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QSP30-Appeals, Complaints and Disputes Management
EiF. BRMEUERE

Purpose

The purpose of this document is to describe the process of appeal and the process to
escalate the complaint to accreditation bodies(AB). A< S04 () H K& Hik E iRt FE AT
PRI R EWIENLR (AB) IR,

The purpose of this document is to providing all clients with best practice complaints
handling mechanisms for building trust in brand, effectively responding, and services
improvement and business management practices. A< SC - H & N T A % 1 1k 4
SEEFLVRACERALE], DU S MG AT AR R 25 S R 55 A S

The purpose of this document is to describe the process address dispute submitted by
clients against any non-conformities (NC) raised by ASCP.7Z< SRS i H (52 R 25 7 & %ot
ASCP #HPAEMIAFF AT (NC) #2584 WAL AR .

Scope
Compliant

This procedure applies to all ASCP staff and contractors and to all client complaints and the way
they are handled. A2 /7i& H T A ASCP &t T RIZR LR LA R BT A & - $50F Je HAb 2R 07 20

This procedure does not apply to: A2 F A& H T

Complaints about the conduct or performance of leadership; 45 547 Jy &k L I L
Complaints about corruption; J& W7 ;

Public interest disclosures; /s 3] & #5 ;

Complaints covered by a separate review or appeal processes. Fijfi s 2ol b FFE 798 o5 K F .

Appeal and Dispute

This procedure covers all appeals and disputes raised to ASCP by any means e.g. written, verbal,
email etc. tbfE e MR J7ala) ASCP &t e EVRMgeil, flin$m. 1k, Br

HEF4E o

3.0

Referenced Documents & Documented Information

ISO/IEC 17021-1:2015 Conformity assessment—Requirements for bodies providing audit

and certification of management systems - Part 1 Requirements.

ISO/IEC 17021-3:2013 Conformity assessment—Requirements for bodies providing audit

and certification of management systems—Part 3: Competence
requirements for auditing and certification of quality management

systems.
ISO/IEC 17065:2012 Conformity assessment-Requirements for bodies certifying
products, processes and services.
ISO 19011:2018 Guidelines for auditing management systems
National Law Law on Protection of the Rights and Interests of Consumers
National Law Tort Liability Act of P.R.C
QM-165: 12 Quality Manual
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PY09 Privacy Policy

QSPO1 Documented Information Management Procedure
QSP25 Certification Information Management Procedure
QSP31 Managing Unreasonable Complaint Conduct
FR-CS 02 Complaints and Appeals Register

FR-CS 03 Complaint & Appeal Report

FR-CS 04 Complaint & Appeal Annual Report

4.0 Terms and Definitions RiERIE X

4.1. Appeal LiF

A formal request for reconsideration of adverse decisions made by ASCP and contractors (e.g.
application denied, audit suspended, request for corrective action, change of certification scope,
rejection of certification registration, suspending or withdrawal of certificates, any other decision
leading to failures of certification registration, or decisions regarding to complaints) .1EXZ k&
W ASCP FIAGRE i AR e (Blan, HiEgIade . SiEis. SRR BRI, GEE
FEIARSE . DAIEVENM AR 2 R 5 mdinl . AR HAR S BOAE R i) M, B A% F
RIRTED

4.2. Complaint #if

Raised by any organisation or individual, a formal expression of dissatisfaction to ASCP with the
activities of ASCP(including contractors) or the certified organisation. Complaint is different from
appeal and followed by replies. FHAEATH LB AdgH, IERFKIEXT ASCP CHLFEAMR ) Bl
EHR G AH . FFAET B, RELER.

4.3. Dispute Proposer F{URIA
® Certification clients are questioning or arguing about adverse activities, services or
decisions made by ASCP and contractors. AUEZ /7 %) ASCP Al 7K G s 45 i 19 A F1 v
Bl RS5 BR E B TSR RS 1R
® Individual or parties who are unsatisfied with the outcomes of the complaints
resolutions or final responses. Xt # 1 fif 1h B i 42 B 1 45 RANTH B BN NS T -
4.4. Client: certification applicant, auditee and certified organisation. A iEHiE AN Z&H %7
FFRAUEL 2R

4.5. Consumer: Primarily, a person or organisation who is receiving/has received products/
service from the client being audited in the last 12 months. Also known as “client”,
“customer”, “products/services user”, “person using/accessing products/services” etc.
FEREMNE 12 MH W}M%%EEVE’JEFAL%LI&(/Eéé%%wuu/ﬂ&ﬂﬁﬁ/\kaéﬂ,/\
WPy “Z 7 L AT CPRmIIRG P . AT RSSO A

4.6. Appellant: individual or organisation filing an appeal.#& 1 _EIF A4S A BR41 4.
4.7. Complainant: individual or organisation filing a complaint.”> \ 541 2342 v .
4.8. Disputant: individual or organisation filing a dispute. i H! 4§+ (94 A\ B4 21

