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Appeals and complaints procedure

1. P #1 Purpose

AR JH AP/ EOHREIRBED B LDE SV F L LEHE RS 2ok R o This

procedure is developed to ensure that ARES management system can continually, suitably and
effectively meet policy and objective and specified requirements.

2.4 ¥l Scope
ARG AT AR S Mg Y SR 2 > This procedure is applicable to

handling of appeals, complaints related to ARES.

3.4 #| ik 3 Criteria

(F s i@ g ) (ISO/IEC 17021-1:2015) TAF-MS-C06 ~ IECQ rules
Requirements for bodies providing audit and certification of management systems
(A S&BFWBHREREF) (ISO/IEC 17065:2012) TAF-PC-CO1

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

4.8 % fr 1T ¥ 425 Responsibility and Operating Procedure

4.1 =22 J ] Disposition principle
TR s af 2RSS N Ao dZ kAR S Y R TR
FIZEARY 7 AR f F o RPREREESFEDEL  IESA R AFEY RS

M &% o ARES accepts, investigates and disposes appeals, complaints of interested party with

preciseness, impartiality and non-discriminatory manner, and is responsible for all the decisions
of the process, and ensures the participation of the investigation and handling staff, and
participates in the activities related to complaints, complaints.

411 B2 - ¥ A B E PP A R 1 R S 04 U R AT A

ARES-FM-29 (¥ tA{rfe S F M Al ) TR/ TG FIEIM o FIIMB R B R g
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IR R F Rz 4R & e o B &P~ -Any department or employee
that receives 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 ﬂk%}ﬁﬁ%‘?‘ VIRILIEATATF P2 9T A F oo A MM AP oY el S

a4 B fr BT R OB i dRF £ 1w @ o 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 ¢ wenE_& & Definition for appeals:
A B 0 Kl SR o SRR e e p S T R R VR S S
% % & - The applicant, auditee or certified client propose the written request about the
certification decision which is disadvantage to their expectation.

4.1.4 32 72 ehe_& % Definition for complaints:
HEmad2 A1 A A B LE 2% F IR DEFLAP2HDE 0 &7 o

Certified clients’ written dissatisfaction to the behavior of ARES and its staffs

4.2 ¢ v 2 Disposition for appeals
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- ARES-FM-29 (¥ #4r#z 22 F 3t ke
L4 ) MBRTIT B AT AR A Y SREARY BT AT AT Y 3R
gk R PRI 7RG v o Y R 2 ¢ Rk

fod Aa A S Y A 452 A B4 U EJE > &% B 22478 - Theapplicant, auditee or
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certified client propose the appeals by filling in ARES-FM-29 ( Appeals and complaints

handing form ) which will be transmitted to marketing department » marketing 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.

422 F BV Ar? SR Y RARSLZ BRI A B R ¥ (R R T g i 0 A
FEA ook U R A RASER R BRGR A REB AL T REA M R
BRI ERE PR RE BT ) TR e AR T

7T g 30k 4 o 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 (e.g. 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).

423 Ed2 ¥ ReppEi LT gfp—gﬁ e g TAH 30X s TR FRY Ao

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 L ALY i BT b 08 AR R GBS X R

izt 2 4t 4525 ~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

425 ¢ 2| A K E AT H e gfr—gfg * i @ £ %W F:i8 - The proposal,

investigation and decision of the appeal shall not cause any differential treatment to the
appeals person
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4.3 ¥z %2 e 2 Disposition for complaints

431 ERr e BAME R 21 FARERE S E%RET ML AP AR
Menfe 20 BB ARES-FM-29 (¥ 3ifrfe S F I 4 ) o d F VAN S
BERBFE G M SRR M NERIREIIL ek BB ERET S G M

ALY RE R RS R EFRERETR T AR FEREPMH
SEREE S R cRENEIAIEA B AL R AET SR TR 1
FERde I8 o Xd g AN rfe I8 FREARR TREEEESEFRES S22 iR R AR
g2 2 % - 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 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.

432 4o% ¥ PFA S SASLR R T BRGLG REBE AL T RBA M2 B RS AR
FTRER)LEFREEZRIEERT T U A BB AT AR REL F
FEFP % 0 o %13t |IECQ HSPM @ %% ARES-QP-18 (IECQ 1 % 4 iz 4 32 & &

(HSPM) 38 p <~ i) 4p & 4L 2_- 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

ARES-QP-04 F/5 4% A AR TS S AEoiTHA < Please confirm whether the hard copy is the latest version
before use. 4/6



THEREREFLIF AP ¥%% No. :
Am ARES INTERNATIONAL CERTIFICATION CO., LTD | ARES-QP-04
Ci - 2 2 0
P fede I A R 77 Page: 5
Appeals and complaints procedure

complaints), for IECQ HSPM scheme -please refer to ARES-QP-18 IECQ HSPM Scheme

Document.
ABIRDR LR AIFLH ST a PP I02p 23 F s FRY 71 -
PR SACE G S D R S BB E SR LY R

RE #2485 Bk OB » i 2B 2 42K - 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.

434 E T ¢ AR A SRR £ I e S 9TH B4 % iz bk o The

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

4.4 7~ 7 4c3®= % Analysis and evaluation

441 BINfr s A HoTHE E 120 TR E B A 4 IR G ¥ 3R s J2 19 ehial
# > @liT3 ARES-FM-30 (¢ 3% ~ £ 22 2 2 Fim stz & ) o 352 F 7238 - 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.

442 FMIMGW B LFE EFIF L ERY R LAY AR o mR AR P L

Fed2 53 »% i °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.
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443%7F Y S FIHC A BA N oA s Ee L Eg

R - T Fa R

Bk -2 AL A2 8% ARER Kand @ - > % o All the Appeals and

complaints are regarded and disposed in impartial way, any differential treatment is not

allowed.

5.31 % < {2 Reference

5.1 ARES-QP-19 (STATEMENT OF SURVEILLANCE ARRANGEMENTS)

5.2 ARES-QP-18 (IECQ 7 2 4 B &4z ¢ 1 % %t (HSPM) s p < ) IECQ HSPM Scheme

Document

6.% * & ¥ Forms

6.1 ARES-FM-29 (¥ 7{rde &2 F g2 % ) Appeals and complaints handing

6.2 ARES-FM-30 (¢ 27 ~ §2 75 > & [ im izt

form

szt 4 ) Appeals ~ complaints annual statistics form
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