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Appeals and complaints procedure

1. HHJ purpose
AREFHE T EH AR IS/ BB IS N mENE R - S ERH T AMNZE

3K » This procedure specifies the management methods and requirements for customer complaints

and complaints that are dissatisfied with the validation/verification services provided by the ARES.

2. Ei[E scope

AKE Fr i S A {1 A SR SR T AR R ST ~ #A%EEEE - This procedure is applicable

to handling of appeals/complaints related to ARES

3. ¥EEHRE criteria

e B s — et R RITEEBE SR ISO 17029: 2019, Conformity assessment - General
principles and requirements for validation and verification bodies.

MR R B M E B & 28 7 — % R HITERZESK ISO 14065:2020, General principles and

requirements for bodies validating and verifying environmental information.

MR L PR I B RS A 38 — A% SR RIJEATE SR 1SO 14065:2013, General principles and

requirements for bodies validating and verifying environmental information. (R$A{ TIRIE L E =

AEeEE T ZEEW A, requested by MOENV GHG verification program)

4. 5EZF definition

4.1 HEFHYEZE By ¢ definition for appeal
TEAERSHEE T - AR T BUES A SS T E HH SE AiEE B SRR A BT AR E AT HY
AVEE 555K - The verification applicant ~ auditee or certified client propose the written

request about the validation and verification decision which is disadvantage to their expectation.

4.2 JWAEHYER  © definition for complaint
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eSS~ A ss 7 B SS AR T nn b T S B T E N BHES/ B8 A RETT o, LLEH
TR, WIS 2]onkg (017 - The verification applicant ~ auditee or certified client

send written unsatisfaction to ARES and expect to have ARES response regarding to the

validation and verification behavior of ARES and staffs.

5 pEFEH] disposition principle

5.1 oofmftDUBGE ~ A 1F ~ FREHRAY T2 ~ SRR Ak B AR RE TRV ST ~ #% - dGAE
FRERERGT ~ HARHVEIE T - BRATARIEZIE © RN ARES-FM-29 (HiGT
MR EENEHZE ) - 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 completely record in ARES-FM-29
{ Appeals and complaints handing form ) .

5.2 Gohp{THECR S BEE AR T ~ R A A - WARSEYE ST - R E—F GRS
g, DB IEAY /N IEM:. ARES ensure the investigation impartiality in handling process of

appeals and complaint of each case, the investigation staff did not join the original activity in

that certain case.

5.3 BEIENRKZE 0 n[EER Y ARES-FM-29-1 (& FHFPRIHARE NI ) BEER A 4
HVABISC G ZEmas - AR K 2 N B EEHAR T A F&HT - The management department
public a blank form of ARES-FM-29-1 (Customer Appeal and Complaint Handling Form )
in Web site, to make it available to the person or organization.

4 EEHEWEIEEEANEN ARES-FM-29-1 (& FHFTRIHISER I ) - 50—
—AREEHEEE. BHEH LRSI E SRS R ~ #7% RHRSE A F A HE
BRI - SRUFEmESAFERLE - H65F B ZHERRE - FAEHE

H 2 %S Bk (T {e] 72 I 15 28 - When the fill-in ARES-FM-29-1 ( Customer Appeal and
Complaint Handling Form) be received, it should be handover to management department

manager firstly. management department manager inform the Appeal and Complaint issuer
when receiving the application form. After the investigation process be done in ARES, the
management department will inform result to the Appeal and Complaint issuer in written form.

The investigation and decision result of appeal and complaint shall not cause any differential
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treatment to the issuer.

5.5 HEHE FEWELNEIER A ESZ AT - RS &AL SRS e E RS
BIARE - ETENAR 1%, EEE T E MRS RE, WARRK(EE S BRI T - #1%
AR > BalEBbEE 8, ARSBIHGT - #RE—Z I HESSE),
Management department manager collect the necessary information to ensure each certain
case do related to validation and verification activity by ARES. When it did, management
department manager report to general manager, assign both investigator and reviewer in

appeal and complaint certain case that did not join the original validation and verification

activity in the same certain case.
5.6 ERIRERET ~ FARAIG IR A E B A R R R A LN &R 30 RN - BfEIE S E

4EERASERET ~ FUAREEH S - The time limit for processing appeal and complain is within 30

days after the issuer official written information is received by management department,

including a written form of result reply to the issuer.

5.7 pRBEERET ~ FERRAVERET > FrARR SR RS g 2R E - HESCREACHERTY ARES-FM-

29 (HEF LR EFEIER) » KHEHEFER o In the process of appeals ~ complaints
be investigated, disposed and all the decisions, shall be completely recorded in ARES-FM-29

{ Appeals and complaints handing form ) and be filed in management department.

6 HiEtsriTEl HEXY analysis and effectiveness

6.1 EFREVEA 12 H Oy B L HIRT A IR BRI FTA Ot ~ HRAVER R - BU{ERC ARES-
FM-30 (EREF ~ 824513 ) ° In every December » the management department
collect all the appeals, complaints occurred in this year ° formulated ARES-FM-30

{Appeals ~ complaints annual statistics form) .

6.2 FHENHEAFFEREEGRTRRIGTRE - DEPh A e ~ S mHE
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HYAE R - 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.

7. fEFHZFE forms

7.2 ARES-FM-29-1 ( B FERFFIBAREEIEE ) Customer Appeal and Complaint Handling
Form

7.3 ARES-FM-30 ( HEff ~ B FIE 4T3 ) Appeals ~ complaints annual statistics form
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