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Appeals and complaints procedure

1. HHJ purpose

KIEFPHE T AR BB IR N EN R = BT ~ ERAVEE T AMEK -
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. #iE scope

AFE BB ATA (B A\ SEH A AR FR ST ~ fg%pz 2 - This procedure is applicable

to handling of appeals/complaints related to ARES

3. PEEIHEE criteria

e B i — M R RITEREE K 1SO 17029: 2019, Conformity assessment - General
principles and requirements for validation and verification bodies.
TR AL IR B s B 58 2 — & R RIJEHEE 5K 1ISO 14065:2020, General principles and

requirements for bodies validating and verifying environmental information.

MR LRI eSS B & 28 7 — % R FIJ BB K 1ISO 14065:2013, General principles and
requirements for bodies validating and verifying environmental information. (RS TERIEEN A E

AAB A ER T ZEFEAN A, requested by MOENYV GHG verification program)

4. %EZ definition

4.1 HEFAYER £ © definition for appeal
TR TT © 2 AT eSS T I A BB IRRE A B A A E A &
[EZ5>K » 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 JABHEE A ¢ definition for complaint
fEEERHETT - AT SUESH SN i R TE AN BV ERAERT R - UEHER
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Appeals and complaints procedure

AR o WHASSFankm{t (27 - 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 pEIJFE A disposition principle

5.1 mukfh:DURRE ~ AIF ~ FRERAV A28 - JE MR S AHR THY T - AR - WAE
FREEERET ~ fEARAVAERRE T - BRI ZVE o i e BT ARES-FM-29 (HiGT
FHREENEH R ) - 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 mikmfhERS B EEIR EFET - HARNIA R » WRS B FHET ~ HARE — A HERS
g, DIECREEFRAY /A IEME. 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.

3 TTHUE FRME B ALK 22 1 A HHES Y ARES-FM-29-1 (& = HEfiiif R &z H B ) &
PR B A BRI N B SO RS » SRR OKZ AN BB & m] A B A& HL - The
administration management responsible unit 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.

5.4 EATHUETIRER B EICHEEANER ARES-FM-29-1 (% =GR A IE ) -

BB - ETHEEERRA TE. (TEEHEEE R FER IR A S AEUR

FIHGT ~ #7% - BN ERA BN SRR - SSRUEmERFRTE - F

T AR Z A RE - A EER L A G RUEZE R4  When the fill-in ARES-FM-

29-1 (Customer Appeal and Complaint Handling Form) be received, it should be handover

to administration management responsible unit manager firstly. administration management
responsible unit manager inform the Appeal and Complaint issuer when receiving the
application form. After the investigation process be done in ARES, the administration

management responsible unit will inform result to the Appeal and Complaint issuer in written
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form. The investigation and decision result of appeal and complaint shall not cause any

differential treatment to the issuer.

5.5 BfTBUE EE H B X B WL EAHB R DNESZ M F T ~ SRR Sl ALNE A

E

S SETARE - EHERRAR 2R o (THUEEER B 2B M A R > HEIREES
BAER BT ~ HARRU AR > EEsRE R BEE S - RS EHET ~ fERE— Y

THEEEE) - Administration management responsible unit manager collect the necessary

information to ensure each certain case do related to validation and verification activity by
ARES. When it did, administration management responsible unit 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 F B FFET ~ HOARAVIFIR R TECE EERE B U E TR A R F B R 30 R > BfE

DIEmMEELEFLE ST ~ 823 - The time limit for processing appeal and complain

is within 30 days after the issuer official written information is received by administration

management responsible unit, including a written form of result reply to the issuer.

5.7 R EHET ~ HARAVAERE T - FrA R ERR LS g 2 E - FESC AR ARES-FM-
29 (HHFFFIICENBEEFE) » 6.1 - Inthe 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 administration management responsible unit.

6 4=t iTE HiERY analysis and effectiveness

6.1 {TEEIER B 12 H Bz TR FTE A FTA HET - R0 R - 8
E X ARES-FM-30 ( HHEf ~ 18 & FE1F W 4=t ) - In every December - the
administration management responsible unit collect all the appeals, complaints occurred in

this year - formulated ARES-FM-30 ( Appeals ~ complaints annual statistics form) .
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Appeals and complaints procedure

6.2 TTHEMMER RN EFGTFEEEE TR TIRCHREE - EHMEATREE T - #
FLEE Y A R ME - The administration management responsible unit shall submit the

statistical report to the annual management review meeting. To evaluate the effectiveness of

the handling of appeals, complaints.

7 fEFHZFE forms

7.1 ARES-FM-29 ( HHsfFIFECE:NEIEZE) Appeals and complaints handing form

7.2 ARES-FM-29-1 (& P ERERMIBISENEIEE ) Customer Appeal and Complaint Handling
Form

7.3 ARES-FM-30 ( Higff ~ JHBEF G4zt ) Appeals ~ complaints annual statistics form
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