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HEFAFEERERF

Appeal and Complaint and Disputes Process Procedure

1 ZATEHE Scope of application

EH T HRHMESSRER P A AT A G (BRFFHZAN HRAR. ARG R EZ0A
UEVERE . R T RHUE . AT EINERE N A M AR ERBLRAAT Jy, FTEAR Y
Pr R Fi

Applicable to customers who apply for certification or have obtained certification, who may file an appeal or
file a lawsuit against our company's personnel (including auditors and related personnel and branch personnel) for
violating national certification laws, regulations, and relevant regulations of recognized institutions, as well as for
non-compliance with the confidentiality, impartiality, and objectivity requirements of certification.

12 BHEADLSEE: REEHEAR, MEEHEER, PUERZEEHEEAR, T ge2EHKAR.
HACCP EHHIA R, MEEAAR, RRIEEHAR. SELEEHAER, FEHARRFSEIER. VA
R 2% Z ] A99 B BRAA R S CARTFAEHE IR IR 55 S E S

The covered services include: Quality Management System, Environmental Management System,
Occupational Health and Safety Management System, Food Safety Management System, HACCP Management
System, Measurement Management System, Energy Management System, Information Security Management
System, Information Technology Service Management System, the institution's registered A99 Management

System, and approved service certification areas.
.2 BR3T responsibility

2.1 BEHE AQC X H K H R A F Ab B 45 A AN
The General Manager is the approver of major appeals and complaint handling results by AQC.
ERERERLBF BF. FULHEFEN .

The management representative is the competent leader for handling appeals, complaints, and disputes.

2.3 HFRIFR 2 DT R M B B R A IR MOZE, W AR AR S EOR
2% FR LT R S B R 24 B LS B e A RO A B AR b i RAT R A IE KR, B L

The Complaints and Appeals Committee is responsible for ensuring the fairness and independence of
complaint and dispute resolution processes, reviewing compliance with procedural requirements, conducting final
reviews and issuing rulings on major or complex complaints and disputes, identifying and addressing violations
during handling, and overseeing corrective actions.

2.4 BOREGEHR. BOURACELE BELT], AR AL B B R BOUR R DL A8 BEVP o R4l 2 IEPE R B
AT B

Technical Department is the management department for handling appeals and complaints. Every year, the
handled appeals and complaints are submitted to the management review and submitted to the fairness committee
for review.

2.5 AEWZE RSN FRAUCHE N A R EHZ YR, FNH SRR, BURAIREDL, $EH R
W

The impartiality committee is responsible for authorizing the handling of complaints against the company's

%103k 8 ;T
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management, reviewing the handling of appeals and complaints, and providing opinions and suggestions.
2.6 TIHIATTHRNMCB VR, BUFEME, e R 5 2R

The marketing department is responsible for receiving appeals and complaints, and determining whether to

accept them.
2.7 BHRIIAC &S S A B R B R, SRS
All departments cooperate in investigating and handling related appeals and complaints

3 FEFESFAEE RN Principles for Handling Complaints and Disputes

3.0 SR, B FCHEE EERERRMN, N AR5, B ORACE R R SN O
RN

Those who have a direct interest in appeals, complaints, or disputes should avoid them. Ensure that the

personnel handling complaints and disputes are unrelated to the incident.
3.2 KEBEFR. YR P SRR, DLE SO IR AR S AQC FE HEN .
Handling appeals, complaints, and disputes shall be based on facts and guided by relevant national laws,

regulations, and AQC regulations.

3.3 R, YR U BT RIS A SR AR 2 AR B, I DAARISCRL R 7 3052 B R AR
I it A RO HH R

The principles and procedures followed in handling appeals, complaints, and disputes are non discriminatory,
and appeals and complaints are accepted, investigated, and decisions are made in a non discriminatory manner.

3.4 PR ERRAR R/ TAE N GURLORFF LA I, SIS S AR 5 B R, #00F . 4 30E IR
ATHE RO RERTE, R (REEERT) .

The staff handling appeals/complaints/disputes should maintain objectivity and impartiality, and bear the
responsibility of confidentiality for any non-public information related to appeals, complaints, and disputes, as

detailed in the "Confidentiality Management Procedure".

