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1 Hif Appeal
1.1 HFI$EH  Filing of a complaint

L IE F I N\ BERAE AL 0 AU B B A IE D8 A 7 1, PR B VIR TR 8 B
ft)e 10 H A FANUG SR . Ry MRS i g IS r i s, g U IRA
P AL B DL e i B, FFER AT REHESCAHSGUEYE . When the certification applicant
or the certified organization has any objection to the certification decision made by the agency,
they can appeal to the agency within 10 days after receiving the certification decision or
measure. The complaining party shall submit a written application with signature and seal.
The application shall state the reasons for objecting to the handling opinion of the institution,
and submit relevant evidence as much as possible.
1.2 YR A FALEE Investigation and Handling of Complaints
1.2.1 Z BN GO AE S — IR AE (RS SRS BB ICR) Sl B R, L
Bl S AR DT N e BT ANNAE | /NI NAZSE . BRIEMARE R, 7 iiiNG, 8%
A N 3 AL EE . [R] B 7 8 %1 AENOR P ¥E 4 . The receptionist will register the relevant
information on the "Appeal, Complaint and Dispute Handling Registration Form" as soon as
possible and report it to the relevant person in charge immediately. The person in charge
should verify and verify the relevant information within 1 hour, sign and confirm, and submit
it to the customer service staff for processing.And reporting to AENOR Spain.
1.2.2 2N G RT 2 H A SZRT B4R A m]E HE AR BUR S H 4G, IR = WA
PR ARURAC B TAEH . # RS 5 W R AL BRI AR B9 N SR SE 20 H B S A2 AT BOR TE
# . The customer service staff shall immediately report to the company manager
representative or general manager for approval within the same day, and form a complaint
handling working group based on the approval opinions. Ensure that those involved in the
grievance process have not implemented the program's audit and technical review.
1.2.3 RN A NAE R H A LL TR 08 R YR, AR shiRaER . ElEH s
2 N, NP B, BFEE R R 52247377 %€ . The customer service
staff shall notify the complaining party in writing within the next day and initiate the
investigation procedure at the same time. Initial feedback should be provided within 2 weeks
of receipt of the grievance, including a proposed follow-up action plan for the grievance.
1.2.4 AHRHREAE 30 H XS RYRSFEATR A . BUE & AZSE, BRI Bk JF K
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1% AENOR PE¥EF . The agency will investigate, collect evidence and verify the complaint
within 30 days, and form a complaint investigation report and submit to AENOR Spain.
1.2.5 A7 AT 3G H AR W TP SRR . i, B o4
XF T e B A EIES W, BN GE AT IE 2 I B BT 10 R 2 BRI TR) L 35S
T HT YR IT S A RETT W TT A RAEAIR TR AIFRT 5 H IR A SR 244 A
Hitik . Investigation methods may include convening a hearing meeting, hearing statements
provided by both parties, on-site investigation, and obtaining written documents, etc. If it is
necessary to convene a hearing meeting, the customer service staff will notify the
complaining party and relevant parties of the time and place of the meeting 10 days before the
hearing time. Both parties have the right to provide the names and addresses of witnesses no
later than 5 days before the hearing.
1.2.6 F RN G NAESR B B &R AR T H N, R e 2 A0 TR D0 DA T R 23 R F 1
TIMAE TR T fEWEIR YRR 3 N HA, HEREERIE, JH6E A 0 R
W AT 3 . The customer service staff shall notify the complainant and the corporate
responsibility department in writing of the final handling opinion within the next day after
receiving the final investigation report. Within 3 months of receipt of the complaint,
investigate the allegations and designate all proposed actions against the complaint.
1.2.7 BRI R B &AL PR WAR TR S, B IR B3 97 57 M B X e 28 AL B e DL 52
When the complainant is satisfied with the final handling opinion, the customer service staff
is responsible for supervising the implementation of the final handling opinion.
1.2.8 FAVRJT 0] fie 4 A PR AN I, 7T B3] AENOR PHEIEAF . SN TTHLIG . BT
TE RO DIE W8 5 30 T] B ZAAE A AT W B A B < i AT AR UR B % 1F - If the complainant is
not satisfied with the final handling opinion, it may directly report to AENOR Spain, the
relevant accreditation body,local certification authority or The national certification and
accreditation supervision and administration authority makes an appeal or complaint.
2 #if complaints
2.1 #HIUFRIHEH Filing of a complaint

