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This document is prepared in accordance with ISO/IEC 17021-1:2015 Conformity assessment —

Requirements for bodies providing audit and certification of management systems — Part 1: Requirements

(CNAS-CC01:2015) and the relevant certification and accreditation rules and guidelines of the IAS. CNCA. CNAS

and GEC’S operation regulations.
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1. H# Objective

N E 2 BRI, ORISR &, R IE/ T8 i, ot TAR, BEommisinE, 48
FFNE )2 TE PR

The company accepts applications/complaints and disputes, finds potential nonconformity, takes
corrective/preventive measures, improves work, enhances customer satisfaction, and maintains the impartiality

and seriousness of certification.

2. 7&FYEE Appropriate Scope
AREFPE H T 5 o 7 FAR R VIEVE 3 R B R/ SR A G iR AL 2
This procedure applies to the handling of complaints/complaints and disputes related to the company's

management system certification activities.

3. Bt Responsibility

3. LATEUM/ e Mt: K AT (GEC-PD-01705 A2 FFXAF) S M i MPaIE S /7 (st JHL W ol 2
OO R, MEHIERE TR A T ST /BRI S A B 57 S AL B AR

3.1 Administration Department/ Client Service Department: Provide the Company's "GEC-PD-01-05 Public
Documents" to the applicant and the certified customers (or inform their website to query and download
documents and forms), so that they can clearly understand the Company's handling methods and processes for
applications/complaints and disputes.

3.2 %M. SMTTH/HARREID . ZHEL W BRI TR

3.2 Client Service Department: Responsible for registration, acceptance, evaluation, investigation and record of
application/complaint.

3.3 HAZES: MTTHUALE . ZHL PN, HEAE R T

3.3 Audit Department: Responsible for dispute handling, acceptance, evaluation, investigation and record.

3.4 1ES: HARMITE KA /HIrET L.

3.4 Technical Committee: Organize various departments to evaluate major applications/complaints.

3.5 EWHHEMK: ERH/BOFHAHNH AR,

3.5 Management representative: Organize investigation and handling of major applications/complaints.

3.6 BP0 EHOKH/RAURAL B E W AT HEAE

3.6 General Manager: Approve major application/complaint handling opinions.

3.7 /RN B /ARG RO A T STERF, S 21 1E TR £ it it

3.7 All departments: When customer claims/complaints and disputes are the responsibility of the company,
implement corrective and preventive measures for improvement.

4. & X Definition

M5 (GB/T19000-2016) F1 (CCO1) [MFTH I KN %

Refer to and cite all relevant contents of GB/T19000-2016 and CC01

5. T fZ Management process
5.1 HiF Appeal

5.1. 1 HIRHITEH .

5.1.1 Scope of complaint:

1) 23 w) T AR H AR o A% 25 18 AN
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1) Dissatisfied with the audit conclusion made by the company;

2) XA BAS T AU AN ;

2) Dissatisfaction with the company's non-certification and registration;

3) K2y TR A /SR HAAIE B RS AN

3) Dissatisfaction with the company's suspension/ withdrawing of its certification qualification;

4) FAtb J A o

4) Other reasons.

5. 1.2 IVRHIACFIRE 7, 3280 4% 77 BERAE RS S R B o3 ) F R E B RS 0 J5 , BEAE 30 F PN 1) 24 Rl Hy
HiR. V. ARSI ESCFE SR N, I B AU A Felas 5. 01 H Sk eilE 4 iR, mIE AL
HIFAN T AL 2

5.1.2 Complaint handling procedure: The auditee or the certified customer shall, upon receiving the notice of the
Company's decision or measure, submit a complaint to the Company within 30 days. Note: The complaint should
be made in writing and signed or sealed by the complainant. Oral or anonymous complaints may be dismissed as
invalid.

5. L. 3 %R R IR LS, S (GEC-08-01 &7 F/BVFFRIF A FEA), — B & IR 757
AL HORH I % IR B AR € ST R AR K (GEC-MR-15 H VR iH B DA TIEH
JYEEEE] TV ELEEEY AT

5.1.3 After receiving the appeal materials, the Client Service Department shall fill in the GEC-08-01

Appeals, Complaints and Dispute Record . The Client Service Department shall be responsible for the
investigation and handling of general appeals. The administrative department shall report major complaints to the
management representative and decide to form a working group for inter-departmental investigation and handling
in accordance with the GEC-MR-15 Appeal / Complaint Investigation Team Operation Regulations.

