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1 HHJ Purpose

NERER BRSPS TR AR A2 4E5 SANM VIR AL & TR %
(R85 77 B IE A 2 FUASHLA BB 2, ARHLAHKHE CNAS-R03. IEC CA 01, IECQ 01-S.
IECQ 02, IECQ 03-1. TECQO3-5 [y EERMIAHLAL A 28 SCAF L RE il e A o
These rules are especially formulated based on CNAS-R03, IEC CA 01, IECQ 01-S , IECQ 02,
IECQ 03-1, IECQO03-5 requirements and body’s (CESI Certfication) system documents
regulations to ensure the fair and effective handling of appeals, complaints and disputes, and
safeguard the legitimate rights and interests of all parties involved in the

certification/verification work and the credibility of the body (CESI Certfication).

2 JEHE Scope

AN 3 P T A B RS DGIE/A% A B RAF VIR E F5/4% B BRI R AL U0 A B LA ) H
VR RS AR 5 7 0 AT LR i tH SR AT 4 DR AR B o AR 38 FH T 1) A AT LA 32 H 1
B B VIR AZ A B C 3R VAIEIE T/ B Rk R A 2 5 v
These rules apply to the handling of appeals against the body (CESI Certfication) by
organization applying for certification/verification or having obtained certification/verification
statements, as well as complaints and disputes raised by other interested parties against the
body (CESI Certfication). These rules also apply to complaints made to the Agency against an
organization that has applied for certification/verification or has obtained a

certificate/verification statement.

3 EMNX Definitions

3.1 BiF: I IEAZE S O RV EIE /AL SRR A U AR g e, 53
W NEAZ EREEA RIRE, AN H 1 B85 18 1 A5 g K

Appeal:A written request to the body (CESI Certfication) for reconsideration of the its
decision regarding the desired certification/verification status.

3.2 B ARFAHASAN NAAYIIRER, G5 THVRFREGRIEEN, XA
BRGNS0 T AR T2 FRIE IAUE/AZ 2 B R IR IE /% 2 R 1 A 2 5 3
AN B 5 T R IR

Complaint: A written statement, different from those who complain and want an answer, that
any organization or individual expresses dissatisfaction with the body (CESI Certfication),

business departments, relevant personnel, or the activities of the organization applying for
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certification/verification or having obtained a certificate/verification statement.

3.3 FP: HFIEAMEAZ A B C R AUEUE /AR & R AR S AN S EAZ B A
REFEERE A FE LR . FEIELHE AR AR5 A A
FCVIE/AZ% B A PP BB T AN [R] 3 I Y A5 T i

Dispute: A written statement of disagreement between the organization applying for
certification/verification or having obtained a certificaten/verification statement and the
institution on matters related to certification/verification. It mainly refers to the written
representation of the party' s different opinions on the qualification of the body (CESI
Certfication), the certification/verification procedures or technical issues during the

certification/verification process.

4 Bk, FIFMFNAEIBIEN Principles of appeals, complaints and disputes

4.1 AP EH YR, BFRMF ARSI, PAEZAORIEEEN . ArAEAE. #%
. CNAS AFHEYE. IEC CA 01, IECQ 01-S. IECQ 02. IECQ 03-1. IECQ03-5 &
AHURE ST S HE N o

The body (CESI Certfication) handles appeals, complaints and disputes on the basis of facts
and in accordance with relevant national laws and regulations, standards/certifications,
verification rules, CNAS accreditation norms, IEC CA 01, IECQ 01-S, IECQ 02, IECQ 03-1,
IECQO3- 5 and the body’s (CESI Certfication) documents.

42 Z5HF, SPGB RE N GO E RS BT S R SR sla ¢
HIAE A TTHE B A R 5T

Those involved in the appeals, complaints and disputes handling process are responsible for
the confidentiality of any non-public information they obtain in relation to appeals, complaints
and disputes.

43 Z5HF. SPGB AR E N 51, BINORFFRA . DIk, AR 5
MLAE

Those involved in the process and decision of appeals, complaints and disputes shall be
objective, impartial and non-discriminatory.

