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Procedure for Processing Feedback Information of
Certification Activities

(Include Complaints and Appeals)

1 HfF

The appeal

1.1 FYREIR

Appeal filing
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The certification applicant or certification organization shall appeal to the company within 10 days
after receiving the company's decision (including the acceptance and review of the application,
audit conclusion, certification award, expansion, suspension, withdrawal, reduction, etc.) or
measures. The complaining party shall submit a written application and explain the reasons for
objecting to the company's handling opinion, and submit relevant evidence as much as possible. The
appeal shall be submitted to the company in writing, signed and sealed by the person in charge of
the complaining party. Also provide the complainant's name and contact information.

1.2 FRFR I A b 2

Investigation and handling of complaints
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When the customer service department receives an appeal, it must register the relevant information

on the "Appeal, Complaint and Dispute Handling Registration Form™ as soon as possible, and report
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it to the person in charge of the department immediately. The person in charge of this department
should verify and verify the relevant information within 1 hour, and sign for confirmation.

122 MAEZFFHN G CRUF. RGO EEIER) HE GAMEES) RS B E)
MHWAIE ERAFEEENRRFZ, £REEFHA. S 5RIRGES RN BN ARERA
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Fill in the "Certification Activity Feedback Information Processing Form™ according to the "Appeal,
Complaint and Dispute Handling Registration Form" after the signature and confirmation, and
immediately report it to the company's management representative for review and approval by the
general manager. The personnel involved in the appeal handling process shall ensure that no audit
involved in the appeal has been carried out, and no certification decision involved in the appeal has
been made, and the participants should have nothing to do with the appeal.

1.2.3 Z Mk s WA H N BARTEDE 8 A PR 07, I AR J7 0 R AL EEE R,
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The customer service department will notify the complaining party in writing of the approval
opinion within the next day, and inform the complaining party of the processing process of the
complaint, and start the investigation procedure at the same time. Initial feedback should be
provided within 2 weeks of receipt of the grievance, including a proposed follow-up action plan for
the grievance.

1.2.4 ZREAE 30 H X VR FAF AT I . BOIE LS, FRR AR R AR

The customer service department will investigate, collect and verify the complaint incident within
30 days, and form a complaint investigation report.

1.2.5 A7 AT EAE ALV IES U WSO REEFRIR . Bl MBI oSS, X1
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Investigation methods may include convening a hearing meeting, hearing statements provided by
both parties, on-site investigation, and obtaining written documents, etc. If it is necessary to
convene a hearing meeting, the customer service department will notify the complaining party and

relevant parties of the time and place of the meeting 10 days before the hearing time. Both parties
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have the right to provide the names and addresses of witnesses no later than 5 days before the
hearing.
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SEHE LW, JFRBEMHAE. ARSI FUFR 3 MA N, AR, JFHRERA
BEXS HRIIR AT SN

The customer service department should make a well-founded analysis and judgment within three
days according to the complaint investigation report, and put forward written handling opinions,
which will be submitted to the management representative for review and approved by the general
manager. Within 3 months of receipt of the complaint, investigate the allegations and designate all
proposed actions against the complaint.

1.2.7 R EBAE O AR e 28 Ak B L DA A5 T 8 2038 0 H R 7 A1 A =] STAE R

The customer service department will notify the complainant and the company's responsibility
department in writing of the final handling opinion within the next day

1.2.8 HIVRIT X A AL H R WA TR I, B IR A7 57 B X e 4 b PR S L )V 55

When the complainant is satisfied with the final handling opinion, the customer service department
is responsible for supervising the implementation of the final handling opinion.

1.2.9 FFT AR S AL PR AN RIS, I NENU R E S F YRR A AHE U S 3 E &
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If the complainant is not satisfied with the final treatment opinion, and believes that the certification
body has not complied with the relevant laws and regulations of certification and has caused serious
infringement of its own legitimate rights and interests, it can directly appeal or complain to the
relevant accreditation body (such as ASI), the local certification supervision department or the
national certification and accreditation supervision and management authority.

2 BF

Complaints

2.1 BJFAIHR

Submission of complaints
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Issuel?2 Copyright ©DCI Certification Ltd. Page 3 of 11



NI Public Document
DCI/0OD08

=] F5 5 REREATAESS RS AAUEN 53 (R BAN R SO SR 77 dh . DAEIE 5
WIEAN AT AR SR AN D, R ENAE iz R A DS 30 BN, JUR AR BeRH 1
AT OL TERAMOEL. FRERA R AR B R T IBEIEGL T, AR AT IR 443
Pro WIRVFANGER, AN RERFANSZ TR RNEATE.

