GFUUP EXAD A E CILQC/OD-07

WEREEBRER, BHFHNRIFLIERE
Provisions on the handling of requests, appeals and complaints for
information
1 FEEERER
A request for information
1.1 REERHSEEEEEE:
The scope of asking for information mainly includes:
a) TAUESCHERRN;
A) Rules for the implementation of certification;
b) INBEBRERENE,
B) Inquire about the status and authenticity of the authentication certificate;
C) HE/fTZEEICRENER,
C) Examination/verification conclusion and authenticity inquiry;
d) S\NLE. FE/MZEAXITRERSH.
D) Process information related to certification, validation/verification.
1.2 REEBREKESEERE
Request for information reply management process
1.21 REERIBKREISME:
Request response process for information:
BREHHIREER TSR OZE-ES

The organization makes a request to the institution — the institution compliance center

accepts it = replies.

1.2.2 REERIBKREISEK

Request for information reply requirements
1.2.2.1 BMYERIERLE

General Information Request Processing

MTHAKBIREREREIEK, MBS TREETHS:
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For the information request received by the organization, the confidentiality should be

evaluated first;

IS RARZSR, % CILQC UD-14 ((EERZEESIERER) BMERT

If confidential information is involved, it shall be implemented in accordance with the
relevant provisions of CILQC UD-14 Information Confidentiality Management
Procedure.

IHRBERNEREEKRE 7 M T EBRFLUERES

Non-confidential information shall be formally replied within 7 working days after
receiving the request.

1.2.2.2 INE(EREIERE

regulatory information request processing.

T EETRR HREAEERIEK, MERA TR

Requests for information made by regulatory authorities shall be handled in accordance

with the following principles:

LTI IR B EE K

Give priority to regulatory requirements.

BEmETR JNERIR TR

Follow the time node specified by the regulatory authorities.
HRATIR S R RO RN TT

Ensure the accuracy and completeness of the information provided.

2 Hif

complaints

2.1 ZERIFRSTEEERA:

The scope of accepting complaints mainly includes:

a) R TiCert INERIR, B/iEstit;

A) conclusions related to TiCert. certification audit, validation/verification;

b) &K TiCert JERIFALNEE. BIEIAIESE;

B) It involves TiCert. suspending or revoking the certification qualification of the certified
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organization;
¢) W TiCertNiERR#Z. BE/AEFEXRENINEEME. QIEH;

C) The legality and impartiality of the activities related to the certification review,

validation/verification of TiCert.;
d) PRIRIPRRNHSER (81F: BARAH. T FEEERIEEREERSE)

D) Social information related to the certified organization (including: media
announcement, supervision and inspection results of the competent department of industry,

etc)
2.2 HIFREERE
management process of complaints
2.2.1 BFTAE:
Appeal process:
BA TiCert IREHIF — AFXRE — FE — FHE — BHEERER - BEFHA - 2
WIERRE — REBUERRE — SEHEsERNE — WSIHEREER.

The organization lodged a complaint with TiCert. — the company accepted it —
investigated it — ruled it — put forward handling opinions — customer confirmed it —
analyzed the cause of the problem — proposed corrective measures — implemented

corrective measures — verified the effect of the measures.
FRIFAYIRE. AEMREAMIERE SRR AAYERIRRI T,
The filing, investigation and decision of the complaint should not lead to any discriminatory

behavior against the complainant.

2.2.2 HIRRTAEMCE

Investigation and handling of complaints

2.2.2.1 SERUEARRS TiCert MBAPMEPRSERRIRERFIN, AIRERIRE TiCert. LABEAIFZIUR
HEpf, TiCert MERZERHIF. &Y TiCert XTHIFMENERAHE, KR HIFMIEESR
30 P IAEEHAMR TiCert SRAIAUIRH BRI,

when a certified organization disagrees with the decision made by TiCert. on the
certification status, it can lodge a written complaint with TiCert. at any time. TiCert. does not
accept anonymous complaints. If you are not satisfied with the result of the complaint
handling of TiCert., you can lodge a complaint with the compliance center of TiCert. within
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30 working days after receiving the complaint handling result.

2.2.2.2 EMPVEREIRIFE, FIRESHERIERILME U ERNERF T CHERFE
OHRIESE, BREEESN. WERUSIES, WHRE. BExREEFMEEREFIE. FRrTNIZLA
BEAFZ AR ARAKE T BiF.

After receiving the complaint, the Compliance Center can take various measures to collect
and collect all necessary information and verify whether the complaint has been confirmed,
including convening a meeting, listening to the testimony of both parties, on-site
investigation, consulting experts and making an informed judgment. At the same time, the
complainant should be confirmed in writing that he has received the complaint.