4.9, Appeals/Complaints Panel(A/CP): independent committee appointed by the EM to
resolve an appeal against a ASCP decision. H1 EM {EAr i & B &k %t ASCP

HER L.
4.10. Decision: The result of a review/investigation of the complaint or appeal. ¢ Jf 5 I f
1) A A g R
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Roles and Responsibilities

Executive Manager(EM) is responsible for appeals/disputes review, analysis and
submission to top management or committees and appointing members of
A/CP.Executive Manager (EM) 155 Eif/S s A B AIHRAC 45 e e 5 BE R B3 T
2=, HAEmr AJCP LI

The Quality Management Executive(QME) is responsible for 7 & & ¥ #47E (QME) it
Dl

complaints reviewing, analysis, decision and submission to EM; #¢if 8 & . 4. e
JijJ:EI/\Q/\ EM;

receiving appeals and disputes from clients and other parties; 3% /= F1 3 Ath J7 ) B
VPRI

in consultation with office staff and auditors is responsible for handling, validating and

the analysis of appeals/ disputes to the satisfaction of the clients /other parties; 5 75/
ELAEN DA R, Ao, UER o8 B/ R/ HAR T =

completion and submission of all appeals/ disputes records and outcomes into the
continuous improvement register and records management system. 5¢ il T 5 1R/ 413

LSRN R I HAR AL B S it Bl e B B AR S .

Appeals/Complaints Panel is responsible for evaluating and making recommendations
on appeals and complaints. Eir/#Vr/ N 57 0 EURAERURIFR H L.

Credibility Assurance Unit is responsible for supporting QME regarding to investigation
of appeals. (&2 RIEHR 71 51 3CHF QME XJ FR R AT I A

Customer Service Unit is responsible for receiving complaints and submission to QME.
% RS B A SRR R IR FR S 4 QME.

All units are responsible for cooperation with QME. & .47 41 5 5 QME &1

Appeal Procedure
Appealable Certification Decisions 7 _LiFINER E

Reductions in scope, suspending, withdrawal and cancellation of certification based on: i [F 4
BT RO A IESE T

NG

® Audit evidence and assessment findings; & i1-iF 3i& Al 4k 45
® Any collusive or coercive practices or offer or request for inducements by staff or
contractors in relation to audit or certification services; T.f A 7 8% &£ 7 78 5 11 8 UGIE
JIR 55 77 T A AT R S B AT Y BRI ER BRI
® Engaging in any conduct that compromises the ability of ASCP to provide independent
assessment; I FAT 45135 ASCP 2 5k 37 PEA5 B8 14T N
® Failing to provide access and cooperation for the purpose of gathering evidence and
assessment; A BE AUSCE IR FIVFAL ) H HIEE AL U7 10 FG 4
® Failure to pay audit fees; A 444k & i1 9% 1 ;
® A prosecution proven against ASCP in a court or tribunal for a serious breach of laws
governing criminal conduct, corporations or companies, competition or consumer
protection, or misleading or deceptive conduct; [x™ & e A R ILFRAT N A A ELA T
TG B P IR R, BOR S EUR IR AT VAR IR RE B RE RS ASCP FRIE IR
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® A prosecution proven against a person who has control of the management of ASCP in
a court or tribunal for a breach of laws governing serious criminal conduct. #% 15 % il

ASCP & PR IR N AE IR IE B2 2 PR e A 0 7™ BAU AR AT D ARVE R T AR B RS R o

6.2. Non-appealable Certification Decisions 7] _LiFAERE

® A decision to cancel a clients’ certification has been made following a valid withdrawal of
certification by another CB;7E 73— ANAEN A ZAREHAE /&, Y BUH & P FIAE;

® A decision to cancel certification following the loss of the clients’ valid recognition by the
scheme owner (government department or other); 2k =% A RO fa, BT EA
& (UM B AR e BUHAE

® A prosecution proven against the client organisation or agency in a court or tribunal for
a serious breach of laws governing criminal conduct, corporations or companies,
competition or consumer protection, or misleading or deceptive conduct; X% /- 4125 5%
Bk P B3 e A7 RALTRAT N ARIEA A 38550 %‘;”%%%F EsE, B S EURIRAT
N TR B BRI BE IR B0 25 71 A A LA e e R YR i

® A prosecution proven against a person who has control of the management of the client
organisation or agency in a court or tribunal for a breach of laws governing serious
criminal conduct. % 15 4% i % 7 4 2R LA 8 B 1 N R 3 S A 5% 7™ B AL ARAT N AR T
TEVEBEBIERE 4k B o