Any organization or individual can by telephone, correspondence and other complaints to the

company any way to certification implementation of relevant issues (for the company's policies,
processes and results of the certification and certification of personnel are not satisfied with the
performance of, or to the certification organization's products, the use of the certification certificate
and certification/accreditation mark dissatisfied), in principle, should be within 30 days after the
incident, The details and supporting materials of the complaint must be provided. And provide the
name and contact information of the complainant. As a rule, we do not accept anonymous
complaints. The Company reserves the anonymity of the complainant's relationship with the
customer if so requested.

2 YR HI AR AL 2
Complaint investigation and handling
2.2.1 HREAEN BTG LT 5 — I AAE CHRR BRI GUR B S 10 3R ) il KSR,
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After receiving the complaint, the customer service department must register the relevant
information in the "Appeal, Complaint and Dispute Handling Registration Form™ as soon as
possible, and report it to the person in charge of the department immediately. The person in charge
of this department should verify and verify the relevant information within 1 hour, fill in the
"Certification Activity Feedback Information Processing Form™ and sign for confirmation. (For
FSC-COC projects, all complaints should also be registered with the FSC. The complainant may
also file a complaint with ASI, which may eventually be referred to the FSC for processing)
2.2.2 BRFAE CMIETESIRBHE BACBER) BFilNG, T4 H A RZED Bk A w &g
REFHZ, HFRELEHEEA.

After signing and confirming the "Certification Activity Feedback Information Processing Form™,
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the customer service department should immediately report it to the company's management

representative for review and approval by the general manager.

2.2.3 IR R I AT, S SRR AR AN G R ORAIE RO SERER R K A%, MH
M BRI L BAERE, 25 N AN SRR FEITC K.

If the reason for the complaint is established, the personnel involved in the complaint handling
process shall ensure that no audit involved in the complaint has been carried out, and no
certification decision involved in the complaint has been made, and the participants should have
nothing to do with the matter of the complaint.

2.2.4 AR HI B AN EROL, B IR H LS AR 1R

If the reason for the complaint is not established, the customer service department will withdraw the
complaint according to the approval opinion

2.2.5 Z MREBACHE S s WAE R H WA RS VRGBS RGHE B AR ) BEN AR, I
T AR T X B AL B RE,  [RIIN E B B AR  .

According to the approval opinions, the customer service department will draft and complete the
"Certification Activity Feedback Information Announcement™ within the next day and publicize it
when necessary, and inform the complainant of the complaint handling process, and at the same
time start the investigation process.

2.2.6 FRARLE A 5 KA Z FHE — A A BOFFAF AT A . BUESAZ SR, I REBOR R &k
o EWRIBIFEH 2 N, BRI S, QAR R URR 5 SR1T 305 %o

The customer service department will investigate, collect evidence and verify the complaint within
two weeks from the date of the announcement, and form a complaint investigation report. Initial
feedback, including a proposed follow-up action plan for the complaint, should be provided within
2 weeks of receipt of the complaint.

2.2.7 WA BRI IR R i T A w2 RS ESR ST AR T T 45T N RLAE 2 75 R AT Z I AE R
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If the complained problem belongs to the company, the customer service department requires the
person in charge of the responsible department to submit the Corrective/Preventive Action Report

within the specified time after the announcement.

2.2.8 WA BRI R EUR AT X 2 AR A, 2 AR NI A [ 8 S U, el B PR 0 T NSRRI A
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If the complaint is directed at the customer service department, the customer service department

should follow the principle of avoidance, and the general manager will designate a special person to
investigate the content of the complaint.

2.2.9 WHARVFHI R ZE A FIIERAL, kB za R, ZRIZHS 37
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If the complained is an organization certified by the company, the customer service department will
notify the organization in writing, requiring the organization to make a written explanation of the
complaint and submit relevant evidence. When necessary, the company will conduct on-site
investigations. The investigation should also take into account the effectiveness of the certified
organization's management system. If the certified organization is required to take appropriate
corrective and corrective actions, if there is a problem with the effectiveness of the organization's
management system, it will involve downsizing, suspending or withdrawing the organization's
management. System Certification.

