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1 B Objective

NI A FRSS TAEBRE, I A 77, PREVGIER 3 i 8RS B8] 2 1L
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This procedure is developed to improve the quality of the company's services, enhance
the credibility of the evaluation, and ensure that the feedback of certification activities
complaints and appeal can be handled fairly and reasonably.
2 EHTEE Scope of application

& T E AR RE. P RIAE. FSC-COC VAR H i FE R 55 B (T

Applicable to feedback information (complaints and appeal) during management system
certification, product certification, FSC-COC certification audit.
3 BR3T Duty
3.1 BB FITERIFIER . S, IEHOIEE SR BHE & CREER).
The Customer Service Department: Responsible for the reception and collect information,
verify and report Feedback certification activities (appeal & complaints).
3.2 FMRER A TN SIS BZSE; HAURBTHHRVRE R, A3 R T DUl s & Ak
A7, SATTRH FHRAR 7 V) 8 s 15 R R AL B A R
The Customer Service Department is responsible for the classification and investigation of
feedback information; Organize the complaint handling team to analyze and determine the
feedback (complaint, dispute and praise) Responsible for proofread, publish and archive for the
documents, forms and announcements; monitoring the handling of feedback (complaints,

disputes and praise).

3.3 U] ST AN RS S CRRERR) w, S 2 IR AT £ Bt DL R B S A

}
S

Responsible department: Responsible for providing corrective and preventive actions and
factual feedback in the handling of feedback (complaints and praise).

3.4 RCFABTARA: 500 A 1R R BRI E S A S AE . R
TAEHAN G H: BAZ RS, HAHEEI P T — AN QT IRE R VRS
NULEH A AT, BLERARURABI TR A o AN B8, RO, B PR E
b5 EF R ME ST NS 5 A
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Complaint handling working group : Responsible for the analysis and judgment of the
complaints
3.5 ANIEMZE ISy AT A HE B VR AL FE T AR K R AR U 1 4 Bl 4 13 i) R
Impartiality commission: Responsible for handling complaints or disputes that the complaint
handling working group fails to resolve
4 32X Definition
4.1 e SZIAUE FIE AN BOATEA S0 IEALRD 0 Bl 0 R g HEAT B3 % FE T 3K
Appeal: A request by a certification applicant or certification organization to reconsider a
decision made by the certification body.
4.2 Fofr: RATATHLR A NSV IEN U B AR SRS AN S I A5 2 0 2 147 9.
Complaint : The act of any organization or individual expressing dissatisfaction with the
certification activities of a certification body and expecting a response.
5 72 Procedure
5.1 ¥ Appeal
5.1.1 HYFAIHEH Present appeal
BHRFEF I ETORL, 178 AENOR HIMuG Chttps://www.aenor.cn) B[] . WAIEH
THNEWIEH LA NAERL B A B B RE CEHIER 2B P . HZE50 . INERT. 37
Ry Bi5. BB 46055 ee) 8dhitfE 10 BN R AR SR, iF7 M HTm
R I U0 A m AL B PR R W PR Y, R AT RESRASAH SRR YE o« FRRA BL15 T Y
T RGEW R s N T IR~ w], IFFEIN S4B R N RIS Bk & 07 55
Summary information about the procedures can be easily accessible on the websites of
AENOR(https://www.aenor.cn). Within 10 calendar days after receiving any decision or
measure issued by AENOR (including acceptance and review of applications, audit
conclusions, certification granting, scope expansion, suspension, withdrawal, scope
reduction, and other related rulings), certification applicants or certified organizations may
file an appeal with AENOR. The appellant shall submit a written appeal stating the grounds
for disputing AENOR’ s ruling, and attach supporting evidence where practicable. Appeals
must be submitted in writing, signed and sealed by the appellant’ s authorized person, and
shall include the contact person’ s contact information, eg. Email and etc.
5.1.2 HFIHAE A AL FE Investigation and handling of appeals
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5.1.2.1 15 B EUGH T 1 5TAT L ZIE 24 K PR 20 I H RS BAR IR 2 & 7 IR 5538

The information discovery department is responsible for transmitting the received appeal

information to the Customer Service Department within 1 hour.

