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~ HBARLEH vE

1. Purpose and scope of application

NFREBVR. ORGSR TAER A 1B A2 4P 5IMETAEE K& 7/ IE 58
s RN EZ, R\ GEEEMAMEFrARHE, HUE 78R BUFRS I AT T
MEEF -

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 EH T AR B BF U C 3R UE R U A HLR Y iR DL RAR TR A A
XF AU BE L AIBCUR RIS AL e F T 1 AR 38 L BRI DA B S ARIE I 4L
EAVREr el

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 etk 5| FSCrE

2. Normative references

ISR AT RIS & ANl B M BEIRSI A, O0E BRI RCATE - T
A MRANEBHIRGI SO, HachoA CRAEITAE RS JE/M TAF.

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 (& HER AN UEHLIER )

CNAS-CCO01 Requirements for Management System Certification Bodies

CNAS-RO3 {Hf. FLFAFUAETEF N )

CNAS-RO03 Rules for Handling Appeals, Complaints and Disputes
CNCA-QMS-01:2025 (/i & & HRAA £ A GE M)

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

3. Definition

3. 1 Hif: HIFIAESCARUEIHAR AN 1, 5HHERAERRESE RIAH R
SE FITHE L A R RS R A 5K

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.

VE: AHE QS BB RIS, EAGRSIAT S/ . FORCRIE (B St . A8 IRV
AT AE EFEEE AL PRSI R AT A HLAth A5 e

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

3
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for 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 #F: ARMTHLEAN N AN RER, FHlTHRIFEAESIEEN, MAESM
B IR A UEE AR UE AR IS B AN 1 B RoR .

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 i HAIMESR CARIEMALE 5 A HUHIAE ARG R B ER A A T
ZE RGN EST

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, R

4. Responsibilities
4. 11885 MIHYF. RSN HZHE SaiHEE.

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

4.2 IR A HUR. SR DGR ITT R, RIS R IRTT . HUFTT .
A ) 3 A O T SEAT PR

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: TR A URFHIGEAT R #E .
4.3 Technical Department: responsible for discussing and ruling on the appeal matters.

4.4 NIEMZ RS B BFA . R A e e R AmEN, AALEMER
NEeNTTEWH AT RE, HFHFAFHE, AJHE1E CNAS/CNCA/IAS . HIFA . HFT .
Ho At ) 25 4H 2% 7 AT [) CNAS/CNCA/TAS #/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.

5. IR, BCURHIF- U5

5. Principles for handling appeals, complaints and disputes

5. 1 HLMALER AR iff. R AN UL Ik EE, DA ZAESVE VA . CNAS. TAS A AT KR
Yo, ML B AR RN HEN

51 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, PG BULE RN AR RS R S B, BURME3E <1

N
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AT B H RE TTE

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

5.3 ZHHUF. IFMP UL REM R ERIN R, NAFFEM. 21k, AN A B,

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 SR, BFMFFEMHAE EEMNFXRWAANES SRR, BRMFUHEEM
HLE 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 HLAEAT R IR BURAI S DAL BRI A2 A BT g 25 2R g £ 9T

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

6. HF

6. Appeal
6. 1 B ifFs2 FR [
6.1 Scope of admissibility of complaints

1) E4ZHINEHIE;

1) Refuse to accept the certification application;
2) EAEET I
2) Refuse to continue the review;
3) TR ARHUA R4 e
3) Require corrective action;
4) ABEINIETEH]
4) Change the scope of certification;
5) ATINIE, EF B A IEIE T
5) No certification, suspension or revocation of certification certificate;
6) FEAFIRIFINUEUE T 14 AT HoAthF8 it .
6) Any other measure that impedes the obtaining of a certificate of accreditation.
6. 2 F R
6.2 Filing of a complaint
RN A s B AR R, AR B R R R RS DT A

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

D) BYRANIEZGERZ 7 A5 (FUF. R ERIR Y ) RAHOCUL R (BUERRD A8}, 3F

I
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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) HFFEIRNAE IR E A

2) The complaint shall be within the scope of acceptance of the complaint;
3) HF AN B RS A A ST

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

4) FFFER SR AL 5% R ol Ak B T ¢ I 1] 8] FR AN 10 S TAEH

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 HIFMZH., A 54

6.3 Acceptance, investigation and handling of complaints

L) YU B R F SR, B RN BB T A S A, K B B A RS R R R
77, FEIR e EE AR, RITRIRE;

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;

