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Appeals and Complaints Procedure

— . P 7 Purpose
ARRERTT W OERELRERAEDBLNE Y AL L2 gD Zfo &k K o This

procedure specifies the management methods and requirements for handling appeals and complaints

from clients dissatisfied with the certification services provided by the organization.

= . §* ¥l Scope
AARR AR A B A S R T B ahY SR 4 82 RJE e This procedure applies to the

handling of appeals and complaints from all individuals or organizations against the ARES.

= . ¥ #]i% 3% Criteria of Control
1. TAF-MS-C06 ( # 32 % su% @ % f7u % ) (ISO/IEC 17021-1:2015) TAF-MS-C06
{Requirements for bodies providing audit and certification of management systems Part 1:

Requirements) (ISO/IEC 17021-1:2015)

2. IECQ Rules
3. TAF-PC-CO1 { & & & ¢ e 4 ) (ISO/IEC 17065:2012 ) TAF-PC-CO1 {Requirements

for bodies certifying products, processes and services) (ISO/IEC 17065:2012 )

= . B § foiT ¥ 425 Responsibility and Operating Procedure
4.1 =2 J B Disposition Principle
PRH LB S R RMARGS NI A h 2 AUk APM S Y R K B bR

WEARY e R RURE T E o R AR SRR AL AL | A Y S b Y pEs

J2 22 /& % - ARES handles, investigates, and resolves appeals and complaints from relevant parties
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in a rigorous, fair, and non-discriminatory manner, and assumes responsibility for all decisions
made during the handling process. At the same time, it ensures that personnel involved in the

investigation and resolution have not participated in the related appeals or complaints.

411 Tt Ee{RP L 1 pREFLAY FE RRPELLAEFEL > BRI
4530 (ARES-FM-29 ¥ (A2 ST AU 4 ) F 32 T 3030 o F NP ML
BPRATREN I RRY B FRAAE A ER R AR o Any department or
employee of ARES receiving an appeal or complaint shall communicate openly with the
complainant, record the issue in detail on the {ARES-FM-29 Appeals and Complaints

Handing Form ), and submit it to the management department. The management department

shall place the form on the company's public network in accordance with regulations,

making it publicly accessible to personnel or organizations who require it.

412 T3 Y AT EARY LR AT R ERET T SR E Y RS g

Ketp b A B2 RBFEASTA A B /@B Y 4 7w o ARES assumes

responsibility for all decisions made at each stage of the complaint handling process. To
ensure impartiality, personnel involved in the appeal or complaint, as well as those who
made the original certification decisions, shall recuse themselves during the handling

process.

4.1.3 ¥ #*e7_% Definition for Appeal

TR SRS S T AR TS EEEER T FY S E R I M I

e

% - o Refers to a written request submitted by the applicant, auditee, or certified
organization regarding an adverse decision related to their expected certification status.

4.1.4 2 %2 ehz_% Definition for Complaint

BEMERAZ E1 AR AERE S HRBIM AR E S A7 1 B 0E G
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# 1% o Refers to a written expression of dissatisfaction regarding the behavior of ARES and
its personnel, or of certified clients, in certification-related activities.
4.2 ¢ 2% g2 Disposition for Appeal
4219 3rd ¥ 3 s SR A EFESE D 0 THEER (ARES-FM-29-1 £ = ¥ Pfdfodz 2

FAISLHE ) J B PIRie i FERBEA A Y R 0 5L AT

€
1\3
-
W
i

Y PRARIL R S o B HILIL R PR i e T i i o AT PR Y PR

TPE D A A RE Y ARG A BT RIE B A 258 o Appeals are
submitted by the applicant, auditee, or certified organization, and recorded using the
{ ARES-FM-29-1Customer Appeal and Complaint Handling Form) , which is handled by

the marketing department. During the receipt, certification, and investigation of the appeal,
the outcomes of previous similar appeals should be taken into consideration. The
management department will make the final decision 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.

422 F R oY PR WRERILER R B % o ¥ 2R R D G A0 Y A o e

AR AHY gl R RRGR S REBIE AL T ApMREA M R RS AR
Pl-ERp P EZREELTE~ BT 'fi) TR e BN T AR TREEL P

R & 1 o The management department 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 objections to the appeal decision (for example,
believing that the certification body has not complied with relevant certification laws,
regulations, or this procedure, resulting in significant infringement of their legitimate

rights), they may submit their appeal directly to the certification body or the relevant
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certification regulatory authority in their jurisdiction.

423 ¢ FEIEAPEITL B TY AR NG FHEAR30 AP > K Fed FHARED G

3

% % o The time limit for handling an appeal is within 30 days from the receipt of the

appellant’s formal written submission, including providing a written response to the

appellant.

