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1.0 HH Objective
FARIE B RAE RIMNER R AR (BLTREIFR ICAS) ® € 58 TAEM AIENE, DUBE A
Huly, AROALEE R, YR, ST AR .

In order to ensure the impartiality of the validation/verification activities of Shanghai Ingle
Certification Co., LTD. (hereinafter referred to as ICAS), customer-centered and effective handling
of complaints, complaints and disputes, this procedure is formulated.

2.0 YilE Scope

AREFIEM TS ICAS #E S EMSH RN E SZAET . MHRMAN, NABIE
AT AHRTT o

These procedures apply to the validated and verified parties, and related organizations, individuals
or any related parties in connection with ICAS validation and verification activities.

3.0 X Definition

3.1 Hif Appeals

APH E SR EHL N EE SR EIRS ERZ R ICAS 5 5€ 5% & W e 2 A i) AN
B i e Sk

A dissatisfied and formal written or oral statement made by the validated and verified organization
when their validation and verification status is affected directly by ICAS’s decision.

3.2 #iF Complaints

%f ICAS B 2 SRS TN B ICAS 752 51 20 P B Rii 7 O I A3 T o 13k
.

A dissatisfied and formal written or oral statement to the validation and verification service, staffs, or
with ICAS validation and verification clients

3.3 4 Dispute

W € SRS ICAS (L5 & 5% B P A i 5 A% B ROR Al U5 T AN R i I A 1k
o A5 i AR IR

An oral or written expression with disagreement in the respect of validation and verification process
and validation and verification technology between the validated and verified organization and ICAS.
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4.0 BR3T Responsibility

41 f B AT B HE B st M H R E EACR AL B R e B Ay
PR AR YA LI VF . Yo Z B G B R YA A 3

The top management designates the director of management committee as the management
representative to coordinate and handle appeal. The marketing manager is the management
representative to coordinate and handle complaint. The decision manager is the management
representative to coordinate and handle dispute.

4.2 T AR R 2 PR AT B SRR, A, BRER. ik, IR Bl

The special person of marketing department for dealing with appeals and complaints is responsible
for the acceptance, confirmation, following-up, record, replying and submission of appeals and
complaints.

4.3 5 RN 2t 5% R RIS 8 N B ST R A R

Other supervisors, who have no interest relationship with appeals and complaints, are responsible for
assisting with the investigation of appeals and complaints.

1) WInEaBE 7N DA S g /A% Bk 55 S ER AR TP N H R

Marketing manager is responsible for appeals and complaints during the handling process of
validation/verification business.

2) WIZAHE N ITH KE E S E RIS I B

Audit manager is responsible for off-site appeals and complaints about the
validation/verification.

3) HE/MEHKNITH E SZEIILI H B

Validation/verification team leader is responsible for on-site appeals and complaints about
the validation/verification.

4) NGVEHL RSO E /A% R
Personnel management specialist is responsible for complaints about validator/verifier.
5) REMABNITH K E E G EML B LR E R R AR

Decision manager is responsible for appeals and complaints in the independent review and
decision process.

6) ERMTTAHREHZEHH R
Management representative is responsible for complaints about management team.
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Mo B FONT A R R AR B R AT A A

The supervision department supervises and spot checks the whole handling process of appeals and
complaints.

5 & HH AR M ST DR T B TS 4T 2 IR AN S i 5

Management representative is responsible for ensuring that all the improvements are effectively
corrected and implemented.

4.6 N, HORGTIEE VB B r . SRS UEREEIT TR 150 AR A Bl BB,
M TR et
Human Resources Department and Technical Resources Department provides necessary resources

for handling appeals, complaints and disputes: including personnel, training, procedure, document,
expert supporting, finance, etc..

5.0 BFAEBEFHIZE/E The operation of appeals handing procedure

5.1 AT TS+ AL PR AR = L ICAS B2, AT L) ICAS 2 HF, HIF@AE ] 7E
ICAS i Bt 2 2 A THRI 3R B

Any ICAS customer with disagreement about the handling of disputes can appeal to ICAS. The
approach of appeals and complaints can be obtained in the validation/verification plan issued by
ICAS.

5.2 Tzl HBOF 2 B L RO ST B R, AENCEF R H R R ABRIARE], R HF L
WEHER R 2T

The commissioners of marketing department are responsible for accepting appeals. They
acknowledge receipt to claimants at the day they receive the appeal, and report it to the director of
the management committee.

3 BWHZEZEASNTIANSFEMINR, MHEFRHTRE, &L, WWBSUTHEN, LS
AT SRAL VRIS IR, A H A A4 Ak AR e SR FH AT it o LA [ 2 FR e
The director of the management committee, together with relevant personnel, shall investigate and

verify the appeal, listen to both suggestions, refer to previous similar results, give evidence-based
adjudication and decide how to respond.

5.4 HIRLFZEL GINA YR NIRBLAE R, Sod I, fRfbit iy, JFEWE] s irsoe a8
M IVNG Y EPSVEREL RPN AR

The complaint intake officer shall provide the complainant with the results, and if applicable, a
progress report and notify the grievant and relevant person who should take correction after receiving
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the adjudication decision.
5.5 FRALERIS AR IR B AT AT AH SR TT A T
A description of the process for handling complaints shall be available to any interested party.

5.6 WB#Rrfa, ICAS NMAfiiARIF& N SHA EMEEA K, WRER, MR,
Upon receipt of a complaint, ICAS shall confirm whether the complaint relates to its
validation/verification activities and, if so, shall resolve the complaint.

