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1. p e Purpose
AREARRTTHLT IR EZHRFRDEIBLNE S Y FEF K2 2 2 {ck £ o This
procedure specifies the management methods and requirements for handling appeals and
complaints from clients dissatisfied with the certification services provided by the organiza-
tion.

2. #* #l Scope
AR F A B AN B R 2 Y IR dE 7S 2 B2 o This procedure applies to the
handling of appeals and complaints from all individuals or organizations against the ARES.

3. ##] 3 Criteria of Control

3.1 TAF-MS-C06 ¢ 32 )} *uge @ a2 (ISO/IEC 17021-1:2015) - TAF-MS-CO06 (Re-
quirements for bodies providing audit and certification of management systems Part 1: Re-
quirements) (ISO/IEC 17021-1:2015) .

3.2 IECQ 02 #z 7 R R—IECQ HE 9 » I[ECQ i bz =< - && K (IECQ 02 Rules of
Procedure — General requirements for the acceptance of IECQ Certification Bodies into the
IECQ System) .

3.3 TAF-PC-CO1 A & s t:n 4> (ISO/IEC 17065:2012) - TAF-PC-C01 (Requirements
for bodies certifying products, processes and services) (ISO/IEC 17065:2012) . (ISO/IEC
17065:2012) . A igsg * * st e T A RRERT FRIP 2 rEFLCERE D ABER

72 g FH g * o This clause applies to appeals and complaints falling W|th|n the scope of
ARES’s product certification accreditation; it does not apply to scopes for which accreditation
has not been granted.

4, B ¥ frit ¥ 425 Responsibility and Operating Procedure

4.1 22 i ] Disposition Principle

Ty Bl s OO0 2 2h AR NS A R AR ko p ARl 2 Y R S 3R AIE
WEART G AT AREFTE o PR EEFEDAERILSA R A Y SO Y R S
% # o ARES handles, investigates, and resolves appeals and complaints from relevant par-
ties in a rigorous, fair, and non-discriminatory manner, and assumes responsibility for all de-
cisions made during the handling process. At the same time, it ensures that personnel in-
volved in the investigation and resolution have not participated in the related appeals or com-
plaints.

411 THEEREIVNPAR I ARERLCNY FF > REFBER S AEEEE » B wmisdd
(ARES-FM-29 * frvbiﬂfa{fﬁ; W2 ) TR I B P AN E AT FER
(ARES-FM-29-1 % = ¢ % {cde ,{‘fﬁ;w;@mﬁ YHR D pasmis s gt (ARES-FM-29
v 3’?%%?.’5???%@“’ ) PEEPIVEEZE S RIL o HATRERAARR DB D ek &
FREZAfAER SR SR - Any department or employee of ARES receiving an appeal

or complaint shall communlcate openly with the complainant, record the issue in detail on
the (ARES-FM-29 Appeals and Complaints Handing Form) , and submit it to the Technical
Division. An appellant or complainant may submit the matter using the (ARES-FM-29-1
Customer Appeal and Complaint Handling Form) ; upon receipt, ARES shall record and
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process the case internally using the (ARES-FM-29 Appeals and Complaints Handling
Form) . The Technical Division shall make this procedure publicly available on the company
website, accessible to any person or organization requiring it.

412 LY AJTEEARY LRG0T A TREFE o SmEAOI M AR Y Ao
B4R R RekzEAT A B AASLEAY 5 2w - ARES assumes responsibility for all
decisions made at each stage of the complaint handling process. To ensure impartiality, per-
sonnel involved in the appeal or complaint, as well as those who made the original certifica-
tion decisions, shall recuse themselves during the handling process.

4.2 %_% Definition
421 ¢ 2x e s Definition for Appeal

gt AP A EFE RS RASY A AP B 2 JIA T TR D e B R
Refers to a written request submltted by the appllcant, auditee, or certified organization re-
garding an adverse decision related to their expected certification status.

o

4.2.2 #2225 Definition for Complaint

EHEREEAITAR S AERERE PHBRENM SR DES AT RDT G L
Refers to a written expression of dissatisfaction regarding the behavior of ARES and its per-
sonnel, or of certified clients, in certification-related activities.