2.2.2.3 IMIESWNEZEIRIRRY 20 M TEARET, ZD4ERI 5 M TIEREHNHFASINAIRTE
MR,

The hearing meeting shall be held within 20 working days after receiving the complaint, and
the complainant shall be informed of the time and place of the meeting at least 5 working

days in advance.

2.2.2.4 BRIFHEBEGEAMNBIFAIEIREIEA, FHRHASEAMEFHE, NERRTFESNEFF
a1 3 N LEEREIELE.

The person in charge of complaint handling and the complainant have the right to present
witnesses, and the names and addresses of the witnesses presented shall be presented in
writing not later than 3 working days before the meeting.

2.2.2.5 BARONISBRIFMETEBHITIREANCR, S5/ RBIFTREAEHE.

Compliance Center shall track and record the complaint handling process, including the

measures taken to solve the complaint.

2.2.2.6 FEAEBIFERES, SMP ORI LUBEEIEEE B4R R AR BRI A IR S
R,
In the process of handling complaints , the Compliance Center Department can provide the

complainant with the progress report and results of complaint handling by telephone or

email.

2.2.2.7 BIFA IR EENAHER, INAIEFRETA RS A EENHSHEESE
NEZEEHEE, TEEARFATTTIM., FEIAESESR TSERIANEAT WS SR SH T
FRIFEISIR.

If the complainant is not satisfied with the final handling opinion, and thinks that the

Initial Publication Date: 2016.9.28  Implementation Date: 2025.06.13  Implementation Date: 2025.06.13  Issue 6 Page 4 of 10



LEGroup | &K FOSAGE
CILQC/OD-07

certification body has not complied with the relevant laws and regulations on certification,
resulting in serious violation of its legitimate rights and interests, it can directly appeal or
complain to the relevant accreditation body, the local certification regulatory authority or
the national certification and accreditation regulatory authority.

2.3 BIFHEGE

Determination of complaints

231 MO, MARSENPHTENNAEL, SRESHRIE FERRIIEA
B SHRIZIER, XSERIFMEHRIREN BEENAXETT, ZREEBLIRT.

The Compliance Center shall make fair judgments, which shall be made by individuals who
are not involved in the issues involved, or reviewed and approved by them. All members are
bound by the approval document. The ruling on the appeal shall be notified to the parties
concerned in writing and shall be binding.

2.3.2 BEIFRAZEE 30 M ILIFEA, WIRIERIFHERE, EFIYMER TR TiCert AIEME
RLAPHELRTE., FRBERCIETER, ARSEEEERIE,

within 30 working days after the complaint is submitted, a decision must be made on the
complaint, and in exceptional circumstances, it can be submitted to the fairness Committee
of TiCert. for final decision. Special circumstances need to be postponed, which shall be
approved by the general manager or management representative.

2.3.3 TiCert MG EFM BRI EEARHITRRS AT, AEHHFRENN SEUR LML TS,
BRI RIETUEAN IR A

TiCert. shall disclose the description of the complaint handling process to any interested
party, and the investigation and complaint decision shall not lead to any discriminatory
behavior, and the complainant shall be formally notified when the complaint handling is
completed.

2.3.4 TiCert XY EHIFIBITIZRIATE BIRAYRER S,
TiCert. is responsible for all levels of decisions in the complaint handling process.
3 %R
complaints
3.1 RIFAERH

Complaint submission
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HITELEAN AT AETEE, REHHUIR ORISR RERE X (Fa: X3
NEWNGE. BEEIEMAEERMIAEA RRRIIAHREIRIEARR A, INBERSIAIE/
INAIRGRIERRNHR) | RU_ENEZEMAELSS 30 BN, SUREAMSFSEENETER. IE
BEAE, BEERAT, AT FZEERRIF.

Any organization or individual can complain to our company about the implementation
of certification through any means, such as telephone, letter, etc. (for example, they are
dissatisfied with the company's policy, operation process and certification results, the
performance of Certification staff, or the use of products, certification certificates and
certification/accreditation marks of certified organizations), and in principle, they should
provide the details and supporting materials of the complained events within 30 days after
the incident. Under normal circumstances, our company does not accept anonymous

complaints.

BROFCERE AR TiCert RUEIF — AFRE — FE — #E — BHGEERL - &
FHHA — SRR — REMRIERERE — SCHESUERSR — WIEERkERER.

Complaint handling process: organize to lodge a complaint with TiCert. = company
accept — investigation — adjudication — put forward handling opinions — customer
confirmation — analyze the cause of the problem — propose corrective measures —
implement corrective measures — verify the effect of the measures.