6.3. Appeals Process
ASCP shall inform the appellant of the decision concerning the Appeal together with the reason
thereof in writing and within Three (3) months after receipt of the Appeal. ASCP N 7& Ui | -
Ja= (3) MHWLLBTIEAIGA K Bk E S HHE @ s EYRA
® The complainant has 30 days from the date of the complaint decision to notify the EM of
ASCP in written form of their intent to appeal a decision; Vs A5 30 K i} A] AR
gz H A 0@Esn ASCP i) EM Al Xy dueig s FiriE R,

® The complainant will be provided with a copy of this procedure immediately the appeal
request is received; St B R FIER G, 4 S7RBIA] H R ASRIZRE 7 I RILAS

® The complainant has sole responsibility to prepare the appeal; #1f A 4 7 37 4% L
V¥

® The complainant will provide ASCP with:#¢1f AoKi 7] ASCP $243t:
1) The decision to be appealed;# F ik 5E ;
2) The basis in fact for the appeal; 7 i) 3 Sz 35 ;
3) All supporting documentation required to substantiate the facts of the appeal. it/

VR SEPT R BT SR

® The EM and President will review the application for appeal and formally advise the
complainant in writing of the grounds for dismissal of the appeal if not valid, or
acceptance of the appeal in if valid;EM Fl #ok i & EVR e, JRUABEER ERE N
BrR N, R BRI R, WL EYRRERE, ARG WEZ BIF

® Information on the complainants’ right to escalate the appeal to an external body will be

provided with the complainant by the EM in initial formal acknowledgement of the

appeal; HF N A BUR B R T2 B SMEE IR B05 B AE ] IE Uil R RN 1 EM R4
RN

® The EM will, within 10 working days, appoint three fit and proper personnel to make up

the Appeals/Complaints Panel (A/CP); H if \ B R K5 B HR R THER B S MBI 1) d5e ) 1F
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AERF VRN EM $24E45 ifF A,

The complainant will be notified within 5 working days of the composition of the A/CP
and give written evidence of impartiality and non-conflicts of interest with either party
to the appeal; #% i N 7#E A/CP HE)E 5 AN TAEH AW @A, RN EAS FiF
ARART—J5 T A 7t b R ) S T IE B

The complainant has the right to formally apply, and to seek, representation to present

their case; #F AEMIERHTE . FRAHLFRIR F 1

The complainant and the A/CP have the right to call witnesses, provided the names and
addresses of the witnesses are supplied in writing, to the A/CP or complainant, not later
than 5 days before the date of the A/CP hearing; #% 1 Afil A/CP A HULEMIE N, Rl

FUE N4 A bt DL IR R it s A/CP sl iF N, AIET A/CP Wriks HIHAET 5
K

The A/CP will evaluate and make recommendations on the appeal within 3 months of
the date the appeal is validated by the leadership and the EM;A/CP ¥ 7E L ifF3K15401 5
AEM fitEZ HiE2 3 N X EYREAT ARG R 3 H

The judgments of the A/CP are considered binding;A/CP ()3 i\ v B 413 77

In discretionary and exceptional circumstances, a decision may be made by the EM to
refer the A/CP decision to the legal team to get an opinion or a decision review;A/CP
RN WAy BT 2R

The judgement of the appeal will be signed by all members of the A/CP and a copy sent
to the leadership of ASCP. The original will be kept in a secure file in the ASCP drive; I
VrHI P AS H AJCP AR R 257, #hik ASCP 4%, ARG IRIEAE ASCP IKz)#% o i) 22
€ L tF

Any unreasonable conduct by the complainant will be addressed with reference to the
QSP30 Managing Unreasonable Complaint Conduct; #: & A\ AL A& HAT N S |
QSP30 & HEA G HRRAT NREAT AL HE

An extension of time may only be granted by application to the President of ASCP; %t K
Bf 1] g ) ASCP 3= FRE 5

All records will be shared in line with the ASCP Privacy policy; T ic 55K i 95 ASCP &
%AIE& /\?‘

Submission, investigation and the decision on appeals shall not result in any
discrimination against the complainant by ASCP;#£%5. R&Al_EifF & A 1555 ASCP
X HRYR N AR ART B0 -

ASCP reserves the right to determine if any reasonable costs or out-of-pocket expenses

associated with an unsuccessful appeal will be borne by the complainant. ASCP {&&
RIE R HHRUF RIS BRI ¢ AT AR5 B 9% FH 550 E LA 3 FH BOACR .

Reporting and Finalisation of Appeals H 17 &5 R4 45

Reporting and finalisation of appeals will follow the reporting and finalisation of complaints, as
outlined in the Section 7.0 Complaints Management Procedure. % 7.0 ¥R & L F"Frik,

PRI I 5 2 18 W AE B VR IR A5 AR 280 8 2 J5 84T

In the event that a client is unsatisfied with the outcome of an appeal the person managing the
appeal shall advise the client of the alternate avenues to appeals resolution including but not
limited to: an 52 /2 xf EYREs RAE, B BRI RN &A% Hofth B VR oo s, AFREA

PRI
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® Accreditation bodies; I\ AT KL ;
® CNAS and CNCA;CNAS #1 CNCA;
® Other governmental supervision authorities. HAEURF M #1].