4.3 ¥ 2% g2 Disposition for Appeal

4.3.1 UaRd ¥t s RPN R _El#«i% » 8 B (ARES-FM-29-1 % = ¥ 37dede 3 e
WE ) d FFFFRETAIL - XIS RS DAY R o AT AR Hp
RL g 5 o ﬁx“ﬁ § P RGE TAR B P R T U o A SR Y SRR ed AW A
Sz Y pd Eendp i A B BT RJE - B A & 1%, - Appeals are submitted by the applicant,
auditee, or certlfled organization, and recorded using the (ARES-FM-29-1 Customer Appeal
and Complaint Handling Form) , which is handled by the Market Operations Division. During
the receipt, certification, and investigation of the appeal, the outcomes of previous similar
appeals should be taken into consideration. The Technical Division will make the final deci-
sion on the appropriate measures to respond. When notifying the appellant of the appeal
decision, the process, review, or approval should be carried out by personnel who were not
previously involved in the subject of the appeal.

432  Hiad il E Y AASLOER 2 B o ¥ R BN E G L g4 e do? 3R
HeY Fad2 3 %5 R ARGLE 56%;%‘_#‘—&1‘##\5 TARM AP M E R RS AP HRp P g2
EELXDE AR iB“) P E g HILERE A T A chREE § VP & 1) - The Technical
Division shall inform the appellant of the progress and outcome of the appeal handling. The
appeal decision shall be communicated to the appellant in writing. If the appellant has objec-
tions to the appeal decision (for example, believing that the certification body has not com-
plied with relevant certification laws, regulations, or this procedure, resulting in significant
infringement of their legitimate rights), they may submit their appeal directly to the certifica-
tion body or the relevant certification regulatory authority in their jurisdiction.

433 Y ARJTPERGZ p DY AR TR T30 AN F e g AR BTG R
The time limit for handling an appeal is within 30 days from the receipt of the appellant’s
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formal written submission, including providing a written response to the appellant.

4.3.4 BRI IEALY o B HET dedkY o ¢35 AR FRETER P 0 X FERF 5 T i g eh
= e #ﬂ * o During the handling process, appeals shall be tracked and recorded, in-
cluding the measures taken to resolve them, and any appropriate corrective and preventive
actions shall be ensured.

4.3.5 drangk s A B R w2 R¥Y A 2 iz £ w F:8 - The submission, investigation,
and decision of an appeal shall not result in any form of discrimination against the appellant.

4.4 ¥# 73 &2 Disposition for Complalnt

441 ERed e BARLREE B AR MEFEE S HRBENMEE Y DL AT R
BE B <(ARES FM-29-1 %: S e BE M IR ) o B f FAERE BT BREE

BB o SRR KA M CEIRENAET NI c FRENE KEE S 0 AR LS
AN S ERF] f»myxw’»aﬁﬁ@ﬂ% DRI SEE KN R X S
E‘in B fR e REINAETIVIIIL AL B TR AETF LR T RRE S
7 oo PR Arie fig“ﬂ%‘é’ iif C R TR B ERIZTERFL EEKE S S - When
any organization or individual expresses dissatisfaction with ARES, its personnel, or certified
clients regarding activities related to certification, the { ARES-FM-29-1 Customer Appeal and
Complaint Handling Form) should be completed. The Technical Division is responsible for
verifying whether the complaint is related to certification activities. Once confirmed, the rele-
vant complaint shall be forwarded to the Audit Department or Digital Data Department for
handling. If the complaint involves a certified client, the effectiveness of its management sys-
tem shall be taken into consideration during the investigation. Where necessary, its certifica-
tion may be suspended, and inquiries or clarifications shall be made with the certified client
at an appropriate time. Upon receiving the handling form, the Audit Department or Digital
Data Department is responsible for collecting and verifying all necessary information to sub-
stantiate the complaint. The Technical Division shall inform the complainant that the com-
plaint has been accepted and provide updates on the progress and the final outcome of the
complaint handling process.

442 Ao S HFELERILES T B R(GHACRG Eﬁﬁ_ﬁﬁfﬁ%ﬁ AP BRTEE RE AN AR 0 B
BEZRELDIBE & ) TE e H B STAr DRET FIVM R D - #0 IECQ
HSPM » 4r¥ file S s B2 ¥ 3RadZis % 3 0% 0 ¥ uiski-2ig / IECQ Aph ] » 7
*“»{z ¥ FRILAE (- BN o 1 F G A58 e [ECQAeE st IECQ MC 2 |EC CAB #

Uor s TP Y R o T REFEHE b @ ;ﬁ—_ﬂ_ﬁ%‘«—é Foptd i de 52 i o f the
complainant has any objection to the complaint handling result (e.g., believes that the certi-
fication body has failed to comply with the relevant certification laws, regulations, or this pro-
cedure, thereby causing serious infringement of their legitimate rights and interests), they
may directly submit the matter to the accreditation body or the local certification regulatory
authority. For IECQ HSPM, the relevant provisions of (ARES-QP-18 IECQ HSPM Scheme
Document) shall apply. If an applicant organization is not satisfied with the outcome of the
appeal handled by ARES, and considers that the decision is contrary to the IECQ Rules, the
organization may submit an appeal in writing to the IECQ Secretariat or the IECQ MC and
IEC CAB within one month after being informed of the decision, stating the reasons for the
appeal. ARES shall inform the organization of this appeals and complaints channel through
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its website.

