Group EXAOIAIE A\ Ti PDO7
WREEBRIEK, BiF. IRFMNFHCIEE

Provisions for Handling Requests for Information, Appeals,
Complaints and Disputes

1 HEEER05K Requests for information

1.1 EEEECEEER@IE: The scope of requests for information mainly includes:

a) IAUESCHERINY;  Certification implementation rules;

b) IANBEHIREKREREIA; Inquiry into the status and authenticity of certification certificates;

c) HEMZEEICKRE(REIS,; Validation/verification conclusions and authenticity inquiry;

d) 5I\IE. FEZETXIIESREl. Process documentation related to certification, validation and verification.

1.2 FEEBHISKRESEERE
Management process for responding to requests for information

1.2.1 REEBEREISRIE: Process for responding to requests for information:
RIS EHEREER-TEERPOZE-RE
The applicant submits a request to the organization — The organization's Compliance Centre accepts the
request — Response
1.2.2 REEFEBEBEKEISEEK Requirements for responding to requests for information
1.2.2.1 EMER15K4E Handling of routine information requests
MNTFHBEIRERREIEK, NESTHTREME S
For information requests received by the organization, a confidentiality assessment shall first be conducted:
- ERREER, 2% Ti P08 ((ERREEEREEIERF) BXNERIT
« If confidential information is involved, it shall be handled in accordance with the relevant provisions of Ti
P08 "Information Confidentiality Management Control Procedure"

- IHREERNAKEIERE 7 M TERRTFIUEXRSE
» Non-confidential information shall be formally responded to within 7 working days after receiving the
request
1.2.2.2 WEERIEK4IE Handling of regulatory information requests
T mERR JRHAVESERIER, MZRLITRNAE:
For information requests from regulatory authorities, they shall be handled in accordance with the following
principles:
o (LARMBUSEESK Prioritize handling of regulatory requirements
o BREYESRIMENRTET & Follow the time nodes specified by regulatory authorities
o FHRATRASERERMERNT=E MY Ensure the accuracy and completeness of the information provided
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2 Hiff Appeals

2.1 ZIEHBRFBEEEENE: The scope of accepting appeals mainly includes:
a) WRAHWIAILERZ, HEZERL,

Involving the certification audit, validation/verification conclusions of this organization;
b) BRANIIFRIEBALIEE. BIEINIESE;

Involving the suspension or withdrawal of certification status of certified organizations by this organization;
c) ERANWINERZ, BEMBRESEREINEEM. QIEY,

Involving the legitimacy and impartiality of certification audit, validation/verification and other related
activities of this organization;

d) BTRIREARNHAER (BF: HBELm, TUIEEN INEREERTE).,
Involving social information of certified organizations (including: media announcements, supervision and
inspection results of competent industry authorities, etc.).

2.2 HiFIEERIE Management process for appeals
2.2.1 BiFAFE: Appeal process:

RAENIHRERIF — AFFE — FE — &E — RUEGNEST — BHFAHIA — SRR —
RHMYIEEE — TSR — KWIEREHRSER.

The organization submits an appeal to the organization — The company accepts — Investigation —
Determination — Proposal of handling opinions — Confirmation by the appellant — Analysis of the cause of

the problem — Proposal of corrective actions — Implementation of corrective actions — Verification of the
effectiveness of the actions.

FRIFRURH. EEFIRERRIERE XTI ERIF AR IR T,

The filing, investigation and determination of an appeal shall not result in any discriminatory act against the
appellant.

2.2.2 ERIFHYVEEFILLIR Investigation and handling of appeals

2.2.2.1 SHFRIFRLEGAYHAHHASAPRSE XAREE TN, ARER AT ELABEAZURHE BT, UEAE
ZEZRIF, SRIFDNAMEXTRIFMENERAHS, HJEREIRIFLIESR 30 M TIEERETIEERE
DRHEH,

When a certified organization disagrees with a decision made by this organization regarding certification
status, it may submit an appeal in writing to the organization at any time. This organization does not accept
anonymous appeals. If the appellant is not satisfied with the result of the appeal handling by this organization, it
may request a review from the organization's Compliance Centre within 30 working days after receiving the
appeal handling result.

