T I AHURI R H O 00 F1 5 A R LA 0 4
R

This procedure applies to the handling of complaints against the Agency from organizations applying for or
having obtained accreditation, as well as complaints and disputes against the Agency from any organization or
individual. This procedure also applies to complaints filed with the agency against organizations that are
seeking accreditation or have been accredited.

2 a5 HF

2. Normative references

IUSCAEXS A ST BN A AN BT e LR HIRI 51, 03 H I ARCAS &
A PLRAEH IR SISO, Hfofios (RS e G- A0

The following documents are essential for the application of this document. For dated references, only the
dated edition applies to this document. For undated references, the latest edition (including all amendments)
is applicable to this document.

CNAS-CCO1 (A& HAR RV UEN IR )

CNAS-CCO01 Requirements for Management System Certification Bodies

CNAS-RO3 {HHF« FEFANF i ALER R ) )

CNAS-R03 Rules for Handling Appeals, Complaints and Disputes
CNCA-QMS-01:2025 i &4 B AR RUGERLIU )

CNCA-QMS-01: 2025 Rules for Quality Management System Certification

3. BX

3. Definition

3. 1 HiYf: HHF AL CSRAE U ALGU AN 1, 5 IR BAURIRES A S BRI g
FITi i) S8 5 R B S TR K

3.1 Appeal: a written request for reconsideration by an organization applying for or having obtained
accreditation of an adverse decision made by the institution relating to its desired accreditation status.

e AMPE TG TEARRZ P, IEAAREEEAT A%/ ORI B A S AUETE
AF L VAR B s AE . PR IRIF U AT HAth 15 e

Note: Adverse decisions include: refusal to accept the application, refusal to proceed with the audit/review, request for

3
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corrective action, change in the scope of certification, refusal to pass certification, suspension or withdrawal of certification,
and any other action that impedes obtaining certification.

3.2 v ARATHLAEA N R AN FRIE, 3T H R IFA ER 2B E 1, S ETLLEL
EFI ﬁﬁ\lEjZ E‘zjﬂEE’JfﬂfAE’J{ﬁKﬂTﬁﬁﬁﬁ%ﬁﬁ%mo

3.2 Complaint: a written expression of dissatisfaction with the activities of the certification body or the
organization applying for or having obtained certification, expressed by any organization or individual to the
agency, which is different from the complaint and wishes to receive a reply.

3. 3 Frill: HIFIEER SR A5 AU A2 5 A% IR st YAIERE P A1 SR BOR [ AN [A)
B A HRA

3.3 Dispute refers to the written statement of different opinions on the certification procedure and relevant
technical issues between the organization applying for or having obtained the certification and the agency
during the audit process.

4, BF

4. Responsibilities

4. 1IZE . orHir. SRS 2 B3 S TR A

4.1 Operation Department: responsible for the acceptance and preliminary investigation of appeals,
complaints and disputes.

4.2 FIHEAEE: FX HR. BRI BER AL BT &, RN S RRTT . R,
A 2 AR5 REAT R

4.2 Management representative: propose solutions to complaints, complaints and disputes, and negotiate with
the complaining party, the complaining party and other interested parties on behalf of the organization.

4.3 BORER: 3T B YRS TEAT HHE HOE «

4.3 Technical Department: responsible for discussing and ruling on the appeal matters.

4.4 NIEMEZTR RS R B HABRI AR 5 7 G A FE 45 BRI =, A IEMERR
SATTE U A E, HEAFE, AT CNAS/CNCA/TAS 3. IR #UFIT.
HoAhF) %5 40 2% 77 . A] [1] CNAS/CNCA/TAS #9)F.

4.4 Impartiality committee: if the complainant, the complaining party and other interested parties are not
satisfied with the handling results, the impartiality committee shall be responsible for reconsidering and
making a decision. If they are not satisfied again, they can submit to CNAS/CNCA/IAS for arbitration.
Complainant, complainant and other interested parties may also file a complaint with CNAS/CNCA/IAS.

FF. BURASACE R

5. Principles for handling appeals, complaints and disputes

5. 1 FURIALEE I f . BOFAI S LA SN, LARIZARSEANE ML CNAS . TAS IRV |
HUHL) ot B AR 2R e

5.1 The organization handles appeals, complaints and disputes on the basis of facts and in accordance with
relevant national laws and regulations, CNAS, IAS accreditation standards and the organization's quality
management system.