7.0 Complaints Procedure £/
7.1.  Principle F#

ASCP is continuously providing a publically available, clear and direct channel for all clients about
how to make a complaint. An easy read procedure explaining how to make a complaint is
available and reviewed annually with client and stakeholder consultation to ensure that it
satisfies client and business requirements.ASCP AW A AT 2 $RHE A TF T WA B R 42
. —AG TR AR T it v, BFEEa 5% MM Rt T A, B
TR B0 A2 25 AL 552K

7.2. Complaint Process #iFiitf2

ASCP complaint process is a step by step way to receive record, assess, review, respond and
report on complaints. It will recognise that complaints can be made at various times and in
various ways, to audit teams, to the QME who will be the Complaints Officer(CO) or to the EM
and/ or President.ASCP #iFiitfe &k vl &, mINMAREHRFRZEL . B
WIRE, AT RAEA RN A PLAS R D7 e s vk HBA . R sov s (CO) 1) QME =im EM Ai/Ek
SR AT

a) After receipt of complaints, Customer Service Unit shall record and submit complaints to

QME(CO). % IR 55 M= RIS Iv . MR URIE I 224 QME(CO)-

b) Complaints are initially managed and resolved by the CO. The CO can refer a complaint
to the EM and/ or the President depending on the seriousness of the complaint. % 15
With CO EHEAMMEHR. CO A LIRIE BRI ™ E M BRI A4 EM A B .

c) Unresolved complaints are referred to the EM and/ or the President for review and
response. K R I FRHE 245 EM /B Ge b A7 H 2 A0 [a] B o

d) People who are dissatisfied with the handling way or decision of their complaints will be
provided with appeals process information and can contact superior supervision parties
mentioned in clause 6.4. The CO will provide updated information to the complainant as
requested. Xy SR AL BT ELUE AN RN, KRG HIFEEER, JFrTIRREE 6.4
SR ERIEE T . CO KR ZR m e NFR LS W15 B .

7.3. Receiving Complaints Z##&iF
Consumers can make a complaint in the following ways: i %% % @it LLF 77 204 F -
v By telephone or in person;i@id H if 5 ﬁ
v" By email or online, via ASCP’s website; @i Bl 5 fE 2k, @it ASCP s ;
v' In writing, addressed to the Complaints Ofﬂcer; LA I R IE 4R v & 0
v Anonymously.F 4 .

If a complaint is made by an entrusted agency, the Complaints officer will check that the person
is happy for ASCP to respond directly to their representative. W1 5 £F & I ZFENIHR R i, #%
BB EZNAET R Tik ASCP B#:RHE HMAK,

7.4, Assisting Complainants
® The CS will assist each complainant to make a complaint, and tell them what
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information they need to provide.CS < Wit — AL B R NEATHEYR,  FE45 FnAth A1 75 2448
AEBRLE TERL
® The CS will make sure that if a person needs an interpreter, or has communication
difficulties the appropriate interpreter service or communication partner is contacted to
assist them with their complaint settlement.CS ¥ #f R R — M NFFE OB R, SAE
R AE, I AR 2 BEAR SS B A R, LTS B A AT AR P

7.5. Acknowledging the receipt of complaints #iA 2| ¥ iF
® The CS will let complainants know their complaints are received within 2 days (48

hours);CS K7t 2 K (48 /D LEBF NFEARA TR F S

® The CS can let complainants know their complaints are received verbally or in writing,
depending on the requested method of reply; 24 Z R i) 81 2 520, CS Al LLik#F A&
TE AT R A2 BA I S s T T 2 30

® Acknowledgements will tell complainants how long it will take to handle the complaint
and contact details for the officer dealing with the complaint;Acknowledgements <15

YRR AL BEBER 75 2 2 A TA] AR AL BEBR A B B3 B 22 7 3K

® The original contact person will remain the central point of contact unless the complaint
escalates. FRAFSERTH L, 15 M) JEERES ANATTHE =2 R BR8N

7.6.  Recording Complaints i2 &#iF

All complaints will be recorded in the Complaints and Appeals Register, includes: FT 5 £ JF #0ic
SAEBFH BV EIC M, B

v The complaint reference number; #1527 %i*5 ;

The name of the complainant; #if A\ 144

The date and time the complaint was first received; 1 Vs EIFEYF T H BAFNE ] ;

The content of the complaint; #:1f N %

The outcome of the complaint; #f45

Date and time the complaint was finalised; 51+ 5¢ B H 8 AT fa]