5.1.2.2 B RS E L UHE R AN 5 R T BT &, #E— DR HR S BT SIAERE
AR WIZEMSENHRRER, BPRSELIFEL HNIEE (L. K. AERL
Sk BiG AN I HE BACELR), T HHNE EIRA R EHEFEREZ, e LeH
CoE(I

Customer Service Department must contact the complainant within 1 hour to further verify
the complaint information. If it is verified that it is the complaint information, Customer
Service Department must fill in the processing form of feedback information of inspection,
testing, certification and inspection activities within the same day, and immediately report it
to the management representative of the company for review and approval by the general
manager within the same day.

5.1.2.3 HHRVFIFHE/NEN SCRARYE S LS W B s &R P . 2 5 RS AR N 5N
TRAUEA St RS A e i, WRCE S R LHVGIERE, 25 N RN fifE
AR, HAE 1 AT S, AR RS 5 SRAT 8 T R .

The customer service department will start the investigation procedure according to the
approval opinions. If necessary, an appeal handling working group can be formed. The
personnel involved in the appeal handling process shall ensure that they have not
implemented the audit involved in the appeal and have not made the certification decision
involved in the appeal. The participants shall have nothing to do with the appeal.

5.1.2.4 FRIBAEWCEI VR I 2 A, B[R HFDT SR BE0I0 I i, ALAEET X H RS Y
JaBATEN TR SRR PRI 5 R IR, BRI TR B AR

The customer service department will notify the complaining party in writing of the approval
opinion within the next day, and inform the complaining party of the processing process of
the complaint, and start the investigation process 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. Communicate with the complaining party at any time during
the investigation process to ensure that it understands the processing process.

5.1.2.4 HHEAFHE/NHEWRHFFAEZ HE, 18 60 H A SEMRA FHUFFEARIHE. B
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WEMAZSE, HERHRFRAERES . FRAERESBIAYCEE, mdiF A ER,
i —EE ] R AR s S

The Customer Service Department shall complete the investigation, evidence collection and

verification of the appeal within 60 calendar days upon receipt of the appeal case, and
prepare an appeal investigation report. The appeal investigation report shall be prepared in
Chinese by default. If requested by the complainant, other agreed languages may be adopted
upon mutual consensus.

5.1.2.5 WA 77 AU AR A SN UE S B W BOBUT SRk « Bl . B i SOfR4% .
WIENUV RS AT BESER B L A5 2, DAME AR RS SC#E . £1XS FSC AIETUH F4 fr
AHYF, TWHIRRTRAL, FIREHRAE R YFZH )5 FsC #7818, I RAFEIC
Ko

The investigation method may include calling a hearing meeting, hearing the statement
provided by both parties, on-site investigation, obtaining written documents, etc. The
certification body shall collect all necessary information as far as possible to serve as
supporting evidence for handling. For all appeals related to FSC certification projects,
regardless of whether the appeal is valid or not, the Customer Service Department shall
register the appeal with FSC in accordance with FSC requirements after acceptance, and keep
the registration record.

5.1.2.6 HIRCIETARAL () fEWCEI 2 IRFRHRAZ /Y F R I A4l i 60 R A M A HE A AR
PR AW, R IR P IAC BRI, SRACE AR T, I a Bt

The Appeal Handling Working Group (if applicable) shall conduct substantiated analysis and
judgment within three days upon receipt of the appeal investigation report submitted by the
Customer Service Department, put forward written handling opinions, submit them to the
Management Representative for review, and obtain approval from the General Manager.
5.1.2.7 FRERAE 60 K AR e 28 A B I LA iR 2l A H R 5 A ®] SHERRTT, Ik
RANE S WADRAE (B FRAR ARG R), Ira IR &L, TieEfA R
B R