5. L. 4 Z IR AR R LA R OLBEAT I A . AiA 08T HUE:

5.1.4 The Client Service department or the working group shall investigate, confirm, analyze and obtain evidence
of the complaint:

1) BER H R T 5 4R IR S NBR B TE 7 B SR SR AN T AL R

1) Both the complainant and the respondent are required to provide sufficient factual evidence and written
materials;

2) TARAN 2 HE R I7 SR R 7 AR TE 7 R R B i

2) The Working Group shall arrange for the representatives of the complainant and the complainant to fully state
their reasons;

3) XA URIE AT LT A . BN A AL

3) Investigate, confirm, analyze and obtain evidence for the reasons and facts of the complaint.

4) P RN F YRR G fiE i, B AR LB 18

4) Put forward relevant measures to respond to the complaint, that is, processing opinions or conclusions.

5. 1.5 2R ER TAEH AL A L Bk 2T MBI S SR DL A A B W18, 1n) s A% 458 (GEC-08-01
B BRI S R AL B ),

5.1.5 The Client Service department or the working group shall submit the GEC-08-01
Appeals, Complaints and Dispute Record to the Audit Department after investigation, confirmation, analysis and
evidence collection results and processing opinions or conclusions.

5.1.6 HAZHHESI, WM R, LI A LAS % DRI R BIRF 4 R .

5.1.6 The audit Department shall convene a meeting to review and approve the processing results, and refer to the
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results of previous similar appeals if necessary.

5. 1.7 HVRH AL, JB AT TUE, Fnm g ME AR ME, AL RE, REA Ik
T, RO IR IR UE A R WA 52 A% T BERIE R R B RIS UERT, A A BEAGIE
T ol S o A% SR ST B0

5.1.7 If the reason for the appeal is established, it is the responsibility of the Company. The management
representative of the transfer company shall organize relevant departments to analyze the reasons, take corrective
and preventive measures, form documents and verify their effectiveness in accordance with relevant regulations; If
it is necessary to verify the management system of the auditee or the certified customer, the audit department shall
carry out the verification in accordance with the temporary audit requirements in the certification procedure.

5. 1.8 R R AJE T A /5T, H5ARVAEHREZ TAEA R, HRZERA — =, RIBUE K
5.1.8 The problem in the appeal does not belong to the company's responsibility, but is related to the company's
certification and audit work. The audit department should draw inferences from one example and take appropriate
improvement measures.

5. 1.9 HIVRE I por, RS LR o th A ml&dH . HURBE A RGL, BH R s 5
5.1.9 If the reason for the appeal is established, the Company shall bear the cost of the investigation and processing
of the appeal and the cost of the review. If the reason for appeal is not established, the complainant shall bear the
cost.

5. 1. 10 FRR [RIAfA DRI 75 AL B BE FR A R A AR BEGE SR, AT BOHANS (GEC-08-01 2/ H /B VFRIF 1 AL
BEH) SRR . ANLERA IR B IER S, BIRANE 6 N .

5.1.10 The administrative department shall send the "GEC-08-01 Appeals, Complaints and Dispute Record " to
the complainant for the confirmation, investigation and processing progress and final processing results of the
appeal. The final result shall be no more than 6 months after the formal acceptance of the appeal.

5. L. 11 HIRJT A FURALBRSE AT S WU, AT R A A w)S R BRI, AT ) [E S0 AL B R .

5.1.11 If the complainant has any objection to the appeal processing result, it may appeal to the general manager of
the company again or to the national accreditation body.

5. 2 #F Complaint

5.2. 1 WL R AIHOL, AR B AL NS A B A 2 7 F:

5.2.1 Any unit or individual has the right to complain to the Company if:

1) JEIET5 & BAR RATF G INIEER

1) the certificatee's management system does not meet the certification requirements;

2) FRUET7 i D EUE F AR 7 5

2) the certificated party misuses the certification certificate and mark;

3)FAUETT ™ (RSG5 o/ 5/ 22 4= 73 T A A 3K vl At

3) Major problems occur in product (service) quality/environment/safety of the certified party;

4) A F A RERT T8 AR N SOE SOMIE AR KRR HLUE .

