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1 HH Purpose

AREFIE 1A FRBIIVGE. %8 S EEAIARERE S BUF. SORREBEINEMER,
This procedure stipulates the management methods and requirements for complaints and complaints from
customers who are dissatisfied with the certification, approval and verification activities provided by the

company.

2 JalH Scope
AR E R T HrE A N 0 5 A A 7] [ R #0740 FE . This procedure is applicable to handling of

appeals/complaints related to EQO.

3 #EHHKHE Criteria

3.1 (ERIVFE BEARRFEZSUIENMMER 56 180 ZK)

GB/T 27021.1-2017/ISO/IEC 17021-1:2015/ CNAS-CCO01

<Conformity assessment—Requirements for bodies providing audit and certification of management
systems-Part 1: Requirements>

32 (ERIEE Poah TR IRSFMENUEZER) - (GB/T 27065-2015/ISO/IEC 17065-1:2012/
CNAS-CC02)

<Conformity assessment—Requirements for bodies certifying products, processes and services>

33 (EIPE i SAENE A ENAZSR) GB/T 27029-2022/ISO/IEC
17029:2019/CNAS-CV01:2022

<Conformity assessment - General principles and requirements for validation and verification bodies>

3.4 (FREE R E S AN E AR A2 R) 1SO 14065:2020/CNAS-CV02:2022

<General principles and requirements for bodies validating and verifying environmental information>
35¢Im =AM H AR IR E S A R AR # ) ISO 14064-3:2019/CNAS-CV03:2022
<Greenhouse gases - Part 3:  Specification with guidance for the validation and verification of greenhouse

gas assertions™>

4 HR7AMENFEFF Responsibility and operating procedure
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4.1 Kb JFE N disposition principle

AFEILAEE L AR, ARERERT 2L AL EIOR AR TT B R, #RUR, R AL ER AR i B
AYGEN DT FNHRS 5RE. AEPN G, RS E5HUR SUFRRAHRIES. EQO 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.

4.1.1 LR RYRAEATER T B0 TN IR 53R NS, F R D SRAE (FRFRAR R E B
BER) JFRACH NFATE . NFATBOBRLEA SIS UE T A 4 L, 1A 7R AN G e 41
Al AFF3REL. 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 Human resource and administration. The Human resource and administration shall upload the

document in the company's public network, to make it available to the related person or organization.
4.1.2 A R PR R T B BB P g 79T RIS IETE, FRRATECREE S IAR SC N B3N i
INE R E N N ZAE AL B BT DA Bl 8. 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 HIYFIIE L N: definition for appeals
TR T« 32 %7 BRI AL 2T X B B VGRS A AR D g Bt )P T K . 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 o3\ L TTAE N ANz 1 HIAIE B 58 % EE 3 S HIAT R B AN B T 2o
Written expression of dissatisfaction with the conduct of the company, its personnel and customers in

connection with certification, validation/verification activities.

4.2 HYFHIALPE disposition for appeals

42.1 MHIET . ZEZAGETBERIEHSR T FiF, HE CRRMRUME BEHR) , JHLsE R
R ALEE, RSB WA I A R R T NS FRSE AT UR A R, SRR i N FAT B ok
SCAT (A it 7 LRI . 3@ R0 4s FRURE (R IR ROERS, M JERTRZ 5 VR @M 527 BLAC B,
o # & 5%, The applicant. audited/inspected party or certified client propose the appeals by filling
in<Appeals and complaints handing form>which will be transmitted to audit/inspection department, audit

department will should be consider previous similar complaints during the acceptance, confirmation and
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investigation of appeals, and then the Human resource and administration 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 NEFATBORNLE R VR AIRACBERIBERE MR S A R . FRRas R AT 0y Ui R R
AN SR AR AR R R BESE R R WO A TR ST 5 € 5 AT SISO EEMIF S B E 5 &
B 52 3 ™ HAR T ), W] DA ELRE 1A FA AT B B £ L UIE M B 1) R A IE DA AT M B A B
21 . Human resource and administration 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 the company did
not comply with the relevant certification, validation/verification rules. laws and regulations, and caused
serious violations to the legitimate rights and interests of their own), he can directly turn to the local
certification regulatory authorities or CNCA for appeals).

4.2.3 AC P FRRIRIIN R D942 B H R IR U A5 BERHY] 30 KA, B 45 45 1H 22 H 1k N . The time limit for

processing an appeal is within 30 days after the complainant's official written information is received,

including a written reply to the complainant.