4.4 HHR, BURS IS BEEMFERRZOANZAES 5HIF. SIPMFHiHEE .
AR AR E

Persons directly interested in appeals, complaints and disputes shall not participate in the

investigation, handling and decision of appeals, complaints and disputes.
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4.5 KPR R FFMGRAE B AR AT 2% 2K P 5T .
The body ( (CESI Certfication)) is responsible for all types of decisions made in the handling

of appeals, complaints and disputes.
5 FAIF. IR appeals, complaints
5.1 HiFZETEE Scopes of appeals

a. JoIE PR A2 PG The application will not be accepted without justifiable
reasons;

b X NIE/AZ B R E A I, EREFIRE Z HE =+ H N1 BRI If there is any
objection to the certification/verification decision, the appeal shall be raised within 30 days
from the date of receipt of the decision;

¢ X BT TEREURE VAE SR/ B RIR A R, R RIREZ Hilg, =+ H AR
FHF[¥); If there is any objection to the suspension, cancellation or withdrawn of the
certification qualification/verification statement, and the appeal shall be raised within 30 days
from the date of receipt of the decision;

d.HAth. Others
5.2 FIFRAFEKITEE Scopes of complaints

a. 8 HH S DOIE 5 A% /R B /A% A1 ; - delayed implementationb of certfication
audit/inspection/verification;

b0 B AL B A% AN RIS 7L ; objection to the personnel qualification of
ertfication audit/review/verification;

e X H %k A /AZ B I A i objection to the team of ertfication
audit/review/verification;

dXARNAM BN TN NEEEFAT NI; violation of the body (CESI Certfication)

or body’s (CESI) personnel;

e N NANIIEZE W P [F]; unreasonable charges of the body (CESI Certfication)

£00 T DAUGE B BRAA R A 5 DUESORT SRAIE A P 7= 53 7™ BN 1Y, BT BALAIE
PE i IR R S A TG B0 T LU BRI GHG iR A F18;  If there is objection to the
certified management system or serious dissatisfaction with the product quality of the certified
enterprise, or objection to the standard compliance of the certified product, or objection to the

GHG statement verified;
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g XN UEUE PAZ B FRIR Fbs HE R A 7 1LH; Objection to the use of the
certificate/verification statement and logo;

h. A, Others.
5.3 Hif. $IFHIRH Raising appeals and complaints

B SR AR AN 25 F IR S5 BB SR L R URAb . 2B, VRN PR OMAR G
FHIURA 30 RN R, BURM AR R RR IR L BUF T 51 NS4 i 5 J 152
AH#J. The appellant and/or complainant shall submit the appeal and complaint to the
customer service department of the body (CESI Certfication). The time limit for accepting
appeals and complaints is within 30 days of the occurrence of relevant matters. Appeals and
complaints shall be submitted in writing and submitted to the body (CESI Certfication) after
being signed and sealed by the director of appellant and/or complainant.

5.4 MR, BUFHISZEE Acceptance of appeals and complaints

FRSERARIRE N2 HHR. BJF, fRIFICs, IR BOJRi 2 BRAG HL 1 i
FIHR L $JF A - The Customer Service Dept. assigns a special person to recevie the appeals and
complaints, make a record and notify the appellant and/or complainant with a written
acceptance of appeals and complaints.

LR ST S EFA T 522 Complaints may not be accepted if:

1) E#FF; Anonymous complaint

2) WIFHEE T SZHERE; The content of complaint is beyond the scope of
acceptance;

3) SR AR T BB B Information supplied by the complainant is
confirmed false ;

4 FOFRNBELRI TS, WAREELEITREZIFRER, KRR ZIFAAR
BERE AN LA — D5 82 & . The content and clues of the complaint are
too general, the existing information cannot carry out the complaint investigation, and the
complainant is unwilling to cooperate with the body (CESI Certfication) or unable to provide
further information or clues after contacting.