The Customer Service Department shall notify the complainant and the responsible
department of the company of the final handling opinions in written form within the next
day.The decision will be recorded in the" Record of Customer Appeals and Complaints
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Settlement ". All of appeals should be recorded regardless valid or invalid.
5.1.2.8 HIYFJ5 % e 4 A B S WA i BN, 5 IR A7 B B R A 24 Ak B S WL V5K
When the complainant is satisfied with the final opinion, the compliance Technology
Department shall be responsible for supervising the implementation of the final opinion.
5.1.2.9 HIFJT xS &AL B WA RIS, VI AR ST YA SRIVE AU =
HHSEEN 22 HARE, A B AN . B e G 8 3] s 50
TR AT B B LG BEAT VR r o B1XS FSC COC VAIEI H , 5 i) A i 1 4 T S
WA E] EH S YRS PR PSR, SRR AR R AR A m S H RS eR / 5o
Wb PR AR, BHIURANE RO H A A ASI (Assurance Services International, FSC
TBEMINAT LMD . ASI R IFREE P LB R 7 X AT £ ASL B 7 M ik
(www.asi-assurance.org) £ ifj;
If the appellant is dissatisfied with the final decision and believes that the certification body
has failed to comply with certification-related laws and regulations, causing serious
infringement of their legitimate rights and interests, the appellant may file an appeal or
complaint directly with the relevant accreditation body, local certification regulatory authority
or the Certification and Accreditation Administration of the People’s Republic of China. For
the FSC CoC certification programme, if the issue cannot be resolved through full
implementation of the Company’s internal appeal handling procedure, or if the appellant
disagrees with the conclusions reached by the Company and/or is dissatisfied with the
handling method, the appellant has the right to submit the appeal to ASI (Assurance Services
International, the accreditation body designated by FSC). ASI’s complaint procedures and
contact information are available on the official ASI website (www.asi-assurance.org).
5.1.2.10 fEHIF AL H . A Ao S Al fE s, P RNR (Bl - ks
Pl B R AR S FARAT Ao P BE F A FRURALFR AN 51D 2R3 1E, AR H R B
ATATAT X BIRAE, A0 AT A 7T e i BT XS FUR N HIBCRAT J, HURADRE o e i B2 R
VR VA A /NH A PR S A
Throughout the entire process of filing, investigating, and deciding on complaints, the
personnel involved in the institution (such as the customer service department, compliance
technology department, and any other personnel who may come into contact with the
complaint handling process) must be fair and impartial and must not discriminate against the
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complainant in any way. If there is any behavior that may cause discrimination against the
complainant, the institution will appoint an investigation team from the highest
management level to handle such incidents.

5.2 #1F Complaint

5.2.1 FUFHIHEE Present Complaint

FEATH LB NPT DL f U s B8 A S AR RT3 AR [ AR 2 W] VR IR St ) 5 5 1)
AR E 77 8 I VR AN IESS B A AUE N 53 2 AN 5 00 SRAE AL 2R 7 il o
WIEIE B5UIEAA AR & R AR, JEN BRI F AL S 30 HIN, Zife
FERT R AR AT O IEBIARL, JFIRBEBOF AR AR 207 3. R N
K, BAFENRERIFNGE R ANEA .

Any organization or individual may file a complaint with the Company regarding matters
related to certification implementation via telephone, written correspondence or other
means (including dissatisfaction with the Company ’ s policies, operational processes,
certification results, performance of certification personnel, or dissatisfaction with products
of certified organizations as well as the use of certification certificates and
certification/accreditation marks). In principle, the complaint shall be submitted within 30
days after the incident occurs. The complainant shall provide detailed information and
supporting evidence of the incident, together with the complainant’ s name and contact
information. AENOR shall retain the anonymity of the complainant in relation to the client, if
this is requested by the complainant.