2222 EMPOVEEEIRRE, TRNETMERKE. BB LENERHHTIRIELBEERIFEEHIEEL,
BEEESN. WERUTIEHA. WrEE. RERESHFNHEREFET. BEMNZUABEIFZINRBRIFRARIA
BT iR,

After receiving an appeal, the Compliance Centre may take various measures to collect and obtain evidence

of all necessary information and perform verification to determine whether the appeal is substantiated, including

k&7 HHA Date of issue: {&1THHA Revision date: sCiE HER Date of implementation Issue 1.0 Page 2 of 8
2025.12.25 2025.12.25



GFOUP EXFOIAUE Ti PDO7

convening meetings, hearing testimonies from both parties, conducting on-site investigations, consulting experts,
etc., to make a well-founded judgment. At the same time, it shall confirm receipt of the appeal to the appellant in
writing.
2.2.2.3 ITERIWRAEERIRIFR 20 N TIERMEMT, MR 5 N TIEHBABRIFASIWAE B,

A hearing meeting shall be held within 20 working days after receiving the appeal, and the appellant shall be
notified of the time and place of the meeting at least 5 working days in advance.

2224 HFSMEGSRAMBIRIEERIRHIEA, AHREASEAMSF ML, NERNRTRNEFRI 3 MIIER
PHERE.

Both the person responsible for appeal handling and the appellant have the right to propose witnesses. The
names and addresses of the proposed witnesses shall be submitted in writing no later than 3 working days

before the meeting is held.
2.2.2.5 PO RIFMRIIIEHFTIRIFICR, SiE/IMRBEIRTREAMHERE,

The Compliance Centre shall track and record the appeal handling process, including the measures taken to
resolve the appeal.

2.2.2.6 FEAERIFISRES, SHFPORTLUBITEIERE I BRIF ARG IERH RIR ST ISR,

During the appeal handling process, the Compliance Centre may provide the appellant with progress reports
and results of the appeal handling by telephone or email.
2227 HIFFINEZGEEIANHER, INDAWRETNEER E R ENASHEF G NG ZETE
BE, JEEREATIE. BB ERRSEZRNBAT R EEENXEH TR,

If the appellant is not satisfied with the final handling opinion and considers that the certification body has
failed to comply with relevant certification laws and regulations, resulting in serious infringement of its own

legitimate rights and interests, it may directly file an appeal or complaint with the relevant accreditation body, the
local certification regulatory authority or the national certification and accreditation supervisory authority.

2.3 EHiFAYRLE Determination of appeals

2.3.1 EMFORAEFNT, NERSARMSEAINALEY, SkHESZEME. FiERRISZIAR SU4RIZIR,
XERIFENBREN BEBIE XSS, ZHEEGAR.

The Compliance Centre shall make an impartial judgment, which shall be made by, or reviewed and
approved by, individuals not involved in the issue in question. All members are bound by the accreditation
documents. The determination made on the appeal shall be notified in writing to the relevant parties, and this
determination shall be binding.

2.3.2 BHIFREREE 30 M IIEHA, DINERIFMHRE, FELIIMER FaIRZAMWEANEMZERSMIH R
RE, FARBRGMIEFEY, RREHEREREARIE,

A decision on the appeal must be made within 30 working days from the date the appeal is submitted. In
exceptional circumstances, the matter may be submitted to the organization's Impartiality Committee for a final
decision. Extensions required for handling special circumstances shall be approved by the General Manager or
Management Representative.

2.3.3 AWIREEFMEIREETRRS AT, AERFREAN ST TN, HIFMRERIET
ERIEIFA.
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This organization shall make the appeal handling process 237F to any interested party. The investigation and
appeal determination shall not lead to any discriminatory acts. Upon completion of the appeal handling, the
appellant shall be formally notified.

2.3.4 ZAHENS BHIFMESIERATE BIRRIRER S,

This organization is responsible for decisions at all levels of the appeal handling process.

3 %k Complaints

3.1 ZFAYIRE Filing of complaints

HIELEAN AT IABEBIE, RESFHURERALEHOFAESSERNE XA (Fa0: XN ERITTEH .
EIEIFEFIAEERMIAEA RRERIAHERHXRIEALRN MR, INBEBSIMEATRSESNERRNHR), ||
W EREZEGRELS 30 BR, BuRMAFSARMATIER. EBR. BERBR T, FAFEAZEES
"R,

Any organization or individual may complain to the company about issues related to the implementation of
certification through any means such as telephone, letter, etc. (for example, dissatisfaction with the company's
policies, operational processes, certification results and performance of certification personnel, or dissatisfaction
with the products of certified organizations, the use of certification certificates and certification/accreditation
marks). In principle, complaints should be filed within 30 days after the occurrence of the event, and details of the
complaint and supporting evidence must be provided. As a general rule, the company does not accept
anonymous complaints.

