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Appeals and complalnts procedure

1. HH purpose

AREFPRE T BRI TR BV EREE IR A i B Y% P T ~ #ARAVEEL T VA RIZ0R - This
procedure is developed to ensure that ARES management system can continually, suitably and

effectively meet policy and objective and specified requirements.

2. #iE scope

AFEFF AR FTA 8\ BCH A B A Ay FREST ~ #24%p2 2 - This procedure is applicable

to handling of appeals/complaints related to ARES

3. PEEIHREE criteria
(EE L szl s84# 1) (ISO/IEC 17021-1:2015) TAF-MS-C06 - IECQ rules

Requirements for bodies providing audit and certification of management systems
(FEmEese g el i) (I1SO/IEC 17065:2012 ) TAF-PC-C01

Conformity assessment-Requirements for bodies certifying products, processes and services

4. BRFHI/EERERE responsibility and operating procedure

4.1 FEIHFE A disposition principle
oafm R PARGRE ~ A IE ~ FREARAY TR S AR B E MR TRV RS ~ #0AR - IR
HUBRR P A AE AR © [FIFMHERSBEEE - mEA A8 - RSB - HRHVHERS
B - 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.
411 BERHIAR ~ FR A AR (T o) B0 T B0 B T S S B 7R A S BE R R SR AT
ARES-FM-29 (HIFFIHIAR & m B ) TR A B B - ‘BB E SR A e R
RAENERS o AT ORZ AN B EEH R AFHERL - 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 RHEREH PR USRS B FTE A E AR « RESRAIEN: » RIS K AAH
B8 A SRR BRI E A BB AT B B Y LAEl## - 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 certification decision personnel should be avoided in the processing
stage of appeals and complaints

4.1.3 HfHYEZ £ © definition for appeals
FEHEE T ~ AEZ )T BB RS AH AR S T HIH S A B sS IR RE A BARY A FIAE T Y & 55
>k - The applicant ~ auditee or certified client propose the written request about the certification
decision which is disadvantage to their expectation

4.1.4 3gXeHEZ £y ¢ definition for complaints
¥ oot R HTAE AN BRIERS R P BERsE A BRI 1T Rk A TmHYE | o - certified

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

4.2.1 (HHEETT ~ ZAER T BESE A SR L HHEY - A ARES-FM-29 (HIEPAIH AR &R R B )
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
HAEER FRE > A B P LAEE » 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 EHEES HI PSS TR 2 A H s A IR - B R DL E s AT S R ST
A o QISR EHET A TR B 4SS Rk (B0 R S i AR ST iR A R A AR B
AINGEE E B &AM 2RI EREFN) - o] DUE# 0 H S s s et e B
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Fa¥2H - 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
certification body did not comply with the relevant certification rules, laws and regulations »

and caused serious violations to the legitimate rights and interests of their own) > he can directly

turn to the local certification regulatory authorities for appeals).

4.2.3 jix F ER SRR PR R RS FR BT 2 IERC Y I B R 30 R BLFLE & 7 HHEF AL - 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 A TE RIS FEBHEBAEC R TR - B SR B T R (R B T 2 B2
1F K 5E IEE 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 HIEFZ fRHH ~ S KR A B T A AR (L r 22 Al 55 4% - The proposal, investigation and

decision of the appeal shall not cause any differential treatment to the appeals person

4.3 #1425 disposition for complaints
4.3.1 {EArr4H &% B B andm 1 fe H T AF A ENERS % = BLEpse A RANYTT BRI b iy
5% » % ARES-FM-29 (iR & a iR ) - HEH RISt Binse s
B RH > SHESIA BRI T DA I B R - SRR EE S K SR - PSS ES
EEEHZGARNM: - HEFEEHEEER - W EEERE NSRS R P T2
[ - FEZEUNER I RIZ E R T L&A N EAVER - DUHETIEAR « M EE AL

R R 2 PR > WERR (AR A AR e B 2 MR T 8145 R - Any organization or
individual propose his complaints due to unsatisfaction to ARES and its certified clients about

certification related behavior - by filling in ARES-FM-29 ( Appeals and complaints handing
form) . The management department confirm the whether the complaints is related certification
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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 certification 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 WIR R N H R RS SH ik (0 R iona i R B S S AR B A AR B FH Al
B E O AT REREED > 0 DUE B HE e S SR e b s S B e S TR
H) o ¥fA IECQ HSPM » £°% ARES-QP-18 (IECQ A E¥)H S FE 24 (HSPM) 1H

H SC2E) #EREHR E o If the complainant disagrees with the results of the complaints handling(he

thinks the certification 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 certification regulatory authorities to complaints), for IECQ HSPM scheme - please refer
to ARES-QP-18 IECQ HSPM Scheme Document

4.3.3 ZHHRE IR B FHSE EARF AR E R 30 XA - BfiEmEEFTIA - &
HE R R R B A 2 S5 2R - IEFUBAHERE - SR F RS HEIRE - B &

58 T RE R HO s T DUANBE » DU /A B F2FE - 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 JEEE PIEfZ IRATRERIEOR - B (R B EAR AT PR AU S HEAYECE% - The certified

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

4.4 Sy AIEEE analysis and evaluation

4.4.1 FEEMIS SRR 12 H (BB AP AL pe BRAY AT A HRETT ~ HOARAY R B -
BUER ARES-FM-30 ( HIGfT ~ HIARRFIHERAETER) © $E5CEHEED - 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 EHEIEF ST EHEEGR TR TR - DIaHE AR T ~ R mHE
HIE M - 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 FrAHTEET ~ HORRA PRI 7 RefE A\ SRR T S 2= Rl A - AR B2 HI AR T HARHY

e~ DURGRE A EAS R s B M R E — 5% - All the Appeals and complaints are

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

5.5| {4 Reference

5.1 ARES-QP-19 (STATEMENT OF SURVEILLANCE ARRANGEMENTS)
5.2 ARES-QP-18 (IECQ A EMHE WA EH R4 (HSPM) IHH () IECQ HSPM Scheme

Document

6.fEFHFEE forms
6.1 ARES-FM-29 ( HEFHIFUFSE:NEHEZ) Appeals and complaints handing form

6.2 ARES-FM-30 ( HIEff ~ U8 EF 15 4=t ) Appeals ~ complaints annual statistics form
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