5.2.2 FURHIIAE A AL FE Investigation and handling of complaints

5.2.2.1 5 R RIETTA SUELE 1 R AR ERIBOME BAR 25 7% 7 IR S5

The information discovery department is responsible for transmitting the received complaint
information to Customer Service Department within 1 hour.

5.2.2.2 H RS ELAUE 1 RN SRR EHMTER &R, 3t DSORGB S 5 IERE
A K. WS SONBUME R, B IRSMLAE S| HARS e, Al AELL
Kk BiE s RmHE SRR, T H NI B AR EHEREZ, e g
Btk EXF FSC VIETH KIFTA R, TTIRIIFZ T ML, LRV N St 787>
RS, B BINAER VR Z B G R FSC #HATEIC, IR E IR, BEARUFIREL
FSC ZRHEATE L.
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Customer Service Department must contact the complainant within 1 hour to further verify
the complaint information. If it is verified to be the complaint information, Customer Service
Department must fill in the processing form of feedback information of inspection, testing,
certification and inspection activities within the same day for approval by the general manager.
For all complaints related to FSC certification projects, regardless of whether the complaint is
valid or not, and regardless of whether the complainant provides sufficient evidence, the
Customer Service Department shall register the complaint with FSC in accordance with FSC
requirements after acceptance, and keep the registration record. Anonymous complaints shall
also be registered with FSC as required.

5.2.2.3 WRURIIF  SIMERBITER, )7 IR 55 S w it e WA

If the reason for the complaint is not valid, Customer Service Department shall cancel the
complaint according to the approval opinion.

5.2.2.4 HHRVFHENAN SRR S LS WS SR SR . 2 S5RURE R FE N 2N
TRUESA SRS R %, WA BRI LRIERE, 25 N RN SRR
WA, BAE 1 NTERAIE SN, EFEERHR U 5 21T 8 T & .

Members of the Complaint and Appeal Investigation Team shall initiate the investigation
procedure in accordance with the approved instructions. Personnel involved in complaint
handling shall ensure that they have not conducted the audit subject to the complaint nor
made the relevant certification decision, and shall have no conflict of interest in the
complaint matter. A preliminary opinion, including the follow-up action plan for the
complaint, shall be formulated within one week.

5.2.2.5 BRI B/ NH M A STIRERAIZ S A L 25 S ORI RE), DIHEESLRAC B B
E . AT NERHEEAR T

a) WrHUBCIR 7 AR TT 1) MR R A0 R i 5

b) VHUAHIC A S AIESE K

c) WEN AT A

d) HLAWHES L KIRIE.

X PR AR RESR ML TS UESE A BR ke 44 507, S ERIRE], MR H] .

a) SEEEARRICT, GFERURR R, BRNE. RFRESEER:

b) RIBIFLRIT R IR LIZAE, WA AR WK &%,
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) AZ B LE R N TV SE) R R B e SR AR 2R
d) TCVESLRIRZ ST, N N IRE L RIE N o A% 5 .

Complaint and Appeal Investigation Team shall be responsible for gathering and verifying all

necessary information (as far as possible) to progress the complaint to a decision.
Investigation methods include but are not limited to:

a) Listening to the statements and defenses of the complainant and the complained party;

b) Retrieving relevant documents, records and evidence materials;

c) Conducting on-site verification when necessary;

d) Organizing hearings or expert demonstrations.

For complaints where the complainant fails to provide sufficient evidence or anonymous
complaints, they shall not be rejected directly. The following shall be done:

(D Complete complaint records shall be kept, including complaint time, complaint content,
complaint channel, etc.;

@ Conduct verification as far as possible based on complaint clues, such as reviewing
relevant records, interviewing relevant personnel, on-site spot checks, etc.;

(3 The verification results and reasons for inability to verify shall be recorded;

@ If verification cannot be carried out immediately, it shall be included in the next audit

plan as an audit focus.