5.5 HiF. HFRAIALE Processing appeals and complaints

5.5.1 MAERRRH R BFAR, AP E LI AT, L35 T LR (EARR T 1E):
According to the content of each appeal and complaint, the body (CESI Certfication)

designates the person in charge of handling, and the handling method can be (but not limited
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to):

a) AEEFRNRIFFEHAT T F; Convene relevant personnel for analysis and

research;

b) HATAEHHITHEM T Organizing working groups to conduct research.
5.5.2 ASHUH R SEBR G DLZH 235 3 H R B IG5 9C & 10 A SR g AT it 9 B AH R
TARASSTAE. . BORCERRE D SURR R AR, SR AR E P
AR PAEAER BRI PER B o BEROUR, RIBABOR 2 S S AU A% BTG S DA K 2
BERUER A K B URALFE 14 it 7T A2 : With the consieration of the actual situation,
the body ( (CESI Certfication) should organize members who have no interest in the appeal or
complaint to conduct research or form a working group to be responsible for the investigation.
In handling the appeals and complaints, the problems and causes of the appeals and
complaints shall be investigated and analyzed , including the tendentious factors existing in
the management system of the institution. In response to complaints, it should be confirmed
whether the complaint is related to the certification/verification activities of the body (CESI
Certfication) and whether it is related to the certified client. The measures for handling
applications and complaints can be:

a) SRPKEINIE/NZE; to reinstate certification/verification as soon as possible;

b) TiRT x4 to prevent recurrence;

c) PP KEUHE i 2P to review the effectiveness of the actions taken;

d) HIRFEHEIE SCE. to formulate the measures into documents.
553 AEATTAXH . BOFHTIHE )R, HSIEELOHEEN 5ER, An Bt
AT . After processing the investigates, the person responsible for the appeal and complaint
will fill in the investigation and handling process and results. The action will be taken after
approved by the body’s ( (CESI Certfication) general manager.

AEEIG O AL B B S5 Bi AR — P . — & P IR TRIR T
AN HIFAN, —r KT8 . The written materials including the reasons and conclusions of
the processing shall be formed in duplicate. One will be handed over to the complainant by the
person assigned by the Customer Service Dept., and the other will be kept for filing.

5.5.4 WHAENLT, 27 ST HAEUCE L SRS I 60 D TAFH N A ANIRHE S,
WUBRF RS A D0 7R B AT, N R A M, JFBEA PR, #UFA . Under

normal circumstances, the Customer Service Dept. will give the appellant a written reply
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within 60 working days after receiving the appeal or complaint. If an extension is required in
special or complex situations, it should be approved by the general manager and notify the
appellant and complainant in writing.
5.5.5 XPHIER IR Complaint against certfied client
5.5.4.1 AFVRE L BN BIFRUER I, 27 RS S B RURIE 15 5 A LA B IAIE/
BEESNA R, FFEFNG RN TLULE . i REF 5 RS 3RUER A%, EIHE
PRI 7 % RIS AR R MG % . When a complaint concerns a certified client of the
body ( (CESI Certfication), the Customer Service Dept. confirms whether the complaint is
related to the body's certification/verification activities, and will handle it if it really does
relate to. If the complaint is related to a management system certified client, the effectiveness
of the certified management system shall be considered when investigating the complaint.
5.5.4.2 X TEXSFAUER IR, B R ITR AR RIORE BB A TIER S . ISMS
SRR AR ARG, N E R URRI IR, AR T2 H U ISMS BT 33 (58
BRD BHRURRIER . W R B RRRIN, SRRz 7 R 45 07 20 a AU ik & 1R SR A
ARAEZE L S it 8 25 6] 5 4RO (B Y IEFE i, B4 LA T JE: For complaints against
certified client, the Customer Service Dept. is responsible for transfer the relevant complaint
information to the certified client. After receiving a complaint, the ISMS certified client shall
determine the reasons for the complaint, including the factors that caused (or induced) the
complaint due to the client's ISMS. When a major complaint is involved, the certified client
shall report the reasons for the complaint to the body ( (CESI Certfication) in writing. The
certified client shall conduct an investigation to develop remedial and/or corrective actions,
including the following:
a)  WNEFNELRE, 1@ HNE YA where required by regulation, to notify the
appropriate authority;
b) PKEFFEM; to restore compliance;
c) BjilbFE &4 to prevent reoccurrence;
d) VPRI /INME AR 871 T ) 22 A S AR AR O I S2 M s to evaluate and mitigate any negative
security incidents and related impacts;
e) PR HAth ISMS H RG34 NI E R H3)); to ensure satisfactory interaction with
other ISMS components;
f) PR R BRI (B0 A IERET#A 2P . to evaluate the effectiveness of
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remedial and/or corrective actions taken.