4) The relevant departments or staff of the company violate the relevant procedures and regulations of certification

work.
5) HoAt JE A

5) Other reasons.
5.2.2 BFHE R KM B ML, HS (GEC-08-01 Z 7 /BVFFIF AL BB ) FFMHIESE KA IT 144 Bk
F7AR AL FE RN AT o FEREAREOR N B, AR AT R FF 0 BRGNS . UEBA AR R R
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NS, AT BRI M iCT . MELARRA T2,

5.2.2 The complainant shall fill in the "GEC-08-01 Appeals, Complaints and Dispute Record "in written form

and attach the evidence, name and contact information of the complainant (the entity shall stamp the official seal).

For oral report or feedback, the specific details of the complaint, proof materials and the name of the complainant

should be provided, and the Client Service department of the company should make records. Anonymous

complaints will not be accepted.

5.2. 3 HURIIRZEL, BAIAATIA &

5.2.3 Acceptance, confirmation and investigation of complaints

5.2.3. 1 LBIBVRIS, FRESHAZ B 5 NEFSIA K, LA RN TR . a0 SRIER )

FIBOIR, N RELE BAR R A R, e B e A AR A S AT I I A, R I 4 A I 1 R

PAEHL %P o

5.2.3.1 Upon receipt of a complaint, the Client Service department shall confirm whether it is related to the

certification activity and deal with it if it is confirmed to be related. If the complaint is against the customer of the

certified customer, the effectiveness of the management system shall be considered, and the audit Department

shall organize a temporary audit if necessary, and inform the customer of the certified customer at the appropriate

time.

5.2.3. 2 MBURHIRZHL FIARIRAAREF, 1&IEAREF 5. 1 1—5. 1. 10 FKER.

5.2.3.2 The acceptance, confirmation and investigation procedures of complaints shall be in accordance with the

requirements of clauses 5.1.1 -- 5.1.10 of this procedure.

5. 2.4 HRHI LT

5.2.4 Handling of complaints

5. 2. 4. 1 MIRUEZ 7 FUBUR A A J SE I

5.2.4.1 If the complaint to the certified customer is true:

DA NRAREAL (GEC-08-01 /7 8/ RVRRIF AL FEE) | i ZEHHETT B FE AR ST HIN, I 2K R

R IE 5 AR A 22 =) 98 IE 5

1) The investigator shall hand over the"GEC-08-01 Appeals, Complaints and Dispute Record " and submit it to

the management representative of the certified party for signature and confirmation, and require the Company to

take corrective measures within a time limit for verification;

2) HAZIR AT GO MBI R & R RN, 0 A IR B S 1 DI I L ROR, D, s n i

B A

2) The audit department shall include the nonconformity in the main contents of supervision and inspection, verify

the effect of the implementation of its corrective measures on the spot, and increase the frequency of supervision

and audit if necessary;

3) FRAUET7 47 5 B AR IE A IE RS Tt B, 2w AT A0 ™ B AR B 5 R T N E B i, B 4 4%
(GEC-MP-07 BT tR#F. B3 B W, BE (SHH G FE). GRUAIEREF) T RFHN

173

3) If the certificatee fails to take corrective and corrective measures against the complaint, the Company may

suspend the certification qualification of the certificatee according to the severity, and suspend the execution of the

relevant provisions in GEC-MP-07 Granting, Maintaining, Renewing, Suspending, Withdrawing, Changing

(Including Special temporary Audit), Restoring Certification Management Procedure

4) BOFNBE T AR TAENGARIE M3, M. ZIESEEME T, FIRE—2m Ik w7 & 2R

ARIEN AT A RES, BEI8 TR SUE:
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4) If the complaint belongs to the violation of the company's staff, such as injustice, divulging, divulging, bribery
and so on, the Client Service department will punish and dismiss the responsible personnel once verified, and even
investigate the legal liability;

) AJETAETHE, HEAFNAMERZ ARG R, B —k=, RIE:HH .

5) It does not belong to the company's responsibility, but it is related to the company's certification and audit work.
It should draw inferences from one example and take appropriate improvement measures.

