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1, By A% E

1. Purpose and scope of application

AR, WA ERAETENAE. AR, P H5NEITERFXETHE YR E
AR RIEE, REFREEEAMEGTE, AT HIF. BFFENNLE TR
JFo

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.

AREFERTAER S F & AIESK B3R 848 S A ANA 8 o 7 DLR AT 4R A AR
AN FE BB A I AR P AL T R AR AL 4R B AR 3R AGE 3B RO B AL R R
o

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. ALIEMTIH X
2. Normative references

THI XA SR B F 2T Doy, JLERE BB G, E BB BARE A T A
Xte FLAEAEHMB IR, e iR (BEANGRE) /T A .

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 (& E AR R IAEHA FEK) (idt ISO/IEC 17021-1)

CNAS-CCO01 Requirements for Management System Certification Bodies (IDT ISO/IEC 17021 -1)
CNAS-RO3 (. #IFAn g P E AL N))

CNAS-R03 Rules for Handling Appeals, Complaints and Disputes
3. X
3. Definition

3.1 WIF: WiFIIES EIE R A S0 A B B, 5 22 B R A8 K8 A
SR TR W R E BT R EF K

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

E: AARREE: EREXTE. BERSHTIL/FE. ERXRXRYEHEE. L ENTHHE.
FF @A, FIEFRBBNE, ERERFINENET Lk
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Note: Adverse decisions include: refusal to accept the application, refusal to proceed with the audit/review, request 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 W EMARKMAWMANMRLE, FATRFRAFLRIANLRD, LN
H 2 9 1F A 2K B3R B A LB S B AN B T RO .

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 W WiIFIILER CIRIE B9 R 5 ARNA A F 2 5t IR JF A8 R BOR [ 7L
TERELNH 'R

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, Bx
4. Responsibilities
4.1 EZH: AREF., B ENNZESHAE.

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

4.2 EBERK: AHER, RFEMEFURBAETE, FRENMEFFT. £F7.
H A A 25 A8 K< T AT A .

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 HAE: AT FFRERIATITIRHE.

4.3 Technical Department: responsible for the discussion and determination of appeals.

4.4 NTEMERES: FiFF. JFAF. B EEA TS BEERTHER, AR
ZRAANFTEVUMELAERE, EFFHE, 7R iE CNAS/CNCA/BoA 1F#k. FIF . HIFH.
H i FI| 23 A8 % 77 4, 7] 1) CNAS/CNCA/BoA % 1 .

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 may submit to CNAS/CNCA/BoA for arbitration. Complainant,
complainant, other interested parties may also file a complaint with CNAS/CNCA/BoA.

5. WiF. HIFMEWAHEREN

5. Principles for handling appeals, complaints and disputes
5. E W, HIFMENUFELARE, UERMKEREEMN. CNAS/BoA KA
W A BE KR AN

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

_4_
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management system.

5.25 5%k, R e A ELBENA RN EARTNEMEF R, HFMEFNE R
FATERAFRERE,

5.2Persons 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.

5.35 58U, iR EFWAERLBMERNAR, MERFEN. AF, TEFAEAKE,

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

5.45%F. R EFNEHAELENEXRRWARL B S SR K. R EF AT
R

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

5. 5HULM AT B k. BV A E PR AR BT HHY & R IR f 5T

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

6. HIF
6. Appeal
6. 1 ¥ F % HE i E

6.1Scope of admissibility of complaints
1) 3B %% BN EHF;
1) Refuse to accept the certification application;
2) EWPEHATITH,;
2) Refuse to continue the review;
3) ERKEYIEH h;
3) Require corrective action;
4) A EINIETE E;
4) Change the scope of certification;
5) T FINIE, H1F BB IAILILS;
5) No certification, suspension or revocation of certification certificate;
6> [ELA% 3k A& A EE 45 Y (E 17 2t 4 76
6) Any other measure that impedes the obtaining of a certificate of accreditation.
6.2 HUFHy 5 H
6.2 Filing of a complaint

RN FAEEER LR, A YRR R A DT A

The complainant may file a complaint with the Operation Department, and a valid complaint shall meet the
following conditions:
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D FRAERBRT DEH (L. FRAERE) IELRA (KIEF) WK, 7
BN,

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) HIFETNEFFZEREN;

2) The complaint shall be within the scope of acceptance of the complaint;
3) HR AR H R R B K

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

4) HIREER B 5 OB AR K R R SR AL A e Y B TR ] R T A A 10 A TR E

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 HIFWZE, HESAE

6.3 Acceptance, investigation and handling of complaints

D ksl s, SERNIATHREFE, FFELERFESHT R,
FlotmEEHNEMRE, RITWHAL;

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;

DEBERZNBENZAEANE R FIRAETHA . Z THEAN B RABE T REN.
WA RE #FT LA ERRNA A K (EHTE FEANLAERART RS E TEL);

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 (persons who
implement project review and certification decisions shall not participate in the working group);