2) EHENRFANE M TFLR AT AR B R TAEH., % TAEA R B oGR E 2 A
R, ARV R SR A E R R NAE R (L5 H FEAAEREANRAAESS
TAEH);

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) LAFAABCRIERE AR WrBOUTFRIE . Uz &, BB AR, [T
B 27 LAl R AL B 45 515 i UIE;

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;

O FEUIWELN, BRPAFARRW, SABED R 54 THF HHS 20
MR, M BRI A

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 HIFHIFE

6.4 Determination of the complaint

BRI A2 LRI E F ., AEREAN R REAM S RFT BRI ERRBA
OUNE[ELEE),  DAFRCER 7 BT Hk

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:

D Z5EZNEAN DS TFEAMEER 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) BREHAR B UER N =022 U 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.

AR BRI FROT T RR UL, W R A2 45 3 IEVEZ: B U 28 T

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 AP 4R I 15

6.5 Feedback of processing results

1) AYFNIENURZ ISR, RO HUE R S R 5 B

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

2) sz i), 2E BN ORTE SR B B R 60 H AR AL T P 5 5 i 3 0 B U7

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) IR AR GE RN, AIERR R RS SR AN S 10 DA M A IEHER R
Bl B2 B E KR B RS

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.

7. Complaints

7.1 R R

7.1 Scope of complaint acceptance

1) KAV R DR S BSOS HLA AR S 52 IR

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

2) Xf CARUE SR VGRS 8 KN s pyale, HIRIFBIN A S AIEE
RANUETE AR

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) W R AARIEHSRE P s, HERFNE SIMERSE K.

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

7.2 FFHIRH

7.2 Filing of Complaints
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Bevrn LTS i 2O BRI AR mp LAz e &R e, U7 2R (AT ie HAF R4y
THEOL IEMIA RIS T . DAERAETT . SRR SV AR 65 A6 577 S TR & ) A 5L
EE AT BET) SE. TERER L.

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 WIFIAE S b E
7.3 Investigation and handling of complaints
1) IBEAFN FHNE LR T2 8, (HBNE MdX.

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

2) X N AHALR, 188 MRS A AT EE, HARSL THr A R A
FRASF AR A TAR AR BRI DU AT A B A% L, SR AL TT Rk s A RS
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) XL EER PBF, Ha bR g X BUFIRR A T R ER S, T TR
VP R FEIR A RS R, DB AT I A B REGIESE .

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) TR R B IR SRR P LR, 388 B RTARYE SRS B R B, ZESRAAE
P AT U R IR A G UE T, D E R e B AT I A E . X TR IR IR
Rt R, FORIRUEH RS R R, 0 ZEI AL ] R A7 98 Uk 7 U RIE 2
FUE AR R AT 2

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 GEPRURGE IO B deE R IR TR R i S RIS A 9 60 H A, SERIAE SRR HiAb
HEW, REsiiEs, EiEm e LB BERIFTT.

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 HUFPR SHURTT SRR g & G BCRHR RS T A T, QIR TE 22 T I MR [FIR 2 2 HIAE
E5THE.

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. Fil

8. Disputes

8.1 F IR H

8.1 Raising of a Dispute

D) AEFZEREFREPS Al F A K SRR 7 KTE A A A A
Xtz i AN BERS — B ILRY, AL UL A RIAR SR AT, (BAUR S BRI LR
10 HAIREZE . skiE% T thalfE 10 H N E#REE R UG

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) EHAR G RARF U MAES T B4R R 10 BN A E S E L
PR H

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 HyALFR
8.2 Settlement of disputes

1) Iz E AN N R SRS Kt Fe s Fm R R 7 s

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

2) PR RN AR 2 FkE 30 H AR,

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

3) FUERE T AEERAFHEN, EEARREFCT B R, RUFKFHE R
R AT .

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 F{&it

9. Corrective measures

9. L XTHR FURA G B ST AR AT RN 0, SRIBT L R A B2 IEFE i,  FF(ESE
Jits e 1 Jm PRAG HAa Rk

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 ACFRERUR. FURMGINURS, W ROCIHEELE, NAE 16 HASEM. BUR. SRS X
RIAEEEARL, DRI ARG &AM

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 MR, FUFMGFGERE, NIER (BF. RIREEHRE).

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

10, AR

10. Relevant documents

PF-17 {AIEHEEEHIFEF)

PF-17 Impartiality Management Control Procedure
11, FRIdxR
11. Relevant records

BG-39 (#iF. HIFALIRIR )
BG-39 Complaint and Appeal Handling Report