FEATH LB NP DS UG R A A5 I8 A ) AW LA R VIR S it 1) 5% ) e,
NAEZHFA RS 30 HN o SR ARIRME I BORFAE AT 00 IEMIM B B 1S
M, KAFARZEE A UF. Any organization or individual can complain to this agency

Issue B/1 Page3/8



ZiaR (R E)
AENOR (China) NFEST#E AENORC-2019-P13

about issues related to the implementation of certification through telephone, letter, etc.,
within 30 days after the occurrence of the incident. The complainant shall provide details and
supporting materials of the complained incident. Normally, the Company does not accept
anonymous complaints.

2.2 BRI AL EE Investigation and handling of complaints

2.2.1 AN ZEN AN T 58— WAL (R, SR BUEEREIER) FidHRE R,
FALEPHR A A IREB T T N o S DT ADNAE 1 /N AR S BRUEAE DGR B, JFEF MG,
FEAZZARN 2 AL I &0 i% AENOR PE3E % . The acceptance personnel of this institution shall
register the relevant information on the "Appeal, Complaint and Dispute Handling
Registration Form" as soon as possible and report it to the person in charge of the relevant
department immediately. The person in charge should verify and verify the relevant
information within 1 hour, sign and confirm, and submit it to the customer service staff for
processing and reporting to AENOR Spain.

222 WA G RNFHHNRALED Bk A FE B E AR AL HE H L. The customer
service staff shall immediately report to the company management representative or general
manager for approval within the same day.

2.2.3 G UR R B RRAL, BN AR H A S DA P AR R A B AR . R IR S 5%
YRAL B AR N 2 R S iz I H B 8 AZ AN UE R %€ o« If the reason for the complaint is
established, the customer service staff will form a complaint handling working group based
on the approval opinions. It should be ensured that those involved in the complaint handling
process are not involved in the audit and certification decisions of the program.

2.2.4 BRI BRI ASEROL, AHGREAS G S PEREFP o ana R B sl oL, AHLERE R 30
PHEFEFF o A I} 7518 %1 AENOR PG . If the reason for the complaint is not established, the
agency will not initiate the processing procedure. If the grounds for the complaint are
established, the agency will initiate an investigation procedure. And inform AENOR Spain.
2.2.5 ANPRAERNSIFE G — N ROR ST IS BUE %L, IR
VP ERY, RIS G, SRRV R G847 3 77 % . The agency will
investigate, collect evidence and verify the complaint within two weeks after confirming the
reasons for the complaint, and form a complaint investigation report, provide initial feedback,
including a proposed follow-up action plan for the complaint.
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2.2.6 UNARALR KT 1] R - AW UL FA) e, 25 IR N D3 SR DA A8 1 47 5 N AR RIE 1D I 1)
WIERIRAE (4] /TR fi it 5 ). If the complained problem belongs to the agency, the

customer service staff requires the person in charge of the responsible department to complete
and submit the Corrective/Preventive Action Report within the specified time.

2.2.7 BB AR IR 1] R B AU B9 B RN 025 25 AN B3 IR [t 0, 7 o 7 B
REHL N 7 #t 4T ] & . If the complaint is against the customer service staff of the
institution, the customer service staff should follow the principle of avoidance, and the
manager should conduct an investigation on behalf of the organization personnel.

2.2.8 GNAARR I ) LR AU VI R 2, 2 IR 53 B T Az 21, ZRZH 21
X PRI T R BT B, RS SR . Ay, AN AT I A A
)3 B 2% FE IR 20 SV BEAR 2R (04 R, e SRz 4 S B AA 3 1A ROME A7 ALE 7] 7
B, K5 B4 /N B BUROE Z H S IEFE T - If the complained issue is an organization
certified by the agency, the customer service staff shall notify the organization in writing,
requesting the organization to make a written explanation of the complained issue and submit
relevant evidence. When necessary, the agency will conduct on-site investigations. The
effectiveness of the certification organization's management system should also be considered
during the investigation. If it is confirmed that there is a problem with the effectiveness of the
organization's management system, the procedures for reducing, suspending or withdrawing
the organization's certification will be initiated.