5.2 Z 5 Hiir, SRS BRI BN SO IR A3 AR 5 B R SRR R AR

4
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NIHE B R DT .

5.2 Persons involved in the grievance, complaint, and dispute process are responsible for maintaining the
confidentiality of any nonpublic information obtained by them in connection with the grievance, complaint,
and dispute.

5.3 Z5HIF. BOFMP BB REMIE RN GL, NARFFEW . A1k, ARNAHA BLE.

5.3 Personnel involved in the process of handling and making decisions on appeals, complaints and disputes
shall be objective, impartial and non-discriminatory.

5.4 H5Hf. FFMF I FEMEEEMNFER RPN AATSE PR RS Uk
5E o

5.4 Persons who have a direct interest in complaints, complaints and disputes shall not participate in the
investigation and decision of complaints, complaints and disputes.

5.5 HURIXT R BEURAN G BAE PR ) 2R € 9 5T

5.5 The agency is responsible for all types of decisions made in the course of handling appeals, complaints
and disputes.

6. T

6. Appeal
6. 1 HF32 BV
6.1 Scope of admissibility of complaints
1) $E4 52 G HE
1) Refuse to accept the certification application;
2) RAER BT PE
2) Refuse to continue the review;
3) BURCKELA] TR i ;
3) Require corrective action;
4) AT IETEH ;
4) Change the scope of certification;
5) ANTINIE, B % aEE VIR IE
5) No certification, suspension or revocation of certification certificate;
6) BHAGFHRAF R UEFS B4 f] oAt d 7t
6) Any other measure that impedes the obtaining of a certificate of accreditation.
6. 2 HFIIHE
6.2 Filing of a complaint

HUR AT R Ia 8 A R, AT R0 B R RN 435 45 BAR 254

The complainant may file a complaint with the Operation Department, and a valid complaint shall meet the
following conditions:

D RFNIERGESS 7 HmEE (e, BRURCRE RS ) SARKU Y] (BEED MK, Jf

JIIE AT E
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1) The complainant has formally submitted the written Report on Handling of Complaints and Appeals
and relevant explanatory (or certification) materials, and affixed the official seal;

2) HYRFHIRLAE F R 32 BEYE N

2) The complaint shall be within the scope of acceptance of the complaint;
3) HR AN RS B KT

3) The complainant shall be a direct party to the matter complained of;

4) FFREE 5 R AR 5% R B A B i A I TR R R AN 10 AN TAREH .

4) The time interval between the submission of the complaint and the receipt of the relevant decision or
handling measures shall not exceed 10 working days.

6.3 HFHIZ ., A58

6.3 Acceptance, investigation and handling of complaints

U HURAWCE R R SCrE IR, Ja 8 N S RV EEAT AT Rk B A, R o B gl R A 5 R R T,
[ ) B AR, T A

1) After the organization receives the complaint document, the Operation Department shall immediately
conduct a validity review, inform the complainant of the review results in writing, and report to the
management representative for preliminary investigation;

) BB ARG W RFE R A B AR R A TARAL . 2 AN b 2428 B S R T
M ARG K S HR T BRI R RN K LRI A # A AL R E N R AE S5 L
((EDF

2) The management representative shall entrust the technical department to form a complaint handling
working group according to the situation. The working group shall be composed of persons who are familiar
with relevant national laws and regulations, recognized norms and have no interest in the complainant (those
who implement project review and certification decisions shall not participate in the working group);

3) TARHABCRI I AL WHBRUTFRIE . M. WA E, FL 5
Hil 225 LARTSACL U ¥ A BE 45 RS54 G

3) The working group has the right to take such measures as convening a meeting, listening to the
statements of both parties, on-site investigation, collecting written materials, consulting experts, and referring
to the results of previous similar complaints to obtain evidence;

4) FEBAITWIESE, FARIE A TT H B, ST E/DHET 5 AN TAE H 23R
(], HbuSEEH YR .