3.5AQC FLLI . ATE. ARGAAE R F RUF) , REDERAIERE . YR R ALk
NG HYF R FIOE RN R, G S ZAHERE, JRAE 60 H P AL B 45 SR 15T o A0 F
N

AQC shall handle appeals (complaints) promptly, impartially, and effectively, and implement necessary
corrective measures. The decision regarding an appeal (complaint) shall be made by personnel unrelated to the
matter in question or approved by them, and the outcome shall be communicated in writing to the appellant within

60 days.
4 HFHIFVEE Scope of Complaints and Appeals
4.1 HFJ5HE: Scope of appeals
a) 452 iTE; Refusing to accept the application;
b) HE4a4k 1T H #%;  Refusing to continue the audit;
c) ERRHEUA IEFEHE; Require corrective measures to be taken;
d) ZHIAUEYEME; Change the scope of certification;
e) ATFINE, 5o IE; Not authenticating, suspending or revoking authentication;

£) FHASIRIG IR FoAh 35 . Any other measures that hinder obtaining certification.
%2 k8w
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4.2 BFJEHE: Scope of Complaints

a) WAIE FHE 7 BERIE 2 S A AN A AQC FVAIEBSR « I8 /R I FEAAIE S SR AAE N KR
LA AN 5

The dissatisfaction of the certification applicant, certification organization, or other external personnel with
AQC's certification policy, operational process, certification results, and the performance of certification
personnel;

b) AMEE G SRAEH SR s IAEIEF 5 VIR AN AT bR & B A A AN

External personnel are not satisfied with the use of certified organizations' products, certification certificates,
and certification/recognition marks.

4.3 BT HIFHIRZEIEE: Not within the scope of complaint and appeal handling:

a) CDHE NP H R F.

An appeal or complaint that has entered legal proceedings.

b) HE AMBPE TR RS RUF A4 51 K H R K.

Appeals and complaints arising from civil and economic disputes between the applicant and the certified
party.

OXf Rl — HHRF I E AL, HBABENL . BB R, 85,

The same complaint has already been handled, and there are no new situations or reasons for appeals or
complaints.

dIEFE AR VR, HF.

An appeal or complaint with incomplete evidence.

)G I A KA T B B R #F.

Appeals and complaints processed by relevant departments.

S. R A AEFEFEF Appeal and Complaints Handling Procedures

5.1 EFiF Appeal

5.1.1 HFHIHEH  Lodge of appeal

RS i B /A% 2 VAIE R ZI0 2 mIAHS R -5 R IR A R AR P 3 H 508 2% 18 1 45
MER. (AMPED: ELEREZ R, EERLHEZER, BRI LR, R IEEE, ATk
HE BT B AL PHASSRASVGE R R BRI

I % S IE R LGN AE 3B 3 7] B8 BTt 10 H 1R A B3R AR FIRTT RCHE A2 15 1 F G
I BT A F AP R SR B Y, IR AT RESRASAH SRUESE o« FH RN LA T 5 SR HR T 5t
Bk i R IR A T T .

Appeal refers to a written request from the organization applying/accepting certification to reconsider an
adverse decision made by the company related to its expected certification status. (Adverse decisions such as
refusing to accept the application, refusing to continue the review request, requiring corrective measures,
changing the scope of certification, refusing certification, suspending or revoking certification, or any other
measures that hinder obtaining certification).

The organization of applying for/accepting certification shall lodge the appeal to our company within 10 days

after receiving our company’s decision or actions. The appeal party shall submit a written application and explain

%3 00 k8 It
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the reasons for disagreeing with the disposal suggestions of our company, and submit relevant evidence as far as
possible. The appeal shall be submitted in written and with the signature and seal of manager of appeal party to
the Marketing department of AQC.

5.1.2 HFIAZ# Acceptance of appeals

i ER I R AR R URE R, IRBE S HF, FIRAE 3 AN TTAEH A e 2 5 32 B F
HHA T2 H . The marketing department confirms receipt of the appeal information to the complainant,
identifies whether to accept the appeal, and informs the proposer within 3 working days whether to accept it and
the reasons for not accepting it.

