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Appeals and complaints procedure

1. HHY purpose
KREFFHE T AR IR ( 0UHESS/ BRI B & P BT ~ ARAVEE AN

K » 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. EiE scope

AREFF# R FrA (A S 88 A r ST ~ #AREEHE o 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.

TR LR B S B 55 2 — A R HIJEAEE SR ISO 14065:2020, General principles and

requirements for bodies validating and verifying environmental information.

MRS R LB RS Bl 2s - — S R RIS ER 1SO 14065:2013, General principles and

requirements for bodies validating and verifying environmental information. ((RZ{ TEREE S A E R

Ho & b 7 ZZEE4N A, requested by EPA GHG verification program)

4. %EZ definition

4.1 HEFHYEZE © definition for appeal
TEEREHR T - AR SSRGSt B H I S A IERS B IRRE A BRI A A E A
MYE M F5 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 JAEHEF B ¢ definition for complaint
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eSS~ A es 7 B SSAH AR nn kT S B TE N BHES/ B8 A RETT o, LLEH
oA R, WHIS 158 0nks{1:[a[78 - 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 BRI E Al disposition principle

5.1 nafmfhDABZEE ~ A1 ~ FRECHRAY A2 ~ SN B AR B AHRE TRV ERET ~ AR - AR
HEERT ~ JUARHVAERE T - BREATAEHE ZVE 1 H e EECETY ARES-FM-29 (HIFfFH]
R ENEHZR ) - 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 nofEAECR S BLEH A PR B ST  HRHY AR > ORI G ~ HUARE — = (FAVH R S ED,
DIECRBEEEAY 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.

‘EHE R 22 5 AT ESHY ARES-FM-29-1 (S HIETRIHIR &R B ) OB A =4S
o AT AN BEEHS A AFEEL - EEHEEWEICERN (& HITHERER
BRBLE ) o FESR SR DA B & S AR A BT ~ AR S BN FI RIS B

yEENA R © 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. When the fill-in { Customer Appeal and Complaint Handling Form ) be received,

management department collect the necessary information firstly to ensure each certain case do

related to validation and verification activity by ARES.

EHE ERGSE L B SR EUE T ~ R WHISERRA TSR R HER R - R4S
RUFEHERFIELE - B ~ RZHEESAE - FEEHR BB RUEFER RS -

The management department shall inform the Appeal and Complaint issuer when receiving the
application form. After the investigation process be done, the management department shall

inform result to the Appeal and Complaint issuer in written form. The investigation and
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decision result of appeal and complaint shall not cause any differential treatment to the issuer.

5.5 BRI ST ~ HOARAVE IR Ry E E R R R (E WY E AR 30 RN - BfEMUEREEE
aE B4R RS~ F S EE Y & - 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.

5.6 R FRETT ~ JUASHYIERE T > Fra BV R AR L JE I 2 DRE © FESEREACERTY ARES-FM-29

(EEERFIREE RS ) » XHEHEHEFFE - 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 atsriTEL HERY analysis and effectiveness
6.1 EHEV A 12 H Oy BEHEaz F AT E LR AP A T~ JEROVEEE - BER
ARES-FM-30 ( HHZf ~ 8 2 FEE 453 ) ° 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 EHESHEFAFFERFEGRTRRYGETRAE - et h At e - fiSms
YA 3ME - 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 fEFHZFRE forms

7.1 ARES-FM-29 ( HHERFFIFEAEE:NEIEZE) Appeals and complaints handing form
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7.2 ARES-FM-29-1 (& FEBRFMIBISEEIEE) Customer Appeal and Complaint Handling

Form

7.3 ARES-FM-30 (ER&F ~ #7825 4517 ) Appeals ~ complaints annual statistics form
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