ISMS FRAEZ S ERAT BT A 57 R0 BT SR BT 2 TE46 7 ) 1 3% - The ISMS certified client

shall maintain records of all complaints and corrective actions taken.
55.6 Z5Hr. BUFRAE. LBEAJUE AN RBIN SRR BFFIEAERR. —H
AFAEMIR, N5 3T LLIElEE. Those who participate in the investigation, handling and
decision of appeals, complaints shall have no interest in the appeal and complaint. In the event
of a conflict, it shall be declared and avoided.
5.5.7 R SRR A NI ALE, ARAHA B, HRUE BRI A (R
AT, REHIFANRRE, AMFEHELS S =77, Appeals, complaints investigation and
handling shall be objective, fair, and non-discriminatory. The confidentiality of the source of
complaint information shall be confidential, and shall not be disclosed to third parties without
the consent of the appealent and complainant.
5.5.8 @R HIR. BRI R AL B R A AR SCAE/ AL A T B B BAEAE AR & B
HE 28], AHURKG KU it 7 AU - Through the investigation and handling of appeals and
complaints, if there is any non-conformity or chance for improvement in relevant
certification/verification activities or management, the body (CESI Certfication) will take

measures to improve
6 i Disputes
6.1 F R H Raising disputes

6.1.1 fEd /A ETRE PRI NS, Bl a/ZaEd KRS 28 %/ E/
BT AR B ZH SRVE A FRdEANIE . AN SE SO B AL BR o X W R AN BE AT
—HUE L, ARG AL B H AR AT A A A H A R AR, (BRI
OUFE 10 N P TR & AR 25 7 IR S5 32 o A%/ AR 2 07 AT DAFE S+ 10 H A B
+5 1 S A FM U 2 IR S5 B FEH

Disputes raised during the audit/inspection/verification process are generally handled by the
audit/inspection/verification team leader and the audited/inspected/verified party in
accordance with relevant national laws and regulations, standards/certifications, verification
rules and other documents. If a consensus cannot be reached through negotiation, the
audit/inspection/inspection team leader can make the relevant conclusions of the
audit/inspection/inspection team, but the dispute must be reported to the Customer Service

Dept. of the body (CESI Certfication) in writing within 10 days. The
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audited/inspected/verified party can also submit a written document to the Customer Service
Dept. of the body (CESI Certfication) within 10 days of the dispute occurs.

6.1.2 fEHAM & R AR, NAEFTE KRR )G 10 H A BLA T ScA 2
FHLH$EH . Disputes arising on other occasions shall be submitted to the body ( (CESI
Certfication) in writing within 10 days after the occurrence of the events involved in the

disputes.
6.2 S HIALFE Processing disputes

2RSS E PR AL B TT N, IR SRER T FU IR A i, AL BRAF OIS R AR
A A FAHLE 5 PAT , FRAENCE SR 1) 30 AN TR H AR i3 b B 25 S0 N e
No SR A AL PRAE RAG R, AL R SRR AR5t H IR e R .
The Customer Service Dept. proposes the person in charge of handling, and consults with
relevant departments to study the submitted disputes, report the handling situation and results
to the body’s (CESI Certfication) general manager for approval, and notify the dispute
resolution result within 30 working days after receiving the dispute. If the dispute proposer is
not satisfied with the processing result, he may raise an appeal or complaint in accrodance

with the body’s (CESI Certfication) appeal and complaint procedure.