2.2.10 WA AT A AEHESW. UrBUT IR A . Bl E . A IS5 X
T HREAENIES U, 2 AREBAE A TFUTUE 22 I8 A HT 10 JKs2 BRI R] L i 38 45 17 XL
Ji R RETT o RITHBAEAIR TUrES AT 5 H 32 A SRR AR ZEA AL
Investigation methods may include convening a hearing meeting, hearing statements provided by
both parties, on-site investigation, and obtaining written documents, etc. If it is necessary to
convene a hearing meeting, the Customer Service Department will notify both parties of the
complaint and relevant parties of the time and place of the meeting 10 days before the time of the
hearing. Both parties have the right to provide the names and addresses of witnesses no later than 5
days before the hearing.

2.2.11 FRAARYE R AR = H A NS AR B B SR, RS AL B
RAEHE R F I, PR R

The customer service department should make a well-founded analysis and judgment based on the

complaint investigation report within three days, and put forward written handling opinions, which
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will be submitted to the management representative for review and approved by the general
manager.

2.2.12 FIFBARSEHE S AL R, AR H W RGERE GAMEESI G AE) , B
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The customer service department will complete the drafting of the "Certification Activity Feedback
Processing Announcement” within the next day according to the approved handling opinions,
publicize it if necessary, and notify the complainant in writing of the announcement in time. Within
3 months of receipt of the complaint, investigate the allegations and designate all proposed actions
against the complaint.

2.2.13 BRI R A AL TR WARTR R, BRI O DT B E AL R LT SE . Ik
VRHE AR VAERIHZ, X1 7 ZER A IE TP Y, 2w N 2R 2 UR B IE T 1
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When the complainant is satisfied with the final handling opinion, the customer service department

>
heid

is responsible for supervising the implementation of the final handling opinion. If the complainant
is an organization certified by the company, if corrective and preventive measures need to be taken,
the company shall require the organization to take corrective and preventive measures and report to
the customer service department. The Customer Service Department (in conjunction with the
Technical Committee, if necessary) confirms the feasibility of corrective and preventive actions
submitted by the certification organization. When necessary, the company conducts on-site
verification of the effectiveness of the certified organization's corrective and preventive actions.
2.2.14 BRI A AL R WA R, PTBAR AR R, 2 F B REOR AR R R AL
BERNIEMZRSFE—DEE, ZH, WUONIENRREST DR REREIF SR e 5 &
P 2 B EARE, AT E R FAHICA AT (B AST)y Bt DAk e 8 36 1] 38 B S AR A
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If the complainant is dissatisfied with the final handling opinion, it can submit a review to the
company, and the customer service department of the company submits the complaint to the

impartiality committee for further investigation and review. Infringement, you can directly file a
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complaint with the relevant accreditation agency (such as ASI), the local certification supervision
department or the national certification and accreditation supervision and management agency.
2.2.15 Aoy NOR B 44 BOFAIR LR SERI AN RIB IR, AF AR R E R E R, JHE
R R T AR R

The Company should treat anonymous complaints and unsubstantiated expressions of
dissatisfaction as complaints, as the opinions of stakeholders, and should resolve them during the
next audit.

3 $il

Dispute

3.1 il

Dispute Filing
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Disputes raised during the audit process shall be resolved through consultation between the audit
team leader and the auditee during the audit process or before the final meeting according to the
management system standards and relevant certification requirements. If necessary, the audit team
can further verify the site to ensure that the audit results are realistic. If the two parties cannot reach
an agreement, the head of the audit team must report the focus of the dispute between the two
parties to the company's technical committee in a timely manner. The technical committee puts
forward handling opinions. If they are still not satisfied, the applicant/auditee can file a dispute with
the company in writing within 10 days.

3.1.2 MAEHAb & LAY, BT MARYE ARSI IERE PP S B SO 5 2K 8 S B e
R, AT ANBEG IR B — U, IS AR Z VRS AL BAE 10 H A B 2 (a2 7
fEH L.

For disputes arising on other occasions, the two parties should first negotiate and resolve the

disputes according to the certification system, certification procedures and relevant national
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requirements. If the two parties cannot reach an agreement, the organization applying for/accepting
the certification audit can file a dispute with the company in writing within 10 days. .

3.2 Fri AL B

Dispute settlement

3.2.1 B2 WG, EHEFHENL, BRSNS LR A RARER 5 NBda Ef
RN

After the customer service department accepts the dispute, it will be reported to the management

L

\Jo

o

representative, and the person in charge of the relevant department of the company involved in the
dispute or designated relevant personnel will be notified.