4.2.4 {EALFERE T OB ER S0, BAEMEDL FRVRPITSEAT B HE Tt A DR SEAT AR AT 2 21 IE S 4 IR
Jiti. 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 HFRHR R S ke , AN BT R YR it AT A 22 1) 455 38 - The proposal, investigation and decision
of the appeal shall not cause any differential treatment to the appeals person

4.3 HiFAIALEE disposition for complaints

4.3.1 ARTHABA N AT S TAENGURZ 7 5INIE. 5 0E 5% S is a0 R AT R YA
s, S (HUFMBOFE BALBRD) o MAFATBERH AR S 5INE. 8 5 EEsE K,
ZERANAT RIS A8 v AR A AR AL B . A0 SRR S5 3RAUE 2 A O, FE R A I N 7% R AR B A R A R,
WIS HANUE GRS, JFAEIE 240 18] Y X NIRRT LA 1) o o A /A i i B A PR I I A S
EREUEPTAREMER, AR IR NFATEERE RSO E Z B )r, IR SR
MR 545 5 . Any organization or individual propose his complaints due to unsatisfaction to EQO
and its certified clients about certification , validation/verification related behavior, by filling in<Appeals and
complaints handing form>. The Human resource and administration confirm the whether the complaints is
related certification, validation/verification activities, if yes, the complaint will be referred to the

audit/inspection department. If the complaint is related to certified clients, The effectiveness of its

management system should be considered during the investigation, if necessary, suspend its certification

3 e i ACARHEINNAEF BR 2 7]




qualification, and inquire certified customer in the appropriate time. The audit/inspection 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 Human resource and administration will inform the complainant the

progress report and the result of the complaint handling process

4.3.2 WERFF NI BOFALBR LS A RGN A FIRIE T INIE . 88 5 EE s QR A 2B A
5 BB i 2 2™ BAZH A, AT DR A A TR BT AE M DA B T B SR A ] e
LR ). If the complainant disagrees with the results of the complaints handling (he thinks the

company did not comply with relevant laws and regulations and this caused serious violations of the
legitimate rights and interests of their own, he can directly turn to the local certification,

validation/verification regulatory authorities or CNCA to complaints).

4.3.3 SZHEBLYFHIT ROV BIBRE L PSR sirt 30 RN, BREBEER IR NFATEES
PO BRI R AR, BB AR E . FEN S5 LR LR E, R HOF 38 R
WTUAATF, PLEATFHIFERE . The time limit for handling complaints is within 30 days from the receipt
date of the formal written complaint by the complainant, including a written reply to the complainant. The
Human resource and administration 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 PAULRE N AL R B ESR, B S IR BB R IR UG AL 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 53 HrAIPEAY analysis and evaluation

4.4.1 BB rEEE 12 A BEZE R A AL B TE R, RURIIACEERR, HIPER (H
Pr BOFEFEH AR 1832 NFHATEET . 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 Human resource and administration

4.42 NFATEER A BN AE R AR BEDP o 2 BOT R AZ LT RIC R o BLVPAG 22 I HR R BOURAL B A 2K
. The Human resource and administration manager shall submit the statistical report to the annual
management review meeting. To evaluate the effectiveness of the handling of appeals, complaints

4.43 A KRR BRI A KB AR IE BT ] 22 0 A, AN A2 48R 7 3R R . DA
B AT R 58 25 B R AR 4 17 P4 L H— 545 Al the Appeals and complaints are regarded and disposed in

impartial way, any differential treatment is not allowed.
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5 | 30 K ic 3K B Reference Documents & Forms
5.1 EQO-CP18-01 (I iFF#iff{5 B ALFEK ) Appeals and complaints handing form
5.2 EQO-CP18-02 { FF MR IF2HEIE MG 1H3K) Appeals and complaints annual statistics form
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R A FIITHI | $IABIT N | ST SR TT 32 N 2N
A 2022/01/10 | fa/hae | e
. A G ISO/MIEC XA N4 FR A GB/T E 5 bnitk
Al 2022/11/27 S .
.| ®#E GB/T 27065-2015/ISO/IEC 17065-1:2012 { A& WFiE 7=
A2 | 20022019 | TN p e W WIERUIIB TR S R EA R
#HE GB/T 27029-2022/ISO/IEC
17029:2019/CNAS-CV01:2022 (&H&iTFE & E S5Z A
| EAEFESR ), ISO 14065:2020/CNAS-CV02:2022 (5%
A3 2023/03/10 | PN | e e S LGB AT BRI ESR) . 1SO 14064-3:2019
(RESME B=55 WESRMRERE E S5 ERITE X
FER) SRR ELR I N 2 S BN R EK .
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