5.2.4. 2 BUFWAEANEE, MEREMdAFEH, SIFNARSE, WA R hidaiEr 7dH.

5.2.4.2 If the complaint is untrue, the Company shall bear the investigation expenses; if the complaint is true, the
investigation expenses shall be borne by the accused party.

5.2.5 TWHIFNABELSTE, BRMASLAE 15 A LAE H AR A 38 45 5 i A 587 77 .

5.2.5 Whether the complaint is true or not, the Client Service department shall notify the complainer of the
handling result in writing within 15 working days.

5.2.6 FURTT BB RIS A B AR BN R U, TR A wLS BRI, dA] ) E S0OA AT L B

5.2.6 If the complainant or the complained party still has objections to the Company's handling, it may appeal to
the general manager of the company or to the national accreditation body.

5. 3 i} Dispute

5.3. 1 IR AT AL H

5.3.1 Dispute presentation and settlement

5.3. L L fENIEH O R PR 4, B d ALK S 2 0 07 IR IR DGIEARHE . A2 ARSI P Ab B . 22
A BERS —BUR R, SRARARIATGE, IR RS P L . 328 05 ] L &
A B A% AR A

5.3.1.1 Disputes raised in the process of certification and audit shall be handled by the audit team leader and the
auditee according to the certification standards and audit basis. If no consensus can be reached after consultation,
the audit team leader has the right to make a decision in advance and explain it in the audit report. The auditee may
also submit a dispute to the audit Department of the Company.

5.3. 1. 2 AMEFZIIA IR F, NU-PIER A RRLY, SRS EEEA RN LT, BER,
A TR S MR T AR PR SE o B AL ERG RE R F BER O o SR AN AL PR S5 RATI AN
A LA YRR AP ) A mLE BRI

5.3.1.2 Any dispute raised outside the audit site shall be submitted to the Company in writing, and the supervisor of
the audit Department shall designate relevant personnel to study it. If necessary, report to the technical director of
the company to make a decision. The Audit Department will notify the dispute originator of the decision. If the
dispute originator is still not satisfied with the settlement result, he may appeal to the general manager of the
company through the appeal procedure.

6. ZRHMN Constraint Rule

6. 1 AT AAIE ARBALH R 77 B PPOY . AR PR AT /BRI, R AL BRI AR i B
ARENTT /BRI RGE B 5 B/ BOFMSUCER N B8, B FLs A AL E, 35 R /4%
A ZH5H/BURMG U B TR ITE TN G, BINREFEWA L.

6.1 The Company will accept, evaluate, investigate and handle claims/complaints and disputes in a fair,
non-discriminatory and rigorous manner, and shall be responsible for all decisions in the process of handling.
Decisions on claims/complaints and disputes are made by, or reviewed and approved by, persons not involved in
the claims/complaints and disputes and informed of the claims/complainants. All staff involved in handling

claims/complaints and disputes should be objective and impartial.
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6. 2 F/FURALEE AR N 536 i S B AR 5 B /$5UR A R AR A TR LU PR3 1 DT

6.2 The application/complaint handling staff is responsible for keeping confidential any non-public information
related to the application/complaint involved.

6.3 AFZ 5H/HRIFHELIN R, N5 /BRURASTCE T RS ER R, EPEN AR T/
MY &AW BHIES

6.3 The personnel of the Company involved in the application/complaint investigation and handling shall have no
direct or indirect relationship with the application/complaint organization, and have not provided consulting and
training activities to the application/complaint organization within two years.

7. 2% Reference Document

7.1 (GEC-MP-07 BT (RIF. &I . #E. BE (GHHK IGHFE). R UNIEESF)

7. 1 GEC-MP-07 Granting, Maintaining, Renewing, Suspending, Withdrawing, Changing (Including Special
temporary Audit), Restoring Certification Management Procedure

7.2 (GEC-PD-01"05 AFFILHE)

7.2 GEC-PD-01~05 Public Document

7.3 GEC-MR-15 HHYrifE /DA TIEHI

7.3 GEC-MR-15 Appeal / Complaint Investigation Team Operation Regulations

8. AH3IEF Using Record

8. 1 (GEC-08-01 /7 H /B VFFIF 4L BEH )
8.1 GEC-08-01 Appeals, Complaints and Dispute Record
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