3.2.2 A AR SCHER ] 57 NEHE B A RN GO0 3 4 SOEAT IR, MRS T o A% A AR A
B AR RARUESFA SR AAEZER, At AR R AN B I, TR IR A B AR TE
The person in charge of the relevant department of the company or the designated personnel should
discuss the proposed disputes, put forward handling opinions on the focus of the disputes according
to the on-site audit findings and relevant certification requirements such as management system
standards, and submit them to the management representative for approval.

3.2.3 B A DK e 24 AL B LI N WA OCER T I AT BLAR H T

The Customer Service Department should be responsible for notifying relevant departments of the
Company and the party proposing the dispute of the final disposal opinions.

3.2.4 F IR I U X R AL B AR R, BRER T B AT .

If the party proposing the dispute is satisfied with the final disposal opinion, the Customer Service
Department should be responsible for supervising the implementation.

3.2.5 BRI AR TSR B ENS, WA AT AR A SR E S, n] HH
FHSRNTTHLAE « PirCE A UE I8 0 1) B B SR AT M B B LR AT #

When the dispute proposer is not satisfied with the reply, he/she can submit a review to the
Company Impartiality Committee, or directly lodge a complaint to the relevant accreditation body,
the local certification supervision department or the national certification and accreditation
supervision and administration authority.

4 R

Praise
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4.1 LAAHIFH

Praise

FEATH LB NPT LGB G R ARSI AR A A A ESE it f P iR R 37, i
W _ENAEZ AR AE UG — D AW, SRR F WA oL IR R

Any organization or individual can praise the company in the process of certification through

telephone, letter and other ways, in principle, should be within one month after the occurrence of
the event, must provide the details of the event, proof materials.

4.2 R I

Praise investigation and treatment

4.2.1 ZREA TR AT 5B — I EAE CUGIETE SN OB E BALH ) EEICHER, JRarE
LA TATTN . ARETTHTTANALE L /NS AZSE . BUFAE S B, HEF NG A B .
It is the responsibility of the customer service department to register relevant information on the
"Certification Activity Feedback Information Processing Form™ as soon as possible, and report it to
the person in charge of the department immediately. The person in charge of this department should
verify and verify the relevant information within 1 hour, and then process it after signing and
confirming.

4.2.2 BHRESNAELR HNIRE (CTAFBRGE ) REATUERT ST N, SRR 5T N RAE
ATAE H N 5 A SRR S S R i

The Customer Service Department should fill in the Work Contact Form and send it to the
responsible department head within the next day. The responsible department head should complete
the relevant praise and feedback within two working days.

4.2.3 BRSNS (TAERRER ) 2 H Nk A RE AR A . AR B ERR
o 2 BN 2 NI RS R T AR E -

The Customer Service Department should report to the management representative or general
manager of the company within the day of receipt of the Working Contact Form. The management
representative or general manager of the company should arrange a special person to verify the

validity of the praise event.

4.2.4 X AIUE B LIRS, FIREN LA (GRRAE) Ik Bt ittE. BER T
LAA7R o
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For the verified praise events, the Customer Service Department should draft the Announcement of

Commendation in time and submit it to the General Manager for approval. Announcement when
necessary.

5 EXERE

Record and Confidentiality

5.1 Z AN LRAF A IR S BA L S VIR 58 BRI 10 5%

The Customer Service Department should keep records of all complaints, disputes and remedial
actions related to certification.

5.2 AL FIBCFA AR N B3RO AH IR AR AT BUME B AR TR 54T

The staff handling the complaint should be responsible for the confidentiality of the relevant
undisclosed information.

6 3% AT

Payment of Fees

6.1 WA, HIRIFHBL R ARSI, BERZIUH R BRSSO B 9 i 243 A8k
ZFENSAT

If it is confirmed by investigation that the reason for the complaint is not established, the expenses
incurred in connection with the complaint, complaint and dispute should be paid by the parties or
the principal.

6.2 22BN, FHFBOFREHEROL, HSUEANMURT, Pk BRI 9 B RR 5 A

After investigation, it is confirmed that the reason for complaint is established, the respondent
should be held responsible, and the expenses incurred should be paid by the respondent.

6.3 LA, JHE NPT IRZIER . RV OH RN, WHZIUR A2 1 3 F B X7
NEL A

If it is confirmed through investigation that both the parties concerned and the respondent are
responsible for the claim or complaint, the expenses incurred should be settled by both parties

through negotiation.
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