5.1.3 HFHH A FIALPE Investigation and disposition of appeal

5.1.3.1 A w75z B B 5 AL R RS S A B, e 2 PRAR YR H PR AL B AR S5 DU 2k R Ak B /N 2H B
BACRBOFR 02, SRERURIGEN, JFIA H Rl 4R F R BN A% B, 3 R RT3 0 FR R AR PN 2H R
ARV RO R BN A AT D EE R R

Upon receiving a complaint, the company's Marketing Department shall immediately report it to the General
Manager. The General Manager shall establish a complaint handling team or authorize a Complaint Committee in
accordance with established procedures, appoint a decision-maker, and notify the complainant of the team
composition. If the complainant objects to any member of the team, necessary adjustments shall be made to the
team membership.

5.1.3.2 HRAE/NHERHR. SRR 2RISR A RIMES W TEXU; SR dtied . Bz iHE .
B TH ST 45

The Appeal Handling Panel or the Complaints and Appeals Committee may take measures including
convening hearings, hearing statements from both parties, conducting on-site investigations, and reviewing
written documents.

5.1.3. 3 FEZR A 2 Jm A H A AR (0 B 3t i A B U, SHS % ) BRI I B AL D SR D),
FRAT A e P A AT o AL AU

Following the investigation, a well-founded conclusion shall be drawn and written recommendations for
action shall be formulated. The "Customer Complaint and Appeal Investigation and Handling Record" shall be
completed and submitted to the General Manager or the Management Representative for review and approval.

5.1.3.4 23 m] R AP/ INH B URBEIRZR D2 2 SN RS £ 26 A B DL A5 TR 20RE 3 e A e i o 7 2
HFIT M A B SRR T

AQC's complaint handling team or the Complaints Committee shall promptly notify the complainant and the
responsible department of the final decision in writing, accompanied by a progress report.

5.1.3.5 FFJT 0 e & b B WA R RN, BORFB A 97 B AT .

When the complainant expresses satisfaction with the final decision, the Technical Department is responsible
for overseeing its implementation.

5.1.3.6 FAVFJT S fe 28 AL PR AN RIS, ] 1) [ SOAE A R] E AE BEL DR BEAT FR R B U . FRRTT
ANBERE 22 BRI R T/ R E 1) D\ AL R

When complaining parties don’t satisfy the response from AQC, they shall lodge appeal or complain to

national [ certification supervision department. complaining parties can not appeal decisions to accreditation body.

%4 0 3L 8 I
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5.2 #iF Complaint

5.2.1 BFAIHEH Lodge of complaint

5.2. 1.1 AR R B N i) 24 7 IERERIB B3 AQC FIVIEEGR . IS ME L BAMIES R AMEN IR
B, RERUEH G« AUEUEFS 5 IEAN T bR 38 AR T A AN, — BB 35 44 145 1 75 B BT IE SR A 1
SLLP

Any organization or individual's formal expression of dissatisfaction with AQC's certification policy,
operational process, certification results, and the performance of certification personnel to the company, as well as
dissatisfaction with the use of the certified organization's products, -certification certificates, and
certification/recognition marks, should generally be a signed written statement or a verifiable oral statement.

5.2.1.2 BRI BRI R FE (FEZFERAEE —ANH R mAAR TR, kA
AT T ST O IEA R SEEAERL T, AARIAZHE L.

Complaints shall be proposed in written to Marketing department for involved incidents of this complaint
(within a month after the incident), the complainant shall provide the incident details and evidence with signature.
Generally, our company shall not accept the anonymous complaints.

5.2.2 B2 2

WA TR BF SR B Sk BORe e, S ICIRS () URRIECR AR PR ), R B B
A&, TTRER SRR IAR RN BORE R . IR 2S5 AQC MIIETEEIA <, Ll K)a T L
AEER, IR SRR P A ORI, SR A I B SRR BAR R R, [F I 2 A 2 I TR
HRIZE T

After receiving complaint documents or verbal complaint records, the marketing department shall register
and fill out the "Customer Complaint and Complaint Handling Registration Form", and report it to the
management representative. If possible, confirm the received complaint information with the complainant.
Determine whether the complaint is related to AQC's certification activities and handle it after confirmation. If the
complaint is related to a certified customer, the effectiveness of the certified management system should be
considered during the investigation, and the customer should be informed of the complaint at an appropriate time.