All action required and the date ASCP will take action. fiT 5 7 B2 K B 147 5h BA &2 ASCP
SRIUAT B H

All written complaints will be referred to the CO. The CO will arrange for the complaint details to
be recorded in the Complaints and Appeals Register. i 5 1 #% R #3045 CO. CO #4424k

RV B I RAER VR EVR &S .
All verbal complaints will be recorded by the receiving CS and passed on to the CO. Details of the

complaint will be entered in the complaints register. If a verbal complaint is complex, the CO can
ask the complainant to put their complaint in writing or, where possible a meeting. it & [ 3k #)f

UL CS il IffLiiss CO. #FMTEAE B D RaERIFEIDM . R OLBIFRE
%, CO AJRAZLRYF N AR AGR s, BERTREMIIHOL T AT
The CO will create a full record of how the complaint is managed on the Complaints Report,
includes:CO #ER VR i A @ # i B 7 N e 8l %, .

v' The complaint reference number; #1F %% %5 ;

v The name and contact details of the complainant; #f A fI8E 42 FlEE & 77 1

v Date,time and the channel the complaint was received; ¥ 2RI H 3. I a] A1 iE

LN NI NI NN
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The content of the complaint; #iF P 45 ;

Information collected and considered by the CO;CO W12 & 15 S ;

All actions taken to fix the problem; i ok i #51 ifi I HL ) BT+ it

The complaint decision and the reasons for the decision; 1k 72 A 1k 72 B 5
The finalisation communicated to complainant; fx 2 45 FAL R AT N

The date and time the complaint is finalised. 1745 5 (1 H 3R 8] o

Investigating Complaints &R F

Each complaint will be viewed on its nature carefully to define: ¥ {F 41 &FFWMBFHI
PR, PAEX:

The content of the complaint; #f 4 2 ;

The management, including the urgency level; &5, % &80,

If any extra supporting information needs to be gathered. /& 75 & St S AT I A4 1 S HHE E.

The CO needs to needs to investigate into:CO FEif:

Whether the complaint involves any action or inaction by staff or a contractor; # 5 & 53 & &t T
R AL AR VR N EAE A

Whether the complainant is directly affected;#if A\ /& 15 5 1) B 5200 ;

Whether the complaint is worth to be investigated (is it an unreasonable complaint?); ¢ if 2 &
ERRE (RERAGHBIR? D

Whether the the complainant has a right to appeal the company’s decision; & i/f A j& & A B 24
A PUE R H B

What is the complainant’ expectation action of ASCP against the problem.#%iF A Iz ASCP %}
X e R X AT B fe A4 2

Anonymous complaints will be accepted and dealt with as other complaint.E 4 # %
BE R HAM BB AL 2

Important considerations include: EE %R HELHE:

The seriousness level of the complaint; i/ (1) /™ 5 F2 /¥ ;

The sufficiency of available information; 7] JH 15 & i 78 7> % ;

The capability of ASCP to properly investigate the complaint. ASCP 1E#fi i 25 #f () g

The CO’s assessment of each complaint will be recorded in the Complaints and Appeals Register.CO X4
TR I VFAS R SR AEFFA_EVREC

7.8.

Complaints Against the Certified Clients XHAIER P K#HF

If ASCP receives a complaint about a certified client, the CO, or the complaint receiver will
respond and record the complaint in the same manner as stated in this procedure. In additional,
the CO will: a5 ASCP Wit F 56 T UEZ P 4% F, CO B VR BRI R4 FEATE 5 b ik i1 AH [
J7 Nz, Ak, CO ¥

v' Estimate the complaint and the effectiveness of the client’s management system; ¥4

B IR AR R A R

v' After the confirming the validness of the complaint, refer the complaint to the certiﬁed

client at an appropriate time; ZE# NI UFIIA R G, 7218 A IR I R 52 22 25 TAAIE

g): 9
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v' Ensure that information about the source(e.g. complainant, regulators etc.) and content
of the complaint are treated as confidential and not disclosed to the client; #fi R <K

PR (BIInBR N HEPUEE) MR ARG BPEE R, AoBERAE;

v' Determine, together with the certified client and the complainant, whether and to what
extent the subject of the complaint and its resolution will be made public. 53k iE % F* Al
FR N — L E BOF I R SR R TT R ATTUARAE LS KEEEE EATT

7.9. Reviewing complaints #&#F
Complaints will be dealt with quickly and efficiently and will also be handled in a fair and
objective way. & r 15 EIPUE A AL EE, B2 LA A2 77 AL B .
The CO will:CO ¥4
® Talk to the complainant to check whether they understand all the issues; 5 #f A32 1%,
T ARMATRAS T AR R
® Gather and consider all necessary information about the complaint; Ui 45 2% [& 4 K #%
VR PITE L EAE B
® Identify and consider relevant laws, policies and procedures; i3 5] 32 & HH 3¢ 115
BURFFEF