3.2 BFRBEEMRLE
Investigation and handling of complaints

3.2.1 ERERIESIEREXNATE—IEE CAEENRIGEENER) FECHEXER, HzAp
IRELEAEP IRTA. AEBIREANAE 1 /NTAUE. #Z3E. WIHEXER, UHERFEEHIE
£, EFAE, RREGMHOLE,

It is the responsibility of the information discovery department to register relevant
information in the Certification Activity Feedback Information Processing Sheet at the first
time and report it to the person in charge of the department immediately. The person in
charge of this department shall collect, verify and verify the relevant information within 1
hour to determine whether the complaint is confirmed, and submit it to the Compliance

Center for handling after signing for confirmation.

3.2.2 EHFOKERSRFE, NEARGREESNERZENEX, IREX, NEImERRZE
iF. BAHPOE CNEEIRIREEHER) EFHNGE, FFIARNMZE) ERATEEENERS
%, FREBEEEH,
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After receiving the complaint, the Compliance Center shall confirm whether the complaint is
related to the certification audit activities, and if so, it shall start the process to solve the
complaint. After the Compliance Center signs the Certification Activity Feedback
Information Processing Sheet, it shall immediately report it to the management
representative of the company for review and approval by the general manager.

3.2.3 WGIRAVERMIZ, S OMKIEETENERFIOFGETEE. 2510 EETRENAR
RNERIERBSLIERIFE RAYERZ, REMERFERIIALRE, 25 ARNSRIFEITK.

If the reasons for the complaint are established, the Compliance Center will form a
complaint handling working group according to the examination and approval opinions.
The personnel involved in the complaint handling process shall ensure that the audit
involved in the complaint has not been carried out and the certification decision involved in
the complaint has not been made, and the participants shall have nothing to do with the

complaint.
3.2.4 WIFAIEBAANL, GRPOKIEREIERRGERF.

If the reasons for the complaint are not established, the Compliance Center will cancel the

complaint according to the examination and approval opinions.

3.2.5 EHHOKIERSENERERERERN CALESIRIREEAS) , HENT HEENE
REERHTUAR, RNEIEERERF.

The Compliance Center completes the Announcement of Feedback Information of
Certification Activities within the next day according to the examination and approval
opinions, and can upload it to the institutional information management system for
publicity when necessary, and start the investigation procedure at the same time.

3.2.6 EMPULEATEMZ BE_BRIHOFEHHTREE. BUENREZE, HEMRFEERS.
AEME, GRPOMABKERF, FEROFGREER, RERN, RAEHERS.

The Compliance Center shall investigate, collect evidence and verify the complaints within
two weeks from the date of announcement, and form a complaint investigation report. At

any time, the Compliance Center shall acknowledge receipt of the complaint and provide
the complainant with the results and, if applicable, a progress report.

3.2.7 IHEFFRABRET S ATIAEEENEX, GMPUERFERPIRBTANELAERSD
ZIRTEMERIRSBIAFERERAL (4HIE/FBhamERE) .

If the complained problem is related to the company's certification and audit activities, the

Compliance Center requires the person in charge of the responsible department to
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complete the submission of the Corrective/Preventive Measures Report within the specified
time after the announcement.

3.2.8 WIFFERNBASHFAESLRHIARFL, SRESRME, IR FEREH I ERF
B, ERFPOAERERIRN, RESRIE IRRABRRREEE, RREEEEEAMNKRFA
BHITREA,

The settlement of a complaint shall be made by a person who has nothing to do with the
complaint itself, or reviewed and approved by it. If the complaint is directed at the
Compliance Center, the Compliance Center shall follow the principle of avoidance, and the

person in charge of the information discovery department shall directly submit it to the
General Manager, who shall designate a special person to investigate the complaint.

3.2.9 MHEHOFNEREAEPALERIALR, EMPORIZERABERZUERN, BXZERXIHLIFAIE
AHPERE, FHESHEXIHE. O, AFHTIARE. EEIANERINEERERR
RRIERE, NESNIPRLIEREUE SR IEAZHIERERE, IMESDiZ AR EB R RAIBE L FEE
RS, i kgE)\ EEaREiEZERNERRRIAL

If the organization being complained is certified by the company, the Compliance Center
shall notify the organization in written form, requiring the organization to make a written
explanation of the complaint and submit relevant evidence. When necessary, the company
will conduct on-site investigation. The investigation should also consider the effectiveness
of the management system of the certification organization. If the certification organization
is required to take appropriate corrective and corrective measures, if it is confirmed that
there is a problem with the effectiveness of the management system of the organization, it
will involve reducing, suspending or revoking the certification of the management system of
the organization.