5.2.3 HUFHIAE AL HE The investigation and disposition of complaints

5231 B )e, EHE ARRE SR W AT 0 HAE . BRSSO B N B f . 2R
gy e HEHIRERT TR G, T REXZAVF A F I EAGIE o % B8 R L B R 5 28 BRI A B 25 AR
For s 4w BEE BRI IR R 51 4 FATSAUA R YR R 2R A s b B

Upon receiving a complaint, the management representative categorizes it according to its nature and assigns
appropriate handling procedures. The complaint is then referred to the Complaint Handling Team or the
Complaints and Appeals Committee for resolution. Relevant departments and personnel are mobilized to
investigate the incident and collect evidence. Major complaints are reported immediately to the General Manager
and the Management Representative; complaints involving company management must be handled by a
Complaints and Appeals Committee authorized by the Chairman of the Integrity Committee.

5232 W HEFMRAEAFRAEMAL, NS5 IXHPRAFEER, BERIZH ST BEF ) ) B H A5 3
W1, JFRASHRIES . DR, ARG EATI I WA NS N &R P PR R A R, R
JURBGE 2 (A IE MY IEHE I, AnUE SRR 7 BOE BRAR R A ROEAEAE R, K08 S4B B %

%538 I
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FUHNIEUEFS o

If the complaint aims to the organization which has been certified by our company, it shall contact with the
organization and require it to make written explanation for the problems of this complaint, and submit the relevant
evidence. If necessary, our company shall conduct on-site investigation. It shall also consider the effectiveness of
customer’s management systems on the process of investigation, such as requiring customer to take appropriate
corrections and corrective actions. If the management system of client does not be implemented effectively, it
shall be involved in the certification reducing, suspension or withdrawal for certificate.

5.2.3.3 AR R AR T AR B R RE, A RDNRURIE S T I AL S, B, BT I A .

If the problem of complaint is the responsibility of our company, the investigation and verification on the

complaint shall be carried out by our company, and the on-site investigation shall be conducted if necessary.
5.2.3.4 BORMILIRBAFHI N ERVEST, RIERVFCIHRBEL R, BoUWEE . BSE SRV RI—1)
G, ENIATIEEREGESE, IR RFIES.

The Technology Department shall, based on the content and nature of the complaint and the clues provided in
the complaint document, thoroughly collect and verify all relevant information related to the complaint; conduct
on-site investigations when necessary to obtain evidence; and maintain proper records.

5.2.3.5 BORMBNLEG AL BESE RO A THNE 3¢ (& YR AIEUR I S A BHE %), RS 2 BN it .
FIREIT, Kl R FA 07 RE I i 77 B AR 77, IR O %, BEFAR . BRI
NITGE PN ITREFE R BORALBEER ] 5% 7 SR e 7 SERIORE o« BOURHIIRAS . A AN P8 AN LG BT X %
PFNHAEATEALAT N

The Technology Department shall prepare a written record of the handling results titled "Customer
Complaint and Appeal Investigation and Handling Record" and submit it to the General Manager or authorized
representative for approval. Where feasible, the results shall be formally communicated to the complainant in a
manner that does not compromise confidentiality, with relevant records properly preserved and archived. The
decision regarding whether to disclose a complaint and the extent of disclosure shall be jointly determined by the
complaint handling department, the customer, and the complainant. The submission, investigation, and resolution
of complaints must not involve any discriminatory treatment against the complainant.

5.2.3.6 FUFIT N S &AL H R WA RN, SORE A ST NS B AT o IR 2 A FIGER A
gL, T BRI IE TR T I, A =) B R % A SR A T TR 8 R A R AR . BARFRHAE
MRS IE TR 1 i 1) AT VEREAT BN o LI, 8 WD DA ZH 24 AR 2] TE T 977 44 it P A 25k 1 AT B0
WS .

When the complainant satisfies the final handling suggestions, the manager of the Integrated Finance
Department shall responsible for surveillance and implementation. If the complaint aims to the organization which
has been certified by our company, it shall require this organization to take corrective and preventive actions for
relevant contents and report it to technical department. The technical department shall confirm the feasibility of
submitted corrective and preventive actions. If necessary, AQC will make the on-site verification the effectiveness
of corrective and preventive actions.