ORFERR  BRETSREF - AEFE - AT — HE — RULERRL — KFEWA - 2
FrIERE — RHEMUIERSR — SCEUIERE — BIEERESER.

Complaint handling process: The organization files a complaint with the organization — The company
accepts — Investigation — Determination — Proposal of handling opinions — Confirmation by the
complainant — Analysis of the cause of the problem — Proposal of corrective actions — Implementation of
corrective actions — Verification of the effectiveness of the actions.

3.2 IZFASEAEMLIE Investigation and handling of complaints

321 FERARMMIIERELMT H—HEE CANEEIRIREELER) EEICHXER, FIZEMRESEAER]
RBRA. AEIIGRBANE 1 /NERBER. &=L, BIFEXER, LIHERIFEENRI, SFWHAE, RZXE0F
IDAbER,

The department that discovers the information has the responsibility to register the relevant information on
the "Certification Activity Feedback Information Handling Form" immediately and report it to the head of the
department without delay. The head of the department shall collect, verify and validate the relevant information
within 1 hour to determine whether the complaint is substantiated. After signing for confirmation, it shall be
submitted to the Compliance Centre for handling.

322 EAHROKERSRE, NEARFREESNEFZENEX, WREX, NERERRZZRE. a0
£ CNEEIRIREEIER) EFWNG, ATIERNIZA ERATEEENREZ, HEDEESHH,

After receiving a complaint, the Compliance Centre shall confirm whether the complaint is related to
certification audit activities. If it is related, it shall initiate the process to resolve the complaint. After signing for
confirmation on the "Certification Activity Feedback Information Handling Form", the Compliance Centre shall
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immediately report it to the company's Management Representative for review and approval by the General
Manager on the same day.

3.2.3 SRR, EMFPMKIEEIEIAERRFHIETFE., 25RFNEIEMNA RNIFIE S S L
RS RIEZ, BREMERRERIGANERE, 55 ARNSIFERTX.

If the grounds for the complaint are substantiated, the Compliance Centre shall form a complaint handling
working group based on the approval opinions. Personnel involved in the complaint handling process shall
ensure that they have not performed the audit involved in the complaint nor made the certification decision
involved in the complaint, and shall have no connection with the complaint matter.

3.2.4 YHRIRAVIBRAARAZ, SMPORIERIE L IERIFAME,

If the grounds for the complaint are not substantiated, the Compliance Centre shall terminate the complaint
handling based on the approval opinions.

3.2.5 SR MKIEREHAENE 1 N TIEHREESN CAEENRIREELNE), VENT LEZTIEREE
REFULTR, ARNEEERER.

Based on the approval opinions, the Compliance Centre shall draft and complete the "Certification Activity
Feedback Information Announcement" within 1 working day. If necessary, it may be uploaded to the
organization's information management system for public notice, and the investigation procedure shall be
initiated at the same time.

3.2.6 EMPULEAETRHZAERERMOFREMHTAE. NEZSE, AEBGFEAERS. AEA, &
MAPORHFABKER T, FRFGRHER, RER, RUHRIRS.

The Compliance Centre shall investigate, obtain evidence and verify the complaint within two weeks from the
date of issuance of the announcement, and prepare a complaint investigation report. At all times, the Compliance
Centre shall confirm receipt of the complaint and provide the result to the complainant and, where applicable,
progress reports.

3.2.7 MHEHOFNAREBT SATAERKENER, EMPOBEKRFERBIARTANELAERMZEERER
AHEIRSERRIRES (4 IE/FRBhE RS Y.

If the issue complained of is related to the company's certification audit activities, the Compliance Centre
shall require the head of the responsible department to complete and submit the "Corrective/Preventive Action
Report" within the specified time after the announcement is issued.

3.2.8 WIFMBRNEASIHFASLRIARIEL, sSRESZME, MBIKRNBEREHNESAFL, S0
NEEEEREN, EEEAIES IARAERRRISEE, AREZIEEEAMRFRESHTEER.

The resolution of the complaint shall be made by, or reviewed and approved by, personnel not involved in the

complaint itself. If the issue complained of is directed at the Compliance Centre, the Compliance Centre shall
follow the principle of recusal. The head of the department that discovered the information shall directly submit it
to the General Manager, who shall designate a specific person to investigate the complaint content.
3.2.9 IIRIFINELATIAENER, SMPOMZERAUBERREN, EREEHRIMA B
B, FHREZEXIHE. YEN, NEFHTIAR. FERANE SIAEFRREERARINENE, NEKRIAEH
LIRENE SR IEFU RN, ESCZBARNEERRRNEREFERIRRR, P R4E/)\. EEaREZARRY
BIRRRIAIL,

If the complaint is against an organization certified by the company, the Compliance Centre shall notify the
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organization in writing, requiring it to provide a written explanation of the issue complained of and submit relevant
evidence. If necessary, the company shall conduct an on-site investigation. The investigation shall also consider
the effectiveness of the certified organization's management system. If the certified organization is required to
take appropriate correction and corrective actions, and if it is confirmed that there are problems with the
effectiveness of the organization's management system, this may involve reducing the scope, suspending or
withdrawing the management system certification of the organization.