5.2.2.6 W VRI B AL, AR R AN RARSE S 2B R LB S SRR . B
PRAEWSC R JG B 2 i A, A PUR 5 S 020 S A5t AT X R I e 84T 3 T R .
VAR TR BE SRR T ORIV IE, B RIL TR AL R .

Where the grounds for the complaint are substantiated, the Complaint Investigation Team
shall initiate the investigation procedure in accordance with the approval opinion of the
General Manager. The Customer Service Department shall provide preliminary feedback to
the complainant within two weeks upon receipt of the complaint, including a follow-up
action plan addressing the complaint. Maintain ongoing communication with the
complainant throughout the investigation to keep the complainant informed of the progress.
5.2.2.7 EFRA/DNARE R AT E, 2 5ERIFEPEEFERN G R RIER A LR RS
L H R, WBRA MR LR GE, 25 N 08 58RI K.
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5.2.2.8 & AT BHE A ENTIES B WU Pt FRIAR . B3z 2 . B iS4 .
INENUA SR AT el B AT A L EE R, DMAE A EIEHE S 4% .

If the reason for the complaint is established, the Customer Service Department shall

according to the approval opinions, draft and complete the notification of feedback
information of certification activities within the next day, upload it to the institutional
information management system for publicity, and start the investigation procedure at the
same time. A description of the complaints handling process should be made available to any
interested party. A preliminary feedback including the follow-up action plan for the
complaint shall be provided to the complainant within two weeks upon receipt of the
complaint. Communicate with the complainant at any time during the investigation to ensure
that it understands the process.

5.2.2.9 RECR A E/NH N AR B BF AT 2 ik 60 H XS BOF ST IR E . BUE &
%S, BRI ERE . FAEREEOADS RS, 1k
HUR PRI AR 2 1E =

The Complaint and Appeal Investigation Team shall conduct investigation, evidence

collection and verification of the complaint within 60 calendar days from the date of

receiving the complaint, and prepare a complaint investigation report. The complaint

investigation report shall be written in Chinese by default. If requested by the complainant,

other agreed languages may be adopted upon mutual consultation.

5.2.2.10 FRFBLE 60 K PN Rs R 2 AL 3 WL LA A T OB R BJF T AL~ 7] STAEER ], IR
ZARPR R WACSKAE (R PRI ERBILR), A RiIRFEIL, T2 aN

B R o

The Customer Service Department shall conduct investigation, evidence collection and

verification of the complaint within 60 calendar days upon receipt of the complaint, and

prepare a complaint investigation report. The complaint investigation report shall be written

in Chinese by default. If the complainant so requests, other agreed languages may be used

after reaching mutual agreement.

5.2.2.11 IR UR R IR TR T A R R, H PR IR AN R A SR ER T 5T AT R

(A IE/ TR T AR 2 ), T EERAE R E H I [R] Y BEAT SR R0 A, SRR IE 2 IEfi it

If the complaint is a company issue, the Customer Service Department requires the
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responsible person to submit the corrective/preventive action report within the specified
time after the announcement.

5.2.2.12 AR VR HR A A VAR AL, FIRE A IZH LA B RGE A, ZRIZH
ZU AR ] G BB, RS SCIESE . B ERS, ARG HATI . A
I3 25 FE IR SV BRAR RO R, anERIAIEAH SR BUE 24 i 2] IE A2 IE 47

UMAIESEIZH 23 BRAK 2R B0 ROEARAE o) RS, R i/ B 15 B0 2 AL A B
R R INIE

If the complaint is made by an organization certified by the company, the Customer Service
Department shall notify the organization in writing, requiring the organization to make a
written explanation of the complaint and submit relevant evidence. If necessary, the
company will conduct on-site investigation. The effectiveness of the certification
organization's management system should also be considered in the investigation. If the
certification organization is required to take appropriate corrective and corrective actions,
such as proving that the effectiveness of the organization's management system is in
question, it will lead to reduce, suspend or withdraw the organization's management system
certification.