) THEAARXREEAELSW, THRAKR. AFZRE. ARFEMA. BEZE
W, 5E IR R e A B 4 R S 4 i BUL

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;

DFRHATTIERE, BRATATEE2W, 28 EDEE 5 A T HA 2By E,
2 3 0 H YR 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 H YR E

6.4 Determination of the complaint

BATMEELER2V (ZHTEFL, MEARARBREMBS R FFAFAEXRHAR
BLEI#D, PARER 77 X #AT Rk
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The Technical Department shall convene a Plenary meeting (the personnel who implement the project
review and certification decision and other personnel who have an interest in the complainant shall withdraw) to
make a ruling by voting:

D 2E5REZABTRD TERAMEEE RN =202 =;

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

2) BEAEBLEANRARERN =2 Z U LA gE# I,

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.

BRI RER IR RN, MR NIEEE RSB RERT.

If the Department 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 LB R K45

6.5 Feedback of processing results

1) WR AL X EH 6 A A WA T

1) The appeal shall be handled within 6 months after the institution accepts it;
2) ZRAEMESE, ZEMATH AT R T R 5T

2) After the approval of the general manager, the operation department is responsible for notifying the
complainant of the decision in writing;

3) wHIFFNNELERAR, TAEZIFFALELRAME 10 HAEAEEZ R 2K
EREEHITERE H # I

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. ®F

7. Complaints

TIHRZEEE

7.1Scope of complaint acceptance
1) 3 RAA 4 B 89 AL 7 20 S AL AR 5 AR BT s

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

2) XM B BRIEAE FIF ML AR E S KA A REBVR, BEIFAN A5 INEE KA
INIE ST B A8 K s

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) WREKMEARNWEF WEIF, BRFAEENLES A K.

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

7.2 LR E R W

7.2 Filing of Complaints
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HREUF B X TR S EFRAEEE R, R ARETY EE TR
T EFAMR A EE, LR FILA R LA 2248 % 7 7 A GEE S A R EAE
TH. 1. RE. TEREREEIF.

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.

T.3RFRAELGLE
7.3 Investigation and handling of complaints

D BEFLTIMNELELFATEXE, ELETILX.

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

2) HARBEF, ZEHEBERBMBREN. ATAE, BRI TRFREFFIA RE K
RFEFRENE THEANEFFERATRERE, REAE T ZRREEE KRG L.

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) MM EEEHEF, BAEEZ RN BFNERLTHEEZE, 70 T BITFY
RETWEHEL, CEHATIZEERIGLE.

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) EHE R B EV R SR E P RKUR, BEH A RERIFEENNEMER, ERFIEEF
W HERAFERCMKILE, CERZERALATATEE, I THFERRMEHwEH,
B AR KRB e A WAL, LB AT RERIZ Ry 7 XA RiEEF T EE R
HY R 2 1

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.

TARBREORG: EEHANTUZR2EREBFEH60 BN, TRIAEHFEY
WHEERL, REEBMWER, WEREARZUSEL XK TERLFF

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 party
in written form.
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T.5 A 5 BFR A K ER RS MR FZETNTT, dndk 0 JF Bt R 3t B 2 T Y
BEERE.

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. #W

8. Disputes

8.1 %Nz
8.1 Raising of a Dispute

D EFEABFRENEFN, —HREFRAKGHRIEE P KEATAEHELE, £
WA RBR —REILY, FHRAKTHEFRNERE L, EFRHFNNERLE 10 HR
REZEH. RILE P A 10 HAELEREZE #H R PG

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) EEMT R ENFN, NEFWHAYREFLER 10 HR S EXHT K w4
o

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 F WAL #
8.2 Settlement of disputes

D ZEREALEMRARFARRNEN, BARLEREmEVRE T

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

2) FUMAENEXEZ HAE 0 HAEZE;

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

D FURBAHABEERNHEN, TRLARFXTHFF., RIFWHAZE HAGRE B =
UE e

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. HIE##E

9. Corrective measures

9. 1} #IF. BFMEWETERTHTREEIN, KRG LB ENMLHEE, &
5K 5T Ak J VB R A

9.1 The responsible department shall analyze the causes of appeals, complaints and disputes, take corrective
measures to prevent recurrence, and evaluate their effectiveness after implementation.

_9_
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9.2 LB, iR NN, WAXHBRN, MAE 15 BATEK. FIF. HFA#N

HYALEAT R, DR RS A I,

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 LBWR, HIFEMEWTE, PR (FF. #FIFLERED.

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

appeals and disputes.

10, A<t

10. Relevant documents

ZHONGTIAN-PFO1 (/A IEEEAZF)
ZHONGTIAN-PFO1 Impartiality Management Procedure

11, fxIEx

11. Relevant records

ZHONGTIAN-R33 (#%iF. ®IFALERE)

ZHONGTIAN-R33 Complaint and Appeal Handling Report