3210 FEARNIEEESENERN. WS REMRA., WZEE, ANPENHE. WTFHFEGEIMESN
B, SR OESFHITERERIA]T 10 RISSWHETE., WRBNIRFNG REXEH., WTHEERERRTIR
IERBFHET 5 BiRHEBXIEARISEZ I,

Investigation methods may include convening hearing meetings, hearing statements from both parties,
conducting on-site investigations, retrieving written documents, etc. For matters requiring a hearing meeting, the
Compliance Centre shall notify the complainant and respondent and relevant parties of the time and place of the
meeting 10 days before the hearing meeting is held. Both parties have the right to propose the names and
addresses of relevant witnesses no later than 5 days before the hearing meeting is held.

3.2.11 W ETEEREREIEM P ORRAOFAEIR S = H AMMEHERIEN ST SHIET, FEHBEGE
B, RREREARTFR, ALRESEE,

The complaint handling working group shall, within three days after receiving the complaint investigation
report submitted by the Compliance Centre, make a well-founded analysis and judgment, propose written
handling opinions, submit them to the Management Representative for review, and obtain approval from the
General Manager.

3.2.12 EMPOMIEINERIMMERL, £ 1 M TIEHATHRER (MEERAE), YEN HEATEREER
FFUNT, ARBASUBER BRI .

Based on the approved handling opinions, the Compliance Centre shall complete the drafting of the
"Handling Result Announcement” within 1 working day. If necessary, it shall be uploaded to the company's
information management system for public notice, and the announcement shall be promptly notified to the
complainant in writing.

3.2.13 WFHMNRLMERNFRHER, SR ORREENRLMIESIATESE. IHRIRIFIELTIALERN
B, WFHFERNMIEFBLEIER, ARMNERZALRNUIEFTGEERESHTL. SMPL (BEIY, &
EfFER) IHAEELUR I [EFRRG BRI T TN . R, ARIXHAUEERRVM IEFRGHEMERIE E
HITIAIIE,

When the complainant expresses satisfaction with the final handling opinion, the Compliance Centre is
responsible for supervising the implementation of the final handling opinion. If the complaint is against an
organization certified by the company, and corrective and preventive actions are required, the company shall
require the organization to take corrective and preventive actions and submit them to the Compliance Centre.
The Compliance Centre (together with the Technical Committee, if necessary) shall confirm the feasibility of the
corrective and preventive actions submitted by the certified organization. If necessary, the company shall conduct
on-site verification of the effectiveness of the certified organization's corrective and preventive actions.

3.2.14 WIFFNNELLEENAHEN, TJLAAAEREER, AREMPUEZIRFEREAIEMHEZERSH
—SREE. 88, IFGIANAIMREFNHENEZRZMNHASHE S EINEZEITERE, JEEMAEE
AT, et e &30 s EZOABAT S E SRR TR,
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If the complainant is not satisfied with the final handling opinion, it may request a review from the company.
The company's Compliance Centre shall submit the complaint to the Impartiality Committee for further
investigation and review. If the complainant believes that the certification body has failed to comply with relevant
certification laws and regulations, resulting in serious infringement of its own legitimate rights and interests, it
may directly file a complaint with the relevant accreditation body, the local certification regulatory authority or the
national certification and accreditation supervisory authority.

3.2.15 WIFAEFIERERANSEBUARMETH, ABMERRMIBS AR IEX T 2T,
Complaint investigation and handling decisions shall not lead to any discriminatory acts. The company shall
make the description of the complaint handling process 23FF to any interested party.

4 #iYIE Dispute handling

4.1 WIXSEFIHIE. FIZITHARAFENECERIN, JESHERZEKNERR, WAREAR—SEN, aFis
FZEERG 30 RREIBHEIRHSNEIL,

If there is a disagreement over the audit process, audit conduct or the conclusion of nonconformity, it may
first be resolved through consultation with the audit team leader. If a consensus cannot be reached, a dispute
may be submitted in writing to the organization within 30 days after the on-site audit ends.