424 L RILEARY 0 G BT jedY R0 ¢ 45 G R FRATER B % > SRR e iE P
R T B AT # % © During the handling process, appeals shall be tracked and

recorded, including the measures taken to resolve them, and any appropriate corrective and

preventive actions shall be ensured.
425 ¢ wmengk M A H 2 w0 A RHY A g E e L w #F8 o The submission,

investigation, and decision of an appeal shall not result in any form of discrimination

against the appellant.

4.3 32 72 i 2 Disposition for Complaint
431 ER e RABAFLHRE2 LT[ AEREL S HRBEPMSH Y hEF L 4757
S BHE B (ARES-FM-20-1 % # ¢ 3ifrfe S F AR 8 ) o 5 0§ F mEind 2

AP EHRFFEAPMN o SRLE > R CHLREINRIL c RO EE

fye

S LR AERY Y REFR IS okl S EFHRARET R S0

PEiE e S ST S L TN A IR BRIV AL A 15 o ) F AR 5 & e

P s

CERFR o RGBSR G o FEIVEL vl S F B0 R £k i 5k

8 R IR 4 2 A % 2 % o 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.
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The management department is responsible for verifying whether the complaint is related to
certification activities. Once confirmed, the relevant complaint shall be forwarded to the
audit department for handling. If the complaint involves a certified client, the effectiveness
of its management system shall be taken into consideration during the investigation. Where
necessary, its certification 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 is responsible for collecting and verifying all necessary information to
substantiate the complaint. The management department shall inform the complainant that
the complaint has been accepted and provide updates on the progress and the final outcome

of the complaint handling process.

432 do? AAHE L RILE %G RRGHOR G REPE AL T A MREE B2 RS AR
Bl EREEZRERTFIEERT) Ve BB RS Ty TREE F0F
$ 91 o %4 [ECQHSPM » /i & % (ARES-QP-181ECQ § % 4 i 424 72 % 5(HSPM)
Bp i) P oedp R 7 7 o If the complainant has any objection to the complaint

handling result (e.g., believes that the certification body has failed to comply with the
relevant certification laws, regulations, or this procedure, 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.
433X RR B RL pedlf 83 o T2 p2303p B2 g S48k

EEe PR PENERF LR INE TR EY T REE S EFEE LR

Pafs o R EE SRR Rk A 2B e 242 R o The time limit

for handling complaints shall be within 30 days from the date of receipt of the complainant’s
formal written materials and shall include providing a written response to the complainant.

The management department shall formally notify the complainant of the complaint
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handling results and, in consultation with the client and the complainant, decide whether to
disclose the subject and resolution of the complaint as well as the scope and extent of such

disclosure.
A4 AT © Rk ABHER B SEPIR S AR B AT B4y 5 e e g o Certified
clients shall, upon the organization’s request, provide complete records of the actions taken

in response to the relevant complaints at any time.
4.4 % 47 403% % Analysis and Evaluation
441 BINE L AR EE 12 0 0 A A E gib»grvﬁ Ui g 42 R 4 o 4 fE
(ARES-FM-30 ¥ F{ede {5 ad® > & /it & ) > 48 2§ LR o 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 submission to the management department.
442 PGB HF ER FIRFH R R UM AFL TR LMY FEE Ce
1@ 535 x4 - The manager of the management department shall present the statistical report

at the annual management review meeting to evaluate the effectiveness of ARES’s appeal

and complaint handling.

<)

44355F ¢ RO RIOT TR A BA S B LT ER LU FE ¢ 27 BIES £

W MR AR AR ARpERD KBiniE 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 investigation and decision-making process is based on evidence rather than favoring

any party.
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7.5 % 2 2 Reference Documents

5.1 { ARES-QP-19 STATEMENT OF SURVEILLANCE ARRANGEMENTS of the Certification
Body ARES)
5.2 (ARES-QP-18 IECQ 3 % 4 i 2.4 7 % %(HSPM)5 B ~ i) (ARES-QP-18 [ECQ HSPM

Scheme Document )

2.1 % % ¥ Forms Used

6.1 (ARES-FM-29 ¥ 37{rdz {2 ¥ M d® % ) (ARES-FM-29 Appeals and Complaints Handing
Form)

6.2 (ARES-FM-29-1 % = ¥ 25 {r42 2 F 3 ?® ¥ ) ( ARES-FM-29-1 Customer Appeal and
Complaint Handling Form )

6.3 (ARES-FM-30 ¥ #{riz 22 g2 > & Hm izt 4 ) (ARES-FM-30 Appeals and Complaints

Annual Statistics )
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