The investigation method may include calling a hearing meeting, hearing the statement
provided by both parties, on-site investigation, obtaining written documents, etc. The
certification body shall

5.2.2.13 YRR R AL IR E WSR2 IR 0 5T B A 2 A L S

When the complainant is satisfied with the final opinion, the Customer Service Department
shall be responsible for supervising the implementation of the final opinion. If the
organization being complained about is certified by the company, the company shall require
the organization to take corrective and preventive measures to report to the Customer
Service Department. The Customer Service Department (together with the technical
commission if necessary) shall confirm the feasibility of the corrective and preventive
measures submitted by the certification organization. When necessary, the company shall
conduct on-site verification of the effectiveness of the corrective and preventive measures
taken by the certification organization.

5.2.2.14 BRI IX iR A AL B R AN SIS, WA AR R B, ARz
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XF T FSC COC VIETH H , 7 7] A e it 1 4 ) St AR 24 W) H B B3 AL BEAR o 15 2 i ok
BHIF AR R BEARAFFHBERN [ BN a BT 7 AN R, BFAH
BOB A VFIEACE ASI (Assurance Services International, FSC $& & HIIARIHLI ). ASI [
PR KR T7 s URT#E ASI B 77 Mt (www.asi-assurance.org) £

If the complainant is dissatisfied with the final resolution, the complainant may submit a

)

request for review to the company. The company shall refer the complaint to the Impartiality
Committee for further investigation and review. Where the complainant believes that the
certification body has failed to comply with certification laws and regulations, resulting in
serious infringement of its legitimate rights and interests, the complainant may file a
complaint directly with the relevant accreditation body, local certification regulatory
authority or the Certification and Accreditation Administration of the People’ s Republic of
China. The complainant has the right to lodge a complaint against any measures or decisions
issued by the certification body with the accreditation body of the corresponding
certification programme.

For the FSC CoC certification programme, if the matter cannot be resolved through full
implementation of the company ’ s internal complaint handling procedure, or if the
complainant disagrees with the company’ s conclusions and/or is dissatisfied with the
manner in which the company handles the complaint, the complainant has the right to
submit the complaint to ASI (Assurance Services International, the FSC-designated
accreditation body). ASI’ s complaint procedure and contact information are available on the
official ASI website (www.asi-assurance.org).

5.2.2.15 FELR A AR TR E S B e R eh, MU RN R (Bl an2s 7 il 55
A B BRI S HARAT AT AT R R AL BRI N 51D B AUAF AT, AR A
AFART X AT, A A AR AT feid BB XS SR N R BAT D, HURPRE b fe s i B R 4R
URHET N AL R S AT

Throughout the entire process of complaint submission, investigation, and decision-making,
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the personnel involved in the institution (such as the customer service department,
compliance technology department, and any other personnel who may come into contact
with complaint handling) must be fair and impartial and must not discriminate against the
complainant in any way. If there is any behavior that may cause discrimination against the
complainant, the institution will appoint an investigation team from the highest
management level to handle such incidents.

5.2.2.16 A MoK FE A4 R LA ACRVEIESE . AN AR il E AR AN = WA 9 R 2
FORTT B, VRN RLAE AT BE AU O T BT A VLB, 9N T IRE it
pall R

The certification body shall treat anonymous complaints, as well as grievances that cannot
be verified or are insufficient to constitute formal complaints, as stakeholder feedback. The
certification body shall conduct investigations where possible; where immediate
investigation is not feasible, such matters shall be included in the next audit plan for
verification.

5.5 i3k 51125 Records and confidentiality

5.5.1 & R 55 HE ML ORAF T HEUR BAR S5 IEA 58 B AN RO I R 10 %

Customer Service Department shall keep records of all complaints, disputes and remedies
related to certification.

5.5.2 KB BRI AR G RO A SR A TT BE B ACH IRE I 54T

Staff handling complaints shall be responsible for the confidentiality of the relevant

unpublished information.

Issue A/1 Page 13/13