4) When a hearing needs to be held, the technical department shall be responsible for convening the
meeting, and the time and place of the meeting shall be notified to the petitioner at least 5 working days in
advance before the meeting.

6. 4 HIURIUHECE

6.4 Determination of the complaint

BARMAL MW R % VAEJRE N G L HAR S R AR EFE R RPN
ANL[EIEED,  PAFERTT AT H R .

The Technical Department shall convene a Plenary meeting (the personnel who implement the project review

6
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and certification decision and other personnel who have an interest in the complainant shall withdraw) to
make a ruling by voting:

1 ZH5HZENMARD T EARMERE AN =702 =

1) The number of people participating in the voting shall not be less than two-thirds of all members of the
Technical Department;

2) MRFHOER A RELN =022 VL LA aeEd

2) Only when the number of votes in favor reaches more than two-thirds of the total number of valid votes
can it be passed.

A BORHEBASBE R H VR EOE LRI, MINARAZ 45 23 IEVEZR: A 2 U R R DL€

If the Ministry of Technology is unable to reach a decision on the determination of the appeal, it shall be
referred to the Impartiality Committee for a final decision.

6. 5 AbFR 4 5

6.5 Feedback of processing results

1) HURN ARG (1, NA%HE AR R PRAE B 58

1) The complaint shall be handled as soon as possible according to the specified procedures after the
institution accepts the complaint;

2) R aEEE, BE MRS F R 60 H PORE AT o e 5 i@ R H R

2) With the approval of the General Manager, the Operation Department shall ensure that the decision is
notified to the complaining party in writing within 60 days after receiving the complaint;

3) W VRITRT AL BR A AN, IR R B A ROE R )R 10 H A A~ IEER R
o B2 AT TR SR H R

3) If the complaining party is not satisfied with the result, it may appeal again to the Impartiality
Committee or the superior competent department within 10 days after receiving the notification of the result.

7. B
7. Complaints
7.1 BRI
7.1 Scope of complaint acceptance
1) ¥ R AL VRIS ShE BRI A S8 A 53 BIHER

1) involving the certification activities provided by the institution or complaints against the relevant
personnel of the institution;

2) X CARUEBOIEAE HAFAE R AL RS 3 LN R E0JF, HBORKNE S IAEZER
AV AIE 76 i A 5% 5

2) Complaints about the activities and personnel of organizations that have been certified or are applying
for certification, and the contents of complaints are related to the certification requirements and scope;

3) WREFUEHLR W E T BcF, HERFARSIMEFRZIH K.

3) Complaints involving customers of certified organizations, and the content of complaints is related to
certification activities.

7.2 BFHI SR

7.2 Filing of Complaints
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RN LA I SR i E A LI E R, BRI S i A p4n s
fHOL AERIAP IR . IERIETT « SRR SR A R 23 HH 577 2 AT 0 A ETE 3 A 52 19
BB AT, B B TAERER B SR.

The complaint shall be submitted to the organization operation department in writing about the event
involved in the complaint, and the complaining party shall provide the details of the event involved,
supporting materials and sign and seal. The certification entrusting party, the certified organization and other
interested parties can lodge complaints about the ethics, behavior, ability, attitude and quality of work of the
certification activity personnel.

7.3 FAUFHI A S AL

7.3 Investigation and handling of complaints

D) JEHE SO IS A2 SRR A T2 3, (HME .

1) Generally, the institution shall not accept the anonymous complaint, but shall keep a record.

2) XN GRER, BEMIEFREMRIE . NI, HASL FHROFRF A R4
FARR SR A AP TARADN SR E DU BEAT I A S, 32 tH AR BT S ik 8 B B AR A e

Y

S
o

¥

2) For complaints from personnel, the Operation Department shall select personnel who are familiar with
relevant laws and regulations, recognized specifications and independent of complaints to form a complaint
investigation and handling working group to investigate and verify the complaints, and propose a handling
plan to be submitted to the management representative for approval before implementation.

3) XM B 2 IR, B IEPEZR R R BRI S LA T I A% 52, 800 1 %R
W RRTI) A E R, AN BT I R ARG .

3) For complaints at the highest level of the organization, the Impartiality Committee shall investigate and
verify the complaints, fully understand all the information about the matters involved in the complaints, and
conduct on-site investigation to obtain evidence when necessary.