2.2.9 T AR HETIES W WS bRk . Bz IS sS4 .
X T 7 EAAHENES W, BN NAE A TR T 10 R 2 BRI ] L 1 538 i
BRI R R TT o A7 BB BAEAIB TWrE S AOTHT 5 HAR HA SGUE N Bk 44 A
Ht . Investigation methods may include convening a hearing meeting, hearing statements
provided by both parties, on-site investigation, and obtaining written documents, etc. If it is
necessary to convene a hearing meeting, the customer service staff shall notify both parties of
the complaint and relevant parties of the time and place of the meeting 10 days before the
hearing. Both parties have the right to provide the names and addresses of witnesses no later
than 5 days before the hearing.

2.2.10 AN A YRAL IR TARHNATE A IE, BRI, (0 A AR 1) 20 A 5 40
TFR AL B R W, SRR E AR T, JFa B B . AN RIPRR 3N,
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WEX IR, FEE A& X IUFI$E AT 8. The organization's application and
complaint handling working group shall, based on the principle of fairness and objectivity,
make a well-founded analysis and judgment, and put forward written handling opinions,
which shall be submitted to the management representative for review and approved by the
general manager. Within 3 months of receipt of the complaint, investigate the allegations and
designate all proposed actions against the complaint.

2211 BN RS RACHEENEXRHN, BHEMBUF 7. The customer service
staff shall notify the complainant in writing within the next day after receiving the final
handling opinion.

2.2.12 HFITR AL IR RN ER, 2R 53757 B R A A AL FE S L S
J£ k1% AENOR PE¥EF . When the complainant is satisfied with the final handling opinion,
the customer service staff is responsible for supervising the implementation of the final
handling opinion and submit to AENOR Spain.

2.2.13 IR T IR B A AL PR AN RIS, FTLAR AN IR I B, AR 3% R
LR ANIEMZR A — B RA, WA AIEN A SF YA SRIEEE I S E & &
PR 2 B EARE, AT EAZR AENOR PUYLS, MHSCIAATHLR . P e e B #R T
B ZE A AT B L OGEAT B0 (51X FSC-cOC T H , 85 [A] FSC B id Fr A 4%
B TT R AT ) ASEBEAT B R, R R R & T BE S S A B FSC #EAT AL FED . If the
complaining party is not satisfied with the final handling opinion, it can submit a review to
the agency, and the agency submits the complaint to the Fairness Committee for further
investigation.Comply with the relevant laws and regulations of certification and cause serious
infringement of their legitimate rights and interests,directly to AENOR Spain, the relevant
accreditation body,local certification authority or The national certification and accreditation
supervision and administration authority makes a complaint (for the FSC-COC project, all
complaints should also be registered with the FSC. The complainant can also file a complaint
with ASI, which may eventually will be submitted to the FSC for processing).

3 4+l Controversy

3.1 i3 Filing of disputes

3.1 AR AR RS I, e AR A A 5 52 B R AR s AR AR Hh BOR IS 10T
WA AH AR AE . FUNANAE SCVGEZR PP AL B o 0L, S AR 2 S0 B AR — 20 4%
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S, BARGEREET2ME L. X7 AR IR — UM, S AR H KU X7 G £
R ERANI . AV R SR EN, WhAwS, ZHZHLTTAE 10
H A BL AT R A & 1E 2082 41 . Disputes raised during the audit process shall be

resolved through consultation between the audit team leader and the auditee during the audit

process or before the final meeting according to relevant standards, rules and relevant
certification requirements. When necessary, the audit team should conduct further verification
on site to ensure that the results are based on objective facts. If the two parties cannot reach an
agreement, the head of the audit team must report the focus of the dispute between the two
parties to the agency in a timely manner. The technical committee of the institution proposes
handling opinions. If they are still dissatisfied, the audited organization can formally file a
dispute with the company in writing within 10 days.

3.1.2 XPAE AR & BRI X7 NARTEAUE R IERE PP L B S0 SC 2R E SE
AR, AnXUT ABERS IR B — BN, HE/ARZNIE S AT LAE 10 H A LB
A7) A | #2418 . For disputes arising on other occasions, the two parties should first
negotiate and resolve the disputes according to the certification system, certification
procedures and relevant national requirements. If the two parties cannot reach an agreement,
the organization applying for/accepting the certification audit may submit a written request
within 10 days. The company files a dispute.