® Give anyone affected by the complaint a fair hearing before the complaint is decided;
TEEBLR BT, AR 32 BRFEM 1) NIRAG A 1 BT IE 235

® Finalise a proper and reasonable way to fix the problem; f £ 5 fif 1k v 75 )i 24 A&
PRI 5
ASCP can fix the problem by:ASCP ] DL PL R J5 A ok 7] i «
v' Apologising;i& ¥
v Offering a refund or financial compensation; #2 ff1iE 7 a2 5 kM2
v Changing the decision causing the complaint; 2% 5| EHF R 5E ;
v

Improving the policy, practice, procedure causing the complaint; &3t 5] #HF I «

ik FEFs

Fixing misleading or inaccurate records; &% 1% 5 4 B AN HERS 1910 3% ;

Offering help, providing further information or referring the complaint to other impartial
individual or party who can help &t #5 Bl $E{kdt— A5 B BU RN 245 1T LA LS
Bl B oAt 23 TE S N Bl

AN

7.10. Finalisation to Complaints ¥iF4& 45

The CO, EM or President will share the finalisation with the complainant within 15 working days

of the complaint being received.CO. EM B @ E B #FE 15 M TAEH N SHRIFANSEi
ko

=h

ASCP’s finalisation can also be provided verbally, but should be confirmed in written within 20
working days of the complaint receipt.ASCP (1) #ath o] LA Sk, (HN7ERE#VFE 20 4
TAEH N LTI

If the finalisation cannot be provided within stipulated time, the CO will let the complainant know
the method and progress of the complaint. 41 A GELE R & I [A] N 521, CO 5 Fn 4 s A
(R 7 A FE
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The finalisation will include: fix 2 ff 2 K5 (0. 45 -
v The content and reason of the final decision; 2 ¥k 5& it N 25 Al 5 A 5
v' Contact details for the CO;CO il £ 77 s
v Information about the right of appeal. i % FiFRLHIE B

7.11. Unresolved complaints K& HREIHIF
7.11.1. Appeal LiF
Please refer to Section 6.0.i5 % 4% 6.0 F7

7.11.2. Dispute i
Please refer to Section 8.0.i5Z % 8.0 i

7.12. Complaints Reporting #7354k
7.12.1. Internal Reporting N&f#R&E

The EM and President will receive a report quarterly from the CO, including:EM Al #ok &2 i3 CO
Rk, Ho .

v' Identify and analyse complaint trends, significant issues and review that the complaints process
is operating effectively; iR A F1 B Rt ss . B oK@ & A SRR R 2 5 A &0s

v Include any recommendations for improvement; £, 45 {F{f] Bt idk i % s

v" Monitor the implementation of accepted recommendations and opportunities for improvement
from all complaints feedback. )\ T A $5:1v J ot 1 8 42 52 8 30PRSIt AN G AL 2 o

7.12.2. External Reporting 5154

Complaints will be reported to national supervision authorities or accreditation bodies depends on the
requirements of each parties monthly or annually. FVREHEHE & 7 1 E R A 5 sifE 41 15 45 B X A WL
BOAENLY o
Report will contain the following information about the complaints and appeals process: #t & ¥4 & LL R
A RBFA EVRRAERIE R
v' A statement about how the process is working, including an assessment of the company’s
performance in resolving complaints under this procedure; 5% T i FE dnfal iz 15 (K 3 B, 045 X2
AJFE AR P T AR R AR VR R I PR A

v The number of all complaints made, resolved and unresolved during the financial year; Jif ¥ 5 &
PR BRI R R 1R BT 150 AR B
v The number of complaints unresolved from the previous financial year. |- — I 4 & A g vk i 4%
YRR .
Please refer to Certification Information Management Procedure for more requirements. 5 £ 3R i & %
WIEE BEHRT

7.13. Privacy Complaints [BRABF
7.13.1. Examining Complaints & Z ik

The CO will determine if the complaint involves the handling of a consumer’s information by the Company,
staff or contractors.CO K@ # s 2 T K ATl 57 L EUREL R RE 98 % 5 B AL HE.

If the determination is: &1 5.4 %€ 2

® YES: The complaint will be treated as a privacy complaint (go to 7.13.2)YES: #5151 A e A
i (Fx 7.13.2)

® NO: Follow the usual complaints management process.NO: 81§ & [ R & B AL .
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7.13.2. Information of Complaints #iF{Z &
7.13.2.1. Owner of the Information £ B A #

The CO will check that the personal information involved in the complaint is the complainant’s personal
information.CO K46 A #F vh i A N5 B2 T NI AN AGER
If the determination is: {1 SR & 2 -
® YES:Goto7.1.3.%2: # 7.1.3.
® NO: Clarify the complainant’s authority to act for the person whose personal information
involved.#5:  BHARHLVF A NS NAE BT I ANATH IR T .