4) [FPUREEE I RIXSFRAER P 5 UF, 188 WA RSO E S I EAIPERR, 2RSS
FUS A T TR A AL, B E A H LB AT IS A . X T BRI A I
Jtift),  EESRIRUEH SRS S AR, b B LAY ) R 96 Uk 1 77 U A SRAE 2
BB R I R

4) The Operation Department may require the certified customer to make a written explanation and
submit relevant evidence according to the content and nature of the complaint information, and organize
on-site investigation if necessary. If corrective measures are required to be taken, the certified organization is
required to take measures and report to the institution. If necessary, the institution may confirm the
effectiveness of the certified customer management system by means of on-site verification.

7.4 EPRPRGE B IBERREA IEVER 2RI BOIR R 60 HN, S8 R0R & JF 32 Ak
HEN, e itit)s, B ke At AR = 5 F 7 .

7.4 Feedback on the handling decision: The Operation Department or the Impartiality Committee shall
complete the investigation and put forward the handling opinions within 60 days after receiving the complaint,
report to the General Manager for approval, and form a final decision and feed it back to the complaining

8
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party in written form.

7.5 HURPHRE 5 B3 HE 7] R 5 52 15 RORE BEVR R IA T, WHRAE 2 T B R E 28 T IR
SSE(EA= P

7.5 The institution and the complaining party will jointly decide whether the complaint should be made public,
and if so, the extent and scope of the disclosure shall be jointly determined.

8. X
8. Disputes

8. 1 iRt
8.1 Raising of a Dispute

D fE R AR A — R B A2 A SRR AR A AT R B g A B . %
i VA BEE — BUR LR, H A TR B AR R A e, (BRI R DLAE 10
HWREZER. JUER T Walfe 10 H N E s E R G

1) The disputes raised in the audit process are generally handled by the audit team leader and the
certified customer in accordance with the approved specifications. If no consensus can be reached after
consultation, the audit team leader can make relevant audit conclusions, but the dispute must be reported to
the Operation Department within 10 days. The certified customer may also directly file a dispute with the
Operation Department within 10 days;

2) AR & RAEN SV, ARSI KSR AR 10 H N RS I SCF R AL
3R

2) Disputes arising from other occasions shall be submitted to the institution in written form within 10
days after the occurrence of the event involved in the dispute.

8. 2 Fril AL B
8.2 Settlement of disputes
1) BEEHGER N A TSI, R FT s Rl m - 3R T

1) The Operation Department shall organize relevant personnel to study the submitted dispute, and notify
the disputing party of the study results;

2) WAL EENIAERZ 2 HE 30 H 45 %

2) The dispute shall be settled within 30 days from the date of acceptance;

3) FPER I T XA HEE A R, P AR R R T H R SRURIRUE AL $2 H
F R BT o

3) If the party raising the dispute is not satisfied with the handling result, it may lodge a complaint or
appeal to the institution through the provisions of these Procedures on complaints and appeals.

9. 2 IEH it

9. Corrective measures

9. 1 X HR BERAN G UCER DTARAS T BT IR DR 20 A SRHB 1R R A A A IR i, T AE 5K
S RGP AT R

9.1 The responsible department shall analyze the causes of appeals, complaints and disputes, take corrective

_9_
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measures to prevent recurrence, and evaluate their effectiveness after implementation.

9.2 AEHEHIR. BOFMFB, RSB, NAE 156 HNSEMR. YR BURRTS-H)
YISLIE PR NI RS INAE 7wt ] =

9.2 When handling appeals, complaints and disputes, the modification of documents shall be completed
within 15 days. Handling materials and records of appeals, complaints and disputes shall be submitted to the
General Affairs Department for filing.

9.3 ALHEVR. BUFMFBEE, MR (BF. BHURGEE R ).

9.3 Complaint and Appeal Handling Report shall be formed after the completion of handling of complaints,
appeals and disputes.

10, FHISHF

10. Relevant documents
PF-17 {2~ IEM: 5 6 R 7 )

PF-17 Impartiality Management Control Procedure

11. fHiEF

11. Relevant records

BG-39 (&ir. HURALEE R )
BG-39 Complaint and Appeal Handling Report