3.2.10 AEANAEEEEMESN. WETUTRHIFA. AR, ERBENGSF. WTEE
BEMERNA, SRR OEBHFITERE AR 10 RISSINAYEE. MRBRIHOFT REXE
75, SGHERERETINESAT R 5 BiRHERIEARIEAMMEIL,

The investigation methods may include convening a hearing meeting, listening to
statements provided by both parties, on-site investigation, and obtaining written
documents. If it is necessary to convene a hearing meeting, the Compliance Center will
notify the complaining parties and relevant parties of the time and place of the meeting 10
days before the time of convening the hearing. Both parties have the right to submit the
names and addresses of relevant witnesses no later than 5 days before the hearing.

3.2.11 BRigFE TRAEREI G ORI ARFEER S = A R B RIER DT ST,
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FROPEGCEREN, RRXEEEATRHFZ, HELEEE,

The complaint handling working group shall make an informed analysis and judgment
within three days after receiving the complaint investigation report submitted by the
Compliance Center, and put forward written handling opinions, which shall be submitted to
the management representative for review and approved by the general manager.

3.2.12 ERFPOHIEIVERIGNIEEN, FORARTHER (LEAE) , YEIN LEATERE
BRETIUNR, AREASUBER VBRI,

The Compliance Center shall, according to the approved handling opinions, complete the
drafting of the Handling Announcement within the next day, upload it to the company's
information management system for publicity when necessary, and notify the complainant

in writing in time.

3.2.13 RIFFNRELERNFHENT, aRPORERENNRECETWATES., WHEIRIFRY
RATHAERIAER, X THRERRMUIERBLEER, A RN ERIZ BRI [EFRAEER S M.
BP0 (BB, KERESR) PAEERIRAIM IEFBH BRI A TIEH THIA. OB, 2F
SPAIERRRYM IEFRL AR B U H TIAIIIE.

When the complainant is satisfied with the final handling opinion, the Compliance Center
is responsible for supervising the implementation of the final handling opinion. If the
organization complained is certified by the company, the company shall require the
organization to take corrective and preventive measures and report them to the Compliance
Center. The Compliance Center (together with the Technical Committee when 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 of the certification

organization.

3.2.14 RIFF N RELEETNAHEN, JUEATHREER, ASERPURZRFERREALE
MERSH—LREE. EF, AN WERETNHEX ZEEINASHEI S ENaZEITE
SE, TEERBEXIATTE, FEtAERESSEZIADA T S SRR TR,

If the complainant is not satisfied with the final handling opinion, he can file a
re-examination with the company, and the Compliance Center of the company will submit
the complaint to the fairness committee for further investigation and re-examination. If he
thinks that the certification institution has not complied with the relevant certification laws
and regulations, resulting in serious violation of his legitimate rights and interests, he can
directly file a complaint with the relevant accreditation institution, the local certification
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regulatory authority or the national certification and accreditation regulatory authority.
3.2.15 FEEMBEFREAN SEURABAMETA, AahGHEFNESEREREEAERT AT .

The investigation and appeal decision shall not lead to any discriminatory behavior, and
the company shall disclose the description of the complaint handling process to any

interested party.
4 iCRERE
Records and confidentiality
4.1 ERFRONREFERIOR. FULURSANEEXAAMUEERICE.

The Compliance Center shall keep records of all complaints, disputes and remedial

measures related to certification.
4.2 QMBEERIGIRIITE ARRNYIHEIR AT SR RERENEE.

The staff handling complaints shall be responsible for keeping the relevant undisclosed

information confidential.

5 &EAZ(T

Payment of expenses
5.1 ZREEMIA, RROFNEBAAIE, EiZIiHF, RFRFNRENZEBRIEAREITAZ
(D

After investigation, it is confirmed that the reason for the complaint is not valid, and the
expenses arising from the complaint, complaint and dispute shall be paid by the parties or
the client.

5.2 ZFEA, BRIIFRVIEBMN., HEFEENIFS, AERNZABEMF ST,

After investigation, it is confirmed that the reason for filing the complaint is established,
and the responsibility lies with the respondent, and the expenses incurred shall be paid by

the respondent.
5.3 ZFEMIA, JEAFIROFIIIIFHZINA, IFRAREN, UIZTUAERIZRBEXUT I ERR,

If it is confirmed through investigation that both the parties and the respondent are
responsible for the claim and complaint, the expenses incurred shall be settled by both
parties through consultation.
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