3.2 i 40 Handling of disputes

3.2.1 APVAERRIFUG, BB EEAR, BAFTE LA ST T 50 NBiEE &
H < N i . After receiving the dispute, the agency shall report it to the management
representative and notify the person in charge of the relevant department involved in the

dispute or designate relevant personnel.

3.2.2 AHUARIGHER T T 0T N B € A RN GRS BGEEAT WS, AR L7 o A% O B

#f£ . The person in charge of the relevant department of the institution or designated relevant
personnel shall discuss the proposed dispute, and according to the relevant certification
requirements such as the standards and rules found in the on-site audit, put forward the
handling opinions on the focus of the dispute, and submit it to the management representative
for approval.
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3.2.3 2 g N D A7 T K o 26 A B A D08 T 2 W AH DR ER T A 4+ L4 U7 The customer
service staff is responsible for notifying the relevant departments of the company and the
party raising the dispute of the final handling opinion.
3.2.4 G R 7 0 i A A B R LR R R, RN R 4 5T B AT . When the party
raising the dispute is satisfied with the final settlement opinion, the customer service staff is
responsible for supervising the implementation.
3.2.5 B UER I T AW SRR B E R, ATLAR AN & IEEZR R fd i e, ha]
EL%[7 AENOR PYEZF, AHOCINATHLA . P s ) e e 0 1) B ZOAE A ] B B
Bl B3t 47 $: ¥ . When the party making the dispute is not satisfied with the answer, it can
submit a review to the impartiality committee of the institution, or directly to AENOR Spain,
the relevant accreditation institution,local certification authority or The national certification
and accreditation supervision and administration authority makes a complaint.
4 3R praise
4.1 R E Offer of praise

FEATH LB NPT DL s s B8 A S AT A4 ) AR 2 RIFE VIR St A P
x4, RN ENAEZ R A — NN R NS U TR 7 B A 40T 1
B IERAFT Kl . Any organization or individual can submit a commendation to the company in
the process of certification implementation by phone, letter, etc. In principle, it should be
within one month after the occurrence of the incident. The proposer or organization must
provide details and supporting materials of the event being praised.
4.2 45 BWIZEL Verification of praise information
4.2.1 TS BN D2 — I ) SRR B B, IR S CER 197 A The person
receiving the information must register the relevant information as soon as possible and report
it to the person in charge of the relevant department.
4.2.2 AHIRFT T 5T ANRAE AN TAE H N SE A R 5L R it The person in charge of
the relevant department should complete the feedback of the relevant praise facts within two
working days.
4.2.3 BN AR St e 2 H R 2 w8 B AR B 22 B . (A8 w] 8 PR AR L
MATNZHE ARG FL T ULEUE. The customer service staff will report to the
company manager representative or general manager within the same day after receiving the
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feedback. The company management representative or general manager should arrange a

special person to verify the fact of the praise.

4.2.4 X EBGAE B SERT, Z RN SR I B 5 A N 5 R R B R Bk v . AR IA BIPTA B
.. For those verified to be true, the customer service staff shall promptly draft the award

announcement and submit it to the general manager for approval. and communicated to all
employees.

5 10k 51R% Records and Confidentiality

5.1 BN RABLORAE P R P BL L S VIER R IEAMA] IE R A id 3 . The
Administration shall keep records of all complaints, disputes, and rectifications and
corrective actions related to certification.

52 Z 50 R B AR N R RO AR G OR A T B4E B A R I 514E . The staff
involved in handling complaints shall be responsible for the confidentiality of relevant

undisclosed information.

6 HHZAT Fee payment

6.1 AN, FFEUFHIBEL AL, BUZIUHR VR VR F U AR 2 T i 2R
NEBZFE NS AT. After investigation and confirmation, if the reason for filing a complaint is
not established, the expenses arising from the complaint, complaint and dispute shall be paid
by the party concerned or the client.

6.2 LW AN, HEOFIE AL, HIUEERUFTT, A4 m 2 s BOR 5 324
After investigation and confirmation, the reason for the complaint is established, the
responsibility of which lies with the respondent, and the expenses incurred shall be paid by
the respondent.

6.3 LHEMIN, JFENMBYRTBXHZIH . SO SRR, W20 A 1 9% 1 H
X5 ¥ B R Ut o When it is confirmed through investigation that both the party and the
respondent are responsible for the application or complaint, the expenses incurred shall be

settled through negotiation by both parties.
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