The CO will not release any information without a proper written authority. % £ & 24 () B #24L, CO A
2 RAEAE B
7.13.2.2. Content of the Privacy Complaints [ #F KN &
® Collection of personal (including sensitive) information; > A CHLFGEUE) {5 2 A4,
Use and/or disclosure of personal information; {# F A1/ s 4 F4 A 15 5
Accuracy of personal information; ™ A3 8. 1 HERA 7
Security of personal information; M A\ {5 8 %4,
Refusal to give access to personal information; 45 4a 32 it A 15 B
Refusal to correct personal information; iE46 5 1[E/N A5 &
Other interferences with the complainant’s privacy; Hith Tt 5 UF A B ALK ;
Unsure, if you are not sure, go back to the complainant and seek further information. 4~ # %2 ,
WREARHE, HREBFAFIFIREZER.

If the complaint is not one to which the Law on Protection of the Rights and Interests of Consumers
and/or Tort Liability Act of P.R.C applies or the CO can investigate, the CO and the EM must consider the
possibility of adopting the usual complaint handling procedures. W SR FFAN (R HE N RSN [ 3 27 35 AL
PR A/EC (RBGTEEY & #UFEl CO LA VF, W CO Al EM 022 8 R 8 1
BYRAE PR 7 B AT Re
7.13.3. Contacting the complainant E{ &Z#&iF A
The CO, with the approval of the EM, will contact the complainant within 24 hours to advise: 4
EM #itifEf5, CO ¥47E 24 /ITHBERFFAN, H5%0:

® The understanding of the conduct complained about; %4 ¥ R 4T A i B s

® The understanding of the controversial privacy obligations, for example the particular laws (if
appropriate); A 4 U FIBEFA S5 IO ERMR, I Ands e v (&R

® The third party is conducting an investigation (if appropriate); s =77 IEAE#HT A (WHERD

® The name, title, and contact details of the staff member handling the complaint; &b ¥ $% % i) T1E
N4 HRSS AR &= 07 2K

® The impartiality of the staff member; T.{F A 5 () 2 IE
® Acquiring of the expected outcomes of the complainant; 375 8Brf N R A ZE 3R 5
® Estimated time of the following contact with the complainant. 5 #%f A\ J& 425 £ () Fi i) o

7.13.4. Investigating Privacy Complaints i## & &F
® The facticity of the complaint content; 1§ P 25 i) H 52
® Confirmation of relevant privacy obligation(s) and why; =< &L S 55 BRI R A5

® The compliance of the complaint conduct with the organisation’s privacy obligation(s), for
example, the exceptions or exemptions under national laws; % F 17T M2 15 75 & 4L U B A S5,

A5 41 ] SRVE R E PRI 9 B s
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® If the obligations are not fulfilled, it is will be taken into account that the possibilities of
satisfaction regarding to the complainant's requested outcomes, which may be: i1 5 & J& 17 X %%,
F 2 R R N ER B 45 B e T se e, T REE:
1) An apology(private or public); ik (FA FELATF) ;
2) Improving procedure(s); St FE R ;

3) Payment of compensation for loss or damage suffered. i 52 45 25 B 45 2 1 42 .

7.14. Requirements of Communication 4B Z R
7.14.1. Responding [5] 5

The CO will respond to the complaint in a clear and appropriate manner:CO ¥ A B #fi A1 3& 24 1 5 2 0] 7
HiF:
® It is usually required to response to the complaint in written, but it can be a call for the first
contact with the complainant; i 5 2Lk DA A5 0 JE 20 m] S is, (HAR ] DU f s 5 #3800 AN3E T 28
— A
® Include details about the information as the basis of the response; U 4% 4 515 B VEL(E BAE N
W) 18 P il 5
® Offering a chance for the complainant to reply about the response, if appropriate, the offer of a
meeting or discussion; AL IF NFRAENL 2 I RAE R, R EGE, RAeESWETHS;
® Include an apology for failure of complying with the relevant privacy obligation(s) and any other
appropriate additional outcomes. £.4% X 7 A& <7 AH 5% Ba FA S 55 AT ] FE AL 4 4 B n &5 2R ()i
o

7.14.2. Manage the Complainants Reply E#&iF A RIE
The CO will review and refer the complainants reply to the EM. The CO will then:CO ¥ & #iF AEE
B LY EM. )5, CO -

v Assess any reply or further information from the complainant; 4% #%Jf A AT 25 2 8Lt — 15
B

Iy

v' Consider any alterations of view affected by the reply, if initially found the organisation’s failure
of complying with its privacy obligation(s); 1R i #) & ML 2H 2K fe 38~ H B AL 5%, =5 3z (A
25 PR A AR A S

v" Consider the possibility of inviting an external mediator for helping resolving the complaints. %
AT A1 U g O3 B DB ) AT R

If the complainant remains unsatisfied with the outcome, refer the complainant to the independent A/CP
(if it deals with privacy issues) or, if the A/CP is unable to deal with the privacy complaint refer Clause 7.15.
WERFF NG5 ARG =, W RF NSRS AJCP (iR e A SRR FA R @D, B3 ik A/CP
TR RS RAH, 1HS Iﬂﬁ 7.15 %.