7 BAREIE R FIE AL Processing technical issues and objections

7.1 X REARTTH H R, BOFMP U R WM R ARZ R, BAZASE
ATHEHE S AT . Appeals, complaints and disputes on technical matters shall be reviewed by
theTechnical Committee and implemented after the approval of the director of the Technical
Committee.

7.2 FH L ARURAR L SRR TAR AL BRR AR H B S, A m) B B 5T B A
If the appeallent or the complainant raises doubts about the appeal or complaint handling
working group or members, the general manager of the body (CESI Certfication) shall be
responsible for replacement.

7.3 B BOFAX Y AL RA AR LN, W ERAAN A IR 523
HIF, HAIEMHERRSHLHELATE. If the appealent and the complainant have different
opinions on the handling result of the body (CESI Certfication), they can directly raise an
appeal to the Impartiality Committee of the body (CESI Certfication) for which to organize an

investigation and handling.
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74 B BOR AR A IEZER B R AL BR A R A AR RN, AT B CNAS 2 #%F,
HH CNAS 4R E 4B . ¥ )2 QC 080000 ANV S5 I, A B9 IECQ MC /2 IEC CAB
RHBF, B IECQ AA-PAMAZUR A AL . HfrEIE V5 17 IECQ B 7 ki
(https://www.iecq.org) Bl K B 22 info@iecq.org KT

If the appeallent and the complainant have different opinions on the handling result of the
Impartiality Committee, they may raise a complaint directly to CNAS for whihc to organize an
investigation and handling. When it comes to QC 080000 certification business, you can
directly raise the complaint to IECQ MC and IEC CAB. the IECQ Secretariat will organize
investigation and handling. Complaints can be made by visiting the official IECQ website
(https://www.iecq.org) or by emailing info@jiecq.org.

7.5 HL BRI ARG ARG ST DIE/ A% B S 2 B S\ M e R A R A SR A
UERE, IR SBOLE B SEN a2 2™ AR FHR, R LA A P AR B AR e
FNRRAR, W] BLR AR SCIA AT B B

If the appeallent or the complainant believes that the body ( (CESI Certfication) has not abided
by the relevant laws and regulations of certification/verification or the relevant certification
rules issued by CNCA, and has caused serious infringement of its own legitimate rights and
interests, they can directly report to the local certification supervision department or CNCA.
Complaints can also be lodged with the relevant accreditation body.

7.6 FURMESTE G, B IRSERS % LARR NSRRI R E S SR AR I AT, IRk
Al 8 A TFHIRRE B AT BT 2K

After the complaint processing is completed, the Customer Service Dept. with client and the
complainant jointly decide whether to disclose the complaint issue, and jointly determine the

degree of disclosure and the form of disclosure.

8 FIEF R, Reception
FEVHYAESZ H T 010-64102688 4000719000
CESI Reception Tel.:010-64102688 4000719000
Hodk: bR ZEITRRE 15— S F W% 100007
Address:Floor 2, Building 1, No. 1 Dongdajie Andingmen, Dongcheng District,
Beijing, 100007 P.R. China.

Email: guohong@cesi.cn

FOoml F9Wm KATHW: 2022-09-27



	Rules for Handling Appeals, Complaints and Dispute
	CESI Certification Co., Ltd.
	1 目的Purpose

	2  范围Scope
	3  定义Definitions
	4 申诉、投诉和争议处理原则Principles of appeals, complaints an
	5 申诉、投诉 appeals, complaints
	5.1 申诉受理的范围Scopes of appeals
	5.2 投诉处理的范围Scopes of complaints
	5.3 申诉、投诉的提出Raising appeals and complaints
	5.5 申诉、投诉的处理Processing appeals and complaints

	6 争议Disputes
	6.1 争议的提出Raising disputes
	6.2 争议的处理Processing disputes

	7 技术问题及异议情况处理Processing technical issues and objec
	8 受理方式 Reception

