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1. P 7 Purpose
AAER R T HABHR B ORBEIRBEF R DL S F R LOE RS e
& J o This procedure is developed to ensure that ARES management system can
continually, suitably and effectively meet policy and objective and specified

requirements.

2.4~ F Scope
MERE AT B AN ‘ﬂ* & 4 g9 ﬁﬁﬁf#mﬂ' o F o This procedure is

applicable to handling of appeals, complaints related to ARES.

3.4+ ik 35 criteria
(F I s Tﬁ;’&;’é%%» (ISO/IEC 17021-1:2015) TAF-MS-C06 . IECQ
rules
Requirements for bodies providing audit and certification of management systems
(& S-Sz as) (ISO/EC 17065:2012) TAF-PC-COL
Conformity assessment-Requirements for bodies certifying products, processes and

services
4.8 ¥ friT ¥ 425 Responsibility and operating procedure

4.1 32 J ] Disposition principle
E;I,%H:‘fﬁg:§§:‘ ’4} ~ i': L—l-zﬂ‘m” ’\.)&/’ ’%E?‘—jfh j\E] #E]Fﬁg"’ rrJE, ’)-/F\
2o T ASREARY G T f f PREFFEAE ~ kLt B o
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A Rk adpEH o ARES accepts, investigates and disposes
appeals, complaints of interested party with preciseness, impartiality and
non-discriminatory manner, and is responsible for all the decisions of the process,
and ensures the participation of the investigation and handling staff, and

participates in the activities related to complaints, complaints.

411 £FF LY AR BEE RPN R 1 R E RS B
o4 e ARES-FM-29 (¢ 3ifrde ST M a2 4 ) T H L L4 100 .

PRI EHRA Y BRI RE N ST B > RF T RIAE A BT
o B JE P~ ~Any department or employee that receives appeals, complaints or
disputes shall be honestly talk with the complainant, and shall record the
issue in the ARES-FM-29 (Appeals and complaints handing form) , and
submit it to the management department. The management department shall
upload the document in the company's public network, to make it available

to the related person or organization.

412 MY FRRIZEARTF R T AL F oo M Y
Fifefe B E dp M A B e R EATA R B AR RS
# o The company is responsible for all decisions of all the complaint
handling process. In order to reflect the fairness, the relevant personnel and
the original certification decision personnel should be avoided in the

processing stage of appeals and complaints.
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4.1.3 ¢ e 3 & Definition for appeals:
;f!%‘z' S %%1» 73‘9? Ayt H gy ;]J‘ln& B2 4

T4k A ehd & - The applicant, auditee or certified client propose the
written request about the certification decision which is disadvantage to their

expectation.

4.1.4 $# 72 ez 3% & Definition for complaints:
HImat2 21 A AR L 2 8%EF MDELZLZP 2503 o
% 5+ o Certified clients’ written dissatisfaction to the behavior of ARES and

its staffs
4.2 ¥ 22 Disposition for appeals

421 d ¥ 3 s TP AEBESENY 350 BB ARES-FM-29 (¢

1\

%

T BF M Il 4 ) BRI EPEIN DL X ERER LY R

1\

WA Y gAY PRk > REEd gEINETLF 7R A e
S e i e —&:ﬁy o pE o d Aw A 4 2 B
2. A R A MR o2 % B 22458 - The applicant, auditee or certified client
propose the appeals by filling in ARES-FM-29 {Appeals and complaints
handing form) which will be transmitted to audit department, audit
department will should be consider previous similar complaints during the

acceptance, confirmation and investigation of appeals, and then the
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management department take measures to respond. When the appeals
decision is noticed to the appeals person, it shall be handled by the person

who has not previously participated in the subject of the appeals in advance.

422 FRIGL oV Y FASLL RRFL B S o ¥ RBE L6

Fo A Ged SR A odek ¥ SR A MY FASER S G BBRGRE R

>‘I\

%\\%f’% FARM I RZRA AR T ER L EERERD L ERD
) 0T B He HIRES A T A SRFE 2% 4% 01 - Management
department should inform the appeals person the handling results in a written
notice. If the appeals person has any objection to the handling results (e.g. if
he think certification body did not comply with the relevant certification
rules, laws and regulations, and caused serious violations to the legitimate

rights and interests of their own), he can directly turn to the local

certification regulatory authorities for appeals).

4.2.3 2 ¥ FenpFEil L T PEH L5 LG FAP AP e e E
% ¥ 77 4 o The time limit for processing an appeal is within 30 days after
the complainant's official written information is received, including a written

reply to the complainant.

