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Appeals and complalnts procedure

1. HHY purpose
KRIEFFHUE T HA TR LAV ESS &S IS NI B & P ST ~ ARAVE AN

>K - This procedure specifies the management methods and requirements for customer complaints and

complaints that are dissatisfied with the validation/verification services provided by the ARES.

2. #iE scope
AREF R FTA (A SEH S8 AR ST ~ 48R3 - This procedure is applicable to

handling of appeals/complaints related to ARES

3. PE&IREE criteria

fifesE B e — A M R RIJEEEE K 1SO 17029: 2019, Conformity assessment - General
principles and requirements for validation and verification bodies.
MR LRI eSS B & 28 7 — % R HIJ B BESR 1SO 14065:2020, General principles and

requirements for bodies validating and verifying environmental information.

4. BRERIEEFZRE responsibility and operating procedure

4.1 FEIHFE A disposition principle
oafm R PARERE ~ A IE ~ FREARA TR~ S E MR B E FHE TRV RS - #1AR - IR
HUBRR PR A AE AR © [FIFHERSBEEE - mEN A8 - RSB - RHVHERE
#)) - ARES 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 BEFIHIAR ~ HHEFAY AR (1 AT B P 20 & T SH Bl it B 3 AR A AT 88 - RF R RO SR AT
ARES-FM-29 (HFFAIIRE S mEIR ) WIS EHE, - B EER AR ERE

A FEIERS E - SRR K Z AN B 8EHE TG FEHL - Any department or employee that
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receives a appeals, complaints or disputes shall be honestly talk with the complainant, and shall

record the issue in the ARES-FM-29 ( Appeals and complaints handing form) , and submit it to

the management department. The management department shall upload the document in the

company's public network, to make it available to the related person or organization.

4.1.2 AT TR AT RIS R Z FTA R E A E » RGN » HEFPRIHIRA KA
B8 A E R eSS R T A B EZ AR P EY T DAA]#E - 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 validation and verification decision personnel should be avoided in
the processing stage of appeals and complaints

4.1.3 HEfIYEFE B © definition for appeals
fEHEE 7 2 BT B A S T A S RS A SRS A RARY A A E Frig L &
HE5°K » The applicant ~ auditee or certified client propose the written request about the
validation and verification decision which is disadvantage to their expectation

4.1.4 HIZSHYEFE B © definition for complaints
¥ undm h e BT AR AN BRSSP BEES /B S A R A T HRAN MV R -

Certified clients’ written unsatisfication to the behavior of ARES and its staffs
4.2 HHERAYEEEE disposition for appeals

4.2.1 HHEETT ~ 2 EE T BUES SR HET - 55 ARES-FM-29 ( HEfPRIFAR &R EE R )
RHEIR IR E R EE - AE 23~ WEST B FR o ia e T B S R e R A IR I4E R - 28
& HEEE R E B TR DA - & A& a2 BHET ey - FEH SRR
HAEERFRE > A B P LAERE » sl E B 4L - The applicant ~ auditee or certified client
propose the appeals by filling in ARES-FM-29 { 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 management department 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 EIHERE S R FF T FH e B A i 5 BLAE IR, - FRETAE SR LLE R T U R AT
A o AN EH G A B HH T BT SR S (B R e A s M R S s AR A

MR RN SR H & GAER ZFIRERETN) - 1 LU # R HEE s T i
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BB R FTEEH - Management department 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 validation and verification body did not comply with the relevant
validation and 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 validation and

verification regulatory authorities for appeals).

4.2.3 R B FH SRR IR R 2 H ST IE AV H &R 30 KA EFEE HE 7 HFT 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 TR BRARAE T FEIEHE B EC SR FHETT - ERE AR R BT Z IR HECR B T B HICL
1F R HE IEFE T - 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 W2 F2 S ROFE A FEH S 1S B 72 B4 7% - The proposal, investigation and
decision of the appeal shall not cause any differential treatment to the appeals person

4.3 HuefyE ¥ disposition for complaints

4.3.1 {HAa[2RERBE N S andm S H TR A B RERS %% - BLEE B 56 A BT R RN It
HAYHIRR - L5 ARES-FM-29 ( FHETRIFARE R IER ) - HE B Al s RO 5 AL
ol BEE AR - AEHERIA BRI T DIESRS R B Bl - A1 SRR B P AR - AR
IS B HE T A A A R - B B ARG S » WA I ] A
el B E P T A - FER AN E R I R E A F IR R AR TR LSV ERR - DU

A% o W E AN AR AR 2 AR o W ERR I R TR R B A B R. -
Any organization or individual propose his complaints due to unsatisfaction to ARES and its

certified clients about validation and verification related behavior > by filling in ARES-FM-29

( Appeals and complaints handing form) . The management department confirm the whether
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the complaints is related validation and verification 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 validation and verification 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 management department will inform the complainant the progress report and the result of
the complaint handling process

4.3.2 IR FHFEF AR R4S A R G A TS A S R T ifesS AsS tERA A AR G
AN EEE B G EME 2 PR E R EFA o] DU RS PR B e eS8
FaREFIERH) - If the complainant disagrees with the results of the complaints handling(he

thinks the validation and verification body 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 validation and verification regulatory authorities to complaints) -
4.3.3 ZHEHEARIF IR R e a B EHARE R 30 XA - EEZEEEFSNA - B
AT FERHEAR R B AR 4558 - IEZURAEARS - WEHE P R L ERE - 26

TEHUAS F R R HO T P DUARE » DU AR F21F - 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 management department 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 JE5E % P IEF IR HY SR - PRI (S AH FEH AR P BREURS FERYEC$% © The certified

clients shall provide the records of the corrective actions taken at any time in accordance with

the requirements of validation and verification body

4.4 3P F0EE(E analysis and evaluation

4.4.1 RERIZTSATRESE 12 BB E AT E LR B H TR T - ARA e -
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BUERC ARES-FM-30 ( HET ~ HRRFIENAETER) © $25CEHEED - In every December
the headquarters and the offices collect all the appeals, complaints occurred in this year -

formulated ARES-FM-30 {Appeals - complaints annual statistics form}) - and submit to the

management department
4.4.2 EHE KB GFEHE T gR PR CHetRal - DM AR RET - HREHE
fYAME - The management department manager shall submit the statistical report to the

annual management review meeting. To evaluate the effectiveness of the handling of appeals,

complaints
4.4.3 FFAHTFHET ~ HIZRAR PRI 7 R B\ BCARER T & T 2= B8 - AR B2 HIAR T HIARAY

fEt ~ DUREERE SR AR MG (REH 1 —J5% - All the Appeals and complaints are

regarded and disposed in impartial way, any differential treatment is not allowed.

5.fEFHZE forms
5.1 ARES-FM-29 ( HHERFFIFECE:HEIEZE) Appeals and complaints handing form

5.2 ARES-FM-30 ( HIEff ~ B2 FIE 4172 ) Appeals - complaints annual statistics form
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