7.14.3. Continuous Improvement FF4E i

The CO and EM will consider any systemic issues raised by the privacy complaint and develop possible
controls such as:CO Al EM ¥ S KA AR 5] B IAEAT RGEVE IR R,  JF] € v] B B4 e, .

®  Privacy training; A5
® Amendment of policies, forms and/or collection notices; 5 . 4% A1/ B HGE &1 5 24
® Providing additional accessible information; #4541 i 7T 7 9] 45 & ;
® Steps to improve data accuracy. i & B R PR 1) 5 IR
The CO will make a recording of all changes made and the EM will conduct an evaluation of all changes

within 12 months, including all future privacy complaints and outcomes.CO ¥ ic 5% it () A 8 ik, EM
WAE 12 AN H AR A S8 SO AT PEAL, B I R SR I B AL I A 45
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The records of any privacy complaints will be externally input in the ASCP’ Annual Report. AT & A\ I 11
LA AN B ASCP R4 i 5 o

7.15. Records of the Complaints $iFid %

When finalised, the record of the complaint, investigation and outcomes will be preserved
securely and in accordance with Documented Information Management Procedure. i & & J& »

BeRs HEAES R ACIRHZ RO (S B B e R AT

For the complainant is unsatisfied with the outcomes, the complaints handler shall advise the
complainant of the alternate avenues to complaints resolution including but not limited to: #1153

PR ASTACBESE AT =, BURACEE N 51 N 35 J R N HAR R R 13842, B3 EAR T
® Accreditation bodies; A HLH;
® CNAS and CNCA;CNAS #1 CNCA;

® Other governmental supervision authorities. HAEURF M #1].

8.0 Dispute Procedure & &

A dispute is an escalation from the dissatisfaction against the decisions. 4+ i3 & % ¥ & B AN T
2&0

8.1. Disputes during audits %t K4

Disputes raised in the process of certification audits are generally handled through discussion
between the audit team leader and the auditee according to the certification basis. If consensus
can not be reached after negotiation, the audit team leader will have the right to decide first and
tell the auditee and/or the certification about the their rights to appeal. A3IF & 423 F2E b HL B0

S — i AR S ORISR p AL B . A RO R AN REIA R — B A KA
BURAT IR E, I R A A% 7 A B EN LA L EYRBL.

8.2. Disputes Against the Finalisation of Complaints X #7445 153
All further disputes of a complaints’ final response will: ¥ 1f 5 22 5 1 BT 13— 4 50K -
® Escalate immediately to the President; 7 Bl 25 &3k
® Be reviewed by the EM to consider all the facts and events surrounding the initial

complaint; i EM # &, DL EREISHIIEHR Bra S5 Se s )

® The EM will give a written update to the President;EM ¥ ] it Zi$2 4454 1 565 ;

® The EM will contact the complainant directly to discuss the nature of the dispute and
seek a solution with the leaderships approval;EM # B4 5#UF ABE R, PHE4- M
i, FAEST S RSO R SRR TT R

® The EM will then communicate with the President and seek approval for the suggested
solution;EM 5 & 57438 I SR e d W fiR o T &

® The EM will then communicate with the complainant in writing within 5 working days
offering the agreed solution;EM ¥ 7E 5 4~ TAEH W LA BB SEUF N E@E, $RAERE
SE IR TT R 5

® In the event of further conflict, the matter will then be investigated by an independent
Appeals/Complaints Panel —please refer to Section6.0 Appeals Procedure i 5 & 4E i3

—BW S, I ML BV /U N T E—E 2 6.0 1T LUFET
8.3.  Escalation of Disputes and Resolution by External Bodies £+ i}{ )7+ 2% #14b &1
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In the event of a failure to resolve a dispute by the A/CP, the client has the rights and is
supported to appeal to the external accreditation bodies and/or governmental supervision
authorities. iR A/CP R AEMR DG, 25 A BT SRR 0] S EBIAUEALAL A/ SRR 1 8 LA 32
EF.

Information on the right of appeal and the name of the external bodies is supplied to the
disputant proposer by the CO in the initial letter of complaint acknowledgement.CO 7t & #] i) #%
YRBIA B 1) G PR CE TR A Ok EYRBURI SR 42 R B4 2
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