424 G ROTEAY i B kY o ¢ R fRAY PRerE L iy T
FEFEPE R el 2 L # % - The appeals is tracked and recorded in

the dealing process, including the measures to resolve the appeals and to
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ensure the implementation of any appropriate corrective and corrective
actions

425 Y Fm2Jm A AR E AT A R '&F,lgﬁc e £ uF:8 - The
proposal, investigation and decision of the appeal shall not cause any

differential treatment to the appeals person
4.3 ¥z 73 722 Disposition for complaints

431 B af A BAHEHEE B BIoBERE S BRET Mo s
P2 &K N 2 28 ARES-FM-29 (¥ 3r{rfe B F T 4 ) o
d BN SAL T E%REEE G M SR M E R
PURSL o 4o g MSERE S M AP AP RN H L ) s
s BB ERETR L AR FFEFNMEEREL S A
oo FPime Rl el 2 BB TR 2 BTG SR T RS
FRoLd PRI P CFLIIR L D RFERLTHF O ILL
BRI 2% o Any organization or individual propose his complaints
due to unsatisfaction to ARES and its certified clients about certification
related behavior, by filling in ARES-FM-29 { Appeals and complaints
handing form) . The management department confirm the whether the
complaints is related certification activities, if yes, the complaint will be
referred to the audit department. If the complaint is related to certified clients,

the effectiveness of the management system should be taken into account in
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the investigation, if necessary, suspend its certification qualification, and
inquire certified customer in the appropriate time. The audit department shall
be responsible for the collection and verification of all necessary information
to confirm the complaint after the receipt of the processing form. The
management department will inform the complainant the progress report and

the result of the complaint handling process.

432 4ok ¥ PF A HFEAILE R G BRGRE HREBEA L T Kt M2

BERAARP T ER) P EZERELFKERT D T UE R

E4
9

\\?{r

;&;Bjéﬁﬁg"‘ AR BREE BEINFE D) o 3t |[ECQ HSPM,
ARES-QP-18 (IECQ 3 % 4 Fi4z.¢ 1= & % (HSPM) 3 P < i* ) p B
. %_ - If the complainant disagrees with the results of the complaints
handling( he thinks the certification body did not comply with relevant laws
and regulations and this caused serious violations of the legitimate rights and
interests of their own, he can directly turn to the local certification
regulatory authorities to complaints), for IECQ HSPM scheme, please refer

to ARES-QP-18 IECQ HSPM Scheme Document.

433X MH UL RIFCETNDEa L ETRI 30 2R 2 463 5

FRY A BRIV SRR BE o U TR EY o X
BELZ2RLESH IR AT AT AP LAIAE E kT Lo o
5 o B2 4% % o The time limit for handling complaints is within 30 days
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from the receipt date of the formal written complaint by the complainant,
including a written reply to the complainant. The management department
shall formally notify the complainant the result of the complaint handling
process. And discuss with the client and the complainant whether make
public the complaint subject and its resolutions, as well as the extent of the

public.

434 BRE © R AP OE o PRI R EAR BT KT B3 6 ige
&% - The certified clients shall provide the records of the corrective actions

taken at any time in accordance with the requirements of certification body.
4.4 = 47 4c3® % Analysis and evaluation

441 BIV e & A FeTieE E 120 (BRI E B T A 4 RJE T YR s
o 18 Eg2 4 > #iTs ARES-FM-30 (¥ 3% ~ 42 75 > & fFin st 4 ).

# 2 g 7230 o Inevery December, the headquarters and the offices collect

all the appeals, complaints occurred in this year, formulated ARES-FM-30

¢ Appeals - complaints annual statistics form ) , and submit to the

management department.

442 FRMED /AT EFLFEEHR? RAAFT LR o TR A
Y 3F s #2 2 g2 s o The management department manager shall

submit the statistical report to the annual management review meeting, to
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evaluate the effectiveness of the handling of appeals, complaints.

443 975 0¥ E~ 2% FIES LB AR g?&rﬁ XA EP LN FG o Ao
BXPELEIEEZOHRD S NEAGATEFARERD pamE P -
% o All the Appeals and complaints are regarded and disposed in impartial

way, any differential treatment is not allowed.

5.31 % < 12 Reference

5.1 ARES-QP-19 {(STATEMENT OF SURVEILLANCE ARRANGEMENTS)
5.2 ARES-QP-18(IECQ F % 4> F & 42§ = x s (HSPM)3E p < i )IECQ HSPM

Scheme Document

6.% * % ¥ Forms

6.1 ARES-FM-29 (¥ 7{friz 2 3 32 % ) Appeals and complaints handing form
6.2 ARES-FM-30 (¥ 3% ~ #2 72 > & fim szt & ) Appeals. complaints annual

statistics form
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