SRR  BRENWERHSNER — 2aFE — BE — 8 — RUELERR — #URHSH
N = DifERRE — RBUUIERERE — SSEUIERER — RIERHBIER.

Dispute handling process: The organization submits a dispute to the organization — The company accepts
— Investigation — Determination — Proposal of handling opinions — Confirmation by the party raising the
dispute — Analysis of the cause of the problem — Proposal of corrective actions — Implementation of
corrective actions — Verification of the effectiveness of the actions.

4.2 FYRYASELIE Investigation and handling of disputes

4.2.1 EREUHIAREURTE—HEE CAEENRIREELESR) EBICEXER, FZRMREHLAER]
RBEA. REIARANEMEHFCRUTRE: BHASER. SRAMBAES. BRSESER. BXIEHEL
NEFERIRRTTI, FHEREMPIORE,

The department that discovers the information has the responsibility to register the relevant information on
the "Certification Activity Feedback Information Handling Form" immediately and report it to the head of the
department without delay. The head of the department shall at least collect and record the following content:
information of the party raising the dispute, the project/certificate involved, description of specific facts, relevant
evidence and the expected method of resolution. It shall then be submitted to the Compliance Centre for
handling.

4.2.2 SHPOKREIBXERRE, MBAFNESSANEFRIGENEX, IREX, NEohimERRIZENFHEA]
RHa.

After receiving the relevant information, the Compliance Centre shall confirm whether the dispute is related
to certification audit activities. If it is related, it shall initiate the process to resolve the dispute and notify the party
that raised it.

4.2.3 WIBIEE—RBRER, FRMBEFHNEXRICR, HIREXTEZA. MEEEARKEHG A ZEZIEE.
S5 RSENARNRIERBSLEF P RATER, BREMEFNERIINERE, 25ARNSFUE
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TR,

The organization shall designate an investigator to review all records related to the dispute, interview the
relevant auditors, project management personnel and the party raising the dispute, and verify objective evidence.
Personnel involved in the dispute handling process shall ensure that they have not performed the audit involved
in the dispute nor made the certification decision involved in the dispute, and shall have no connection with the
dispute matter.

4.3 RFEHZEE Decision and response
431 JWF—fMEY, ERABAZASIENNEE A RMHELZRTE.

For general disputes, the final decision shall be made by the Head of Technical Department or authorized
management personnel.

4.3.2 JTFIHES, EHESFZIMAMEZESHUENFY, SREDNVILSEENAHE, JENBHFRE.

For disputes affecting the acceptance or approval of certification, such as refusal or suspension, if the party
raising the dispute is still not satisfied with the preliminary response, the appeal process may be initiated.
4.3.3 JWINLABEFAFRESENRIREGIESE S, KIERERH. BNIE (WREIIRELEE) R BT
30 MIIER, EXENHENRIINIRRI SIS IIRLTT.

The organization shall formally provide feedback on the handling conclusion, basis and reasons to the party
that raised the dispute in writing. The entire process (from acceptance to final response) shall not exceed 30

working days in principle. If an extension is required due to complex circumstances, the party raising the dispute
shall be informed in advance.

5 icE5R% Records and confidentiality
5.1 SMHPORRERERIF. KiK. FNUUARSINEEXRFMUOERICR.

The Compliance Centre shall retain records of all appeals, complaints, disputes and certification-related
remedial measures.

5.2 4MEERIR. FNTEARNSBRRATHEEREREIET.

Personnel handling appeals and complaints shall have a duty of confidentiality regarding relevant non-public
information.

6 ZMAZ{J Payment of fees
6.1 ZREEHIA, BIF. WFNEHAKIN, EZIRR. RFRFNRENERRSEARZIEAXZM.

If it is confirmed through investigation that the grounds for the appeal or complaint are not substantiated, the
costs incurred for the appeal, complaint or dispute shall be paid by the party concerned or the client.

6.2 ZWEMIA, BiF. RFRSEHERN, BEREENFS, FIRERZERBRNIFG .

If it is confirmed through investigation that the grounds for the appeal or complaint are substantiated and the
responsibility lies with the respondent, the costs incurred shall be paid by the respondent.

6.3 ZKWEMIA, BFEAMMOFITEXNZIRR. HFAERMEN, WZIAENZERBEIUTINEER,

If it is confirmed through investigation that both the party concerned and the respondent are responsible for
the appeal or complaint, the costs incurred shall be resolved through consultation between both parties.
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