443 ;\I“’a‘a""mflﬁ‘”'ﬁp»]z?ua"’ﬁ oo Fp 2 P4 30 BaiEApN s F e gréa‘é‘{‘f—*ﬁ
Ed e R HITRE RS CARSS IR A Y PREE AL OEERRE 0
TATF R LCAIHME @A-@i‘a v A 2B Rl A2 R - The time limit for handling
complaints shall be within 30 working days from the date of receipt of the complainant’s
formal written materials and shall include providing a written response to the complainant.
The Technical Division shall formally notify the complainant of the complaint handling results
and, in consultation with the client and the complainant, decide whether to disclose the sub-
ject and resolution of the complaint as well as the scope and extent of such disclosure.

444 EHL S iR A f}ﬁ’f#_g Foo WEREEE E A SRR 3R 2 f’L’r#‘%B’»#ﬁ ¥ enw B is4k - Certified clients
shall, upon the organization’s request, provide complete records of the actions taken in re-
sponse to the relevant complaints at any time.

4.5 4 174035 Analysis and Evaluation

451 BIZ AL EE 2T > AEAERG Y SRR S i 0 ¥ W17 (ARES-FM-
30 ¥ Forie 22 AJE > E Fin szt 4 ) % 2 # A& © The headquarters and each branch shall,
in December of each year, compile all appeal and complaint handling forms generated during
the year and prepare the { ARES-FM-30 Appeals and Complaints Annual Statistics) for sub-
mission to the Technical Division.

452 HiFRuek B FERFEFAERY BN AFL O TR R FE L KL
»z 4 - The Director of the Technical Division shall present the statistical report at the annual
management review meeting to evaluate the effectiveness of ARES’s appeal and complaint
handling.

45.3 “r“ﬁ VB R GHEA @RE S SR A eRa XD ER AN FE 0 ¢ £ BESIERL T

R A2 LB AR EWS hiziz e - > o All appeals and complaints shall be
handled without any discrimination based on whether the complainant is an individual or an
organization, including not refusing to accept the complaint and ensuring that the investiga-
tion and decision-making process is based on evidence rather than favoring any party.

5. 31 % < i Reference Documents

5.1 ARES-QP-19 STATEMENT OF SURVEILLANCE ARRANGEMENTS of the Certification
Body ARES) .

5.2 ARES-QP-18 IECQ 7 % # F &4z ¢ &= } “(HSPM)sE p < i+ ) - (ARES-QP-18 IECQ HSPM
Scheme Document) .

5.3 IECQ 02 IECQ s st = 2 - 4 & £% 5 if4 2 - [IECQ 02 Rules of Procedure — Gen-
eral requirements for the acceptance of IECQ Certification Bodies, Clause 5 Complaints.

5.4 IECQ 03-1 #73 IECQ * %2 - & & §% 9.17 i5¥ 3% - IECQ 03-1 Rules of Procedure Part
1: General Requirements for all IECQ Schemes, Clause 9.17 Appeals.

5.5 IEC CAO01IEC # &g ik ~4Lp 32 [ECQ 01-S IECQ k sud4f L 4p] - IEC CA 01
Basic Rules and IECQ 01-S IECQ Supplement.

5.6 TAF-MS-C06 ¢ 52 i stz s g e (ISO/IEC 17021-1:2015) % 9.8 ix¥ 37~ % 9.9
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6. it * 2 ¥ Forms Used

6.1 ARES-FM-29 ¥ 7frdz 2 3 3 @ £ - (ARES-FM-29 Appeals and Complaints Handing
Form) . (& &z & p 8L 32 % 4@ * Forinternal receipt and registration by ARES )

6.2 ARES-FM-29-1 % = ¢ 3A{cfe B F 2 ¥ - (ARES-FM-29-1 Customer Appeal and Com-
plaint Handling Form) . (¥ 24 &4 22 A 3 % # * To be completed by the appellant or
complainant )

6.3 ARES-FM-30 ¥ ez 22 A2 > & e izt 4 - (ARES-FM-30 Appeals and Complaints An-
nual Statistics) . ( & & & ® & 3+ * For annual compilation and statistics )
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