5.2.3.7 HIUF T AN RSB B EN, W BLR A F SR AR, BTG B SO ] R
BENLORBEAT FRREAR R HURDT A RO 22 BRINAIE AR 5 Tt/ R 58 DA AT AL HEAT 5 o

When complaining parties don’t satisfy the response from AQC, they shall lodge appeal to our company or

%6 7 3t 8 1T
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lodge appeal or complaint to national | certification supervision department. They are entitled to complain about
AQC’s actions / decisions to accreditation body.

5.2.3.8 AQC X iR ib B 2 & 2 0 M 1k 58 971 Bt

AQC is responsible for making decisions at all levels of the complaint handling process.
5.3 2% X A7*F Records and Confidentiality

5.3.1 R UR AN I BRI R AR, B A TR AR

The Complaint Handling Team will submit the records of the investigation process to the Technical
Department, which is responsible for organizing and archiving them.

5.3.2 A B B R IK AR N 53 AN B 22 RO AR R AR A T K45 B AU TR 1 53

The staff handling complaints and the committee shall be responsible for maintaining confidentiality
regarding any relevant non-public information.

5.4 HOFMHEIRR W REAFAEANFT A1 — M E B, EBERR. FET 05T AMANA DI ART 74
FUIRER, JRAEE I R AV IEFE T,  BARTARE W AQC-CX-06 (A IEMZY IEFETEEHIFEF) o

Complaints and reports may serve as sources of nonconformities. Management representatives and
department heads shall analyze the root causes of such nonconformities and implement corrective actions when
appropriate, in accordance with the procedures outlined in AQC-CX-06 "Corrective and Corrective Action Control

Procedures".

5.5 FELIRAL PN 52 312 S 60 RN 4, WA RESZI]Jp 4t N5 WY AE i 34 ey JF: ehy 8 ) S 2 PR

The complaint handling should be completed within 60 days from the date of acceptance. If it cannot be
completed on schedule, the reason for the delay should be stated and approved by the company's general manager.
6 X Dispute
6.1 F K Proposal of disputes

6.1.1 FEHZIRPRAER S, —RBEFZAKSZHEZTREMEFEZPF, — R HEZAK
5T IR IEEDSR AL B . X iV A BEIUAS —BUE L, s A AR S 2 A 458, BN
BB OLAE 10 A TAE H WAk AQC Hi#Z k. 2 1P J7 A LAE 10 4> TTAE H RS+ S 3 AQC
# i . Disputes arising during the audit process are generally handled by the audit team leader and the audited
party based on certification requirements. If consensus cannot be reached after consultation, the audit team leader
may make a conclusion on behalf of the audit team, but the disputed situation should be reported to the AQC audit
department within 10 working days. The reviewed party may also raise the disputed matter to AQC within 10
working days.

6.1.2 1EHARI & R AL B, AHIRTT RLAE SO0 B A R AR 5 10 AN LAE B A BA A T SO 2]
AQC fiEth,

Disputes arising in other occasions shall be raised by the relevant parties in writing to AQC within 10
working days after the occurrence of the disputed event.
6.2 S HKIALEE settlement of disputes

AQC M BTHREA RART 1B AW TR A4, FFAENCR S BUR 1 30 A TAE H AR Gl i A PR R
AR P UER I AR BESE RANH SR, AT RGN R, BRI AQC H2 H R ek ik .

AQC is responsible for designating relevant departments or personnel to study and submit disputes, and notifying

%70 38 ;W
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the dispute proposer of the dispute resolution results within 30 working days after receiving the dispute. If the
dispute proposer is not satisfied with the handling result, they can file an appeal or complaint with AQC through

the appeal or complaint procedure.

7 BEFEF IR I Contact Information for Complaints and Dispute Resolution
B R HLE: 021-58386686 /021-58385655
Oyl BT AR ORI E 500 5 4 1R 507 =
AQC’s Address: Room 507,5th Floor, Building 4, No.500 Jianyun Road, Pudong New Area, Shanghai
M4 : shaqrz@163.com
Phone: 021-58386686 /021-58385655
Email: shaqrz@163.com
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