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Appeals and complaints procedure
kA A B H

1. HH purpose
KREEFF R 132wl S LR E AR S5 AN R B2 7 R BOUR A BT VA MK . This procedure is
developed to ensure that EQO management system can continually, suitably and effectively meet policy and

objective and specified requirements.

2. J5H scope
AFEFFIEH T A N NEHLIN SR A A K R #IF4EFE . This procedure is applicable to handling of

appeals/complaints related to EQO.

3. EHIKIE criteria
(EMIFE BEARREZ SN ER 3 15 EK) (ISO/IEC 17021-1:2015) / CNAS-CCO1

Requirements for bodies providing audit and certification of management systems

4. ERFFMEMVFEFF responsibility and operating procedure

4.1 AbHJFE N disposition principle

AFCA=E, AIE. RN 28 A FACER F AR T R, 80U, 0 b 72 v i
HEMNTT, RINHARSS5HE. LB AL, KRS58 BUFHIGESI. 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 BHR. FRYRRAR AT B TRAE M 535 Uf AR, RS AE CRRURAERURE B AL
BER) JFRACH NFATE . NFATBOBRLEA SIS UE T A L L 1A 7R AN G e 41
A]~FF3RH. 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
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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 2 FPA H R AL B R AT B B BT D A 5T o NI A IEE, FRURFIRRIE SR AR O N SR
INUEHR 8 N 3 NAZAE AL PR B T PAIE]3EE . 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 HFIIE X N: definition for appeals

TRHVE T 2 %7 BURUE A SV X B B DGR ARZSG CAS R e Frd i & K . The
applicant. auditee or certified client propose the written request about the certification decision which is
disadvantage to their expectation

4.1.4 BJFHIE X N: definition for complaints

XA F S TAE N SRIE R S5 YGEA KSHAT R AR B R R . certified clients” written
unsatisfication to the behavior of EQO and its staffs

4.2 HIFHIALEE disposition for appeals

42.1 HETETT . ZHZTESIEHSIR L i, HE (RFARIME BAARRER) , L) 5 H
Wb, RSB BAINS IR A H YR RE T NS B ST AT S YRS R, SRR B NS AT U DR 2 SEAT
T LA R 2308 AN 2e FR R I H R OGE R, N JGRTRS 5 RF BN 2 T UAEEE, s &S
#HE. 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
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 NFATHCRNL S R R BURAC B A AR S S5 R . HUREE SR DA T @ R0 7 30 RO H R
A S H R AR FR R BRSSO 2 WA A B ARGESF AR SRVERE U 8 E & G5 2 3 ™ 5
RFFHT), T LA ) HAA AT AL BT £ 3 DA B A5 0 1] B S IE A A] B B 61 25 3Rt - 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 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
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appeals).
4.2.3 AbE RN IR 93 2] B R IR SUR i SORNY] 30 RN, B 45 Fi1H 2 2 HJF A . 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 D ROBER S0, BAEMDL FVRPITSEAT B RS T A OR SEAT AR AT 2 21 IE S 4 IR
Jii. 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 FRHR IR S ke , AS BT R R it AT AR 22 71 455 38 - The proposal, investigation and decision
of the appeal shall not cause any differential treatment to the appeals person

3 FFAIALEE disposition for complaints
4.3.1 ARATHLRBA NI 2 7] L H TAEN RASAIER 7 S5 IAER KRIAT RIS T A Er, #HE

CHRRAERE BAHER) o MAFATBERHIARURE B 5IEESIA R, LA R B H A%
AR WARBFSRUEE AR, AN N S AR R A R, BRI AGE S, IF
FEIE 2N 8] A0 AR T LA ). S A% AR B AL B R 5 B A ST iR B e EIEFTAT L B AE S, DA
IR IF B ANFATEGRE SR BB, SRASRUFE BB RS 5452R . Any
organization or individual propose his complaints due to unsatisfaction to EQO and its certified clients about
certification related behavior, by filling in<Appeals and complaints handing form>. The Human resource and
administration 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 customer 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 Human resource and administration will inform the complainant the
progress report and the result of the complaint handling process
4.3.2 WUERBAF A PR B G RA F WA A FPRESFIAEH SOERNE L S 808 B S5 2 2™
HLAR N, AT PAEL A H A AU BT AE B IE A 1T B S W] B PR A 2 B ) o 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 regulatory authorities or CNCA to complaints).

4.3.3 SZ BRI FROVEZ BISCIR S LB BOR SR 30 KA, BB IEEBIFA . NFATE
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PO BRI R AR, BB AR E . JEN 5% LR L RIRE, R HOF 8 S Rk
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 FRAUEZE T NAZ B A I EEOK, BRI S (X AH N AR R R B T )90 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 HHEME I PTREE 12 A BEZE L B A A BRI P R, BURAREEER, SRR (H
Pr WIFEEFE R GHR) I1AENFATEFT . 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

4.4.2 NFATBU 2 HE N AL RS BV I WP IR Ge i RIE R . DAVPAS A w3 R BORAL BRI 2L
4. 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 FrA KRR BRI A KB AR IE BT ] 20 A5, A 2 48R o7 SRR . DA
JR A PR 58 2 SR ARAKAIE 38 177 fw 4 L A — 545 All the Appeals and complaints are regarded and disposed in

impartial way, any differential treatment is not allowed.

5.5| Fi L4 Reference Documents
7 NA

6. iR #. Forms
6.1 EQO-CP18-01 {HiFF#iff{5 B ALFEZK) Appeals and complaints handing form
6.2 EQO-CP18-02 { FF MR IF G IS 1H3K) Appeals and complaints annual statistics form
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