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1. P <7 Purpose
AR RTT WL IR EZHRFRET BLDE LY FEE2 g2 2 {0k R 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.
2. § ¥ Scope

AERAEF AT B A N ST o 2 Y 9F 242 82 iR o This procedure applies to the

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

3. ##|ik 3 Criteria of Control
3.1 TAF-MS-CO06 (g 32 & sus s g L4 ) (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) .

3.2 IECQ Rules.

3.3 TAF-PC-CO1 ( & &% # s #u# L # ) (ISO/MEC 17065:2012 ) - TAF-PC-CO1
( Requirements for bodies certifying products, processes and services ) ( ISO/IEC
17065:2012 ) .
4. B § f-it ¥ 425 Responsibility and Operating Procedure
4.1 &2 k& 7| Disposition Principle
LI o P AR AR N A A TR Y R T
LB ALY DT LR KEF T o RO RSN AL AIE A B AR S8 4p B e
FFEv fe 2% # o ARES handles, investigates, and resolves appeals and complaints from

relevant parties 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
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involved in the investigation and resolution have not participated in the related appeals or

complaints.

410 LR EENPARL ARERL SR R BRBEE S TR B AT
w5t (ARES-FM-29 ¥ iFdrfe ST AR 4 ) > T4 2 3 FIZ30 o F L3N
Bz BRRATEENTRRY > RFFRZAA A EE R AR - 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 Lsh it HY FaIREATY LR GT A REFT T GEFELOI M HE Y F
BRI eda bl A B LR REEA T A R R AAILEALY 4 14w i 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
BT AP A ERE RS HI D L2 Sk A M T
73 & R 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

BEHEHRAZ R IR 0 AERE S HREAMES Y i 5 A5 T B ad
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% # % 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 Disposition for Appeal

4218 3d ¥ g s g Akmesde > $E 8 (ARES-FM-29-1 £ # ¢ e
FRFTARILE ) o 3 BRI - X EREDAY FELY RS
TAMBF Y PFARILRE % o B D F IR B ﬁ%%ﬂ DR AT o
FE Y AT e AT A S8 AN A R AIE - F AP
/& 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 FRId wl FEY FRSLER Z B o ¥ SRR U E 6 AN Y 3

Ao det PRAHY ARJEE G RRGRE RAEBEA G T AP M REA M2 22

N

>‘1

RN ARD o FRp EEZEEIZIE @i%ﬁ)’?i«}‘%—é’ﬁﬁ&%ﬁﬁﬁﬁﬁuﬁﬁ
BT B IV #% 1) - 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
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infringement of their legitimate rights), they may submit their appeal directly to the

certification body or the relevant certification regulatory authority in their jurisdiction.
423 ¢ FRILAPEILG AT AN F e FTAA2 30 A p o T Foe ¥ AR

3

Z % # % 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 h R EARY o i BT esRY 3o & 3G R FEOTER B 0 0 T pr g
i P 3§ ek 24 35 o 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 ¢ FHef D B AZ AT 0 A REY HAg A E R £ W F8 - The submission,
investigation, and decision of an appeal shall not result in any form of discrimination
against the appellant.

4.3 2 72 FJ2 Disposition for Complaint

431 FRERABAFLTHEEZ A 1FAR  MEFL S HEBRFEPMSHY 57 5 £

—ﬂ

AP BB (ARES-FM-29-1 Z = ¥ 3ifefe ST e 8 )o § I E F
R RA T ERBEETADY O SRR R SR IR EINE B T I
W EFRLEHEEFL Y AALERY BT RE ”Ef/— R e B E T e AR
BHBREFTR DR FER RFLESEFARNS ) R BB BT
TP R A (e B f TR T ABEATF L E T RSP EN S FENRE
o lFifple 22 ThiER W REIR e B AR L 2 B % 2 % - When any
organization or individual expresses dissatisfaction with ARES, its personnel, or

certified clients regarding activities related to certification, the { ARES-FM-29-1
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Customer Appeal and Complaint Handling Form ) should be completed. 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 or Digital Information 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 or Digital
Information 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 4o? A FHE LT R T R R(P LA ﬁpﬁbﬁﬁiﬁ il RS
AP EREEZRERTIERLRT) 7 E e BN B S Ty hRE
EEIVPH D o #2 IECQHSPM » & % (ARES-QP-18IECQ 7 2 4= HiE 42 ¢

@ % Yy (HSPM)JE B = £ ) ¥ enjp B 3L 234 i7 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.

433 XMF QAP pRIFLEF AT TR A0 AP LR el

ok

#E

T

GE e RS AL A N R S TR R AR
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FI"’FE'T""Y\;”LLK?' \F’B;}’?'u;»&giﬁ i-i"l,(i \meﬁaﬁg]b"iﬁi)io'rhe

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 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.
434 FrE ¢ Mt AR R A TR B H A B 2 TR B F R e

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 7 403% % Analysis and Evaluation
AALRIVE EAFETREEE 120 0 REAERIT] Y R S RILE 0 K TE
(ARES-FM-30 ¥ 37 {rdfe & @ > # fFin 3t 4 ) 0 32 2 ¢ L3I0 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 E ERFEF L ERT BUNTAEL > TR A
8 g2 % »x o 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.

443473 P FERKHIEFELLSD SRS R P ER AN FS > ¢ T B
BROFRENAEAE R TERY A RGFERD Bimize- 3 o All appeals
and complaints shall be handled without any discrimination based on whether the
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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.

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 } % # i 423 1 % % (HSPM)3E p < i) - (ARES-QP-18 IECQ
HSPM Scheme Document) .
6. i#* % ¥ Forms Used
6.1 (ARES-FM-29 ¥ 7{riz 2 3 3 a2 % ) -«( ARES-FM-29 Appeals and Complaints Handing
Form) .
6.2 (ARES-FM-29-1 % = ¥ 37frfe 2 F M a2 ¥ ) - (ARES-FM-29-1 Customer Appeal and
Complaint Handling Form) .
6.3( ARES-FM-30 ¥ 7 {ciz 2 md® > # iR 33t 4 ) { ARES-FM-30 Appeals and Complaints

Annual Statistics) .
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