5.7 ICAS Bi%f B YR AL F 2 1 1 BT 0 4157
ICAS shall be responsible for all decisions during the process for handling appeals.

5.8 HIRRGRMAIEMIAN G, NAERERI RS R, LRI 2SRRI ZE ) it 2]
1E.

Appealed corrective personnel should adopt corrections according to the adjudication demand at the
day of receiving appeal result.

5.9 Xt R YRIIEGE IR, AL ICAS fizrs B BEE A o] ZR B HAAR SGBETTH H v .
EENAIVER PR PSIE R AN s S

If the grievant still dissatisfy with the adjudication, he/she can appeal to the ICAS top management,
CNAS or other relevant departments. Relevant personnel should inform the applicant organization of
the information in written the above information.

AN ICAS ARIESFYEA RIEANE B & /% NI 2 & S at 2 2™ B {7
N, FTULER A TR (H 50 AR T80 SOAME R B5)F, n] DURAH SN AT LR
PFo

If you think that ICAS has broken related laws & regulations or rules for validation/verification, thus
leading serious infringement to your legitimate interest, you can appeal to certification supervision
department or Certification and Accreditation Administration of the People’s Republic of China
(CNCA) and to relevant accreditation bodies.

5.10 FrfiZ 5 HFAL PRI FE B N 02 NI SEit FR R P S B B 58 /i E0E Bl B il s B R
S E /B YGE, FYRIIRE RN 5 BRIRICR N R, B BRI .

All personnel involved in the grievance process shall not have performed the validation/verification
activity to which the grievance relates or made the validation/verification decision to which the

grievance relates, and the decision on the grievance shall be made by, or reviewed and approved by, a
person unrelated to the grievance.

511 HFCHMS AT 30 N TAEH GRRIGI T RRAET 60 HD) , HAbBE4s RIL
FHEIEREAZ R IR o BTG E ARG X B YR N BT
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The appeal handling process should be in 30 workdays (it cannot exceed 60 workdays under special
situation), the treated result shall send to claimant with a written notice. Investigation and decision
should not cause any discrimination against the grievant.

512 HIRURZEEN I NAC KRB BRI B SRS, JERORAE PR 5 R A R R HRAL
B REED MU TN E:

Complaints should be recorded throughout the complaint handling process, and all materials related
to the complaint should be kept. The process for handling appeals shall include at least the following:

a) XRAZ. WAL UESKHRBL R E SR R AT 3N I R A A

A description of the process for receiving, investigating, substantiating the appeal, and deciding what
actions are to be taken in response;

b) EREFANCS R, BHEER R IRIIATEN;
Tracking and recording the appeal, including the actions to resolve it;
o) HTRRIE 2 1473

Ensure appropriate action is taken.

6.0 BIFEEREFHIZIE The operation of complaints handling procedure

6.1 ¥IFHISZHE Receiving the Complaint

6.1.1 ICAS i R L R 7 o7 2 E AR, #FHTE 021-51114700 ¥ ¥ F 28 % 5 oy
M, BifEE 021-54253541, B icasfile@126.com.

The commissioners for appeals and complaints in the marketing department of ICAS are responsible
for accepting complaints. Complaints hotline No. is 021-51114700 transfer to handling commissioners
for appeals and complaints, the fax No. is 021-54253541 or the email address is icasfile@126.com.
6.1.2 YRR LU kBB B YR AT A 2 B L 0 TR ARy, st (iR, #&ir. &
WALEEH)  (VFPOA0IA) Jo b BEHIIENIAEL, B R 7. BB AE ICAS K
o EMZ A TR TR AR

Complaints can be oral or written. Complainant can dictate the handling specialist details, or provide
"Appeal, complaint, dispute handling sheet" (VFP0401A) , necessary certification materials and
feedback contacts. The approach of appeals and complaints can be obtained in the
validation/verification plan issued by ICAS.
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6.2 BIFAIFAIA Substantiating the complaint

PR L RAERBIBRENZH, NIZBIESURE AT (BB, B i s s
2O, IFATERITE L EREE, DiiE R SRS,

Complaints commissioners should confirm the complaint at the day they receive the complaint (such
as in phone, email, etc.), and gather all necessary information to determine whether the complaint is
substantiated.

6.3 JREIEBIVFHIVEfE The assessment of original complaints

6.3.1 HUFZHEL BWBBIFN I H, KRR TIZ LR, IR BRET I, RYEREI
BURR ™ E I RS iz k. E?kf v RO T, RAIN R 15 RO HEE R A R L RS R
=S UZTETET“U%E’J% Ve R IR AT 5]

Complaints commissioners should report to the marketing manager at the day they receive the
complaint. They should assess the original complaints and verify whether they should report the
important complaints to the top manager according to the seriousness, potential security, complexity
and influence of the complaint, or take actions immediately according to the complaint urgency.

6.3.2 BFZHEL GBI RRE R (B EVFFIERDY  (VFP0402A) , FHIE R EHL
VbRl B3E (RYF. BEUF. FiabIEsY)  (VFPO401A) . FEUF3E P i AH OCE B ST F 4%

Complaints commissioners should register the received complaints to "List of Customer Complaints"
(VFP0402A) and form original complaint materials: including "Appeal, complaint, dispute
handling sheet" (VFP0401A) , relevant proof documents provided by complainants and so on.

6.3.3 (FHiF. #F. FiNAbFREY  (VFPO401A) U ER 4, DA Hon 3 phst F2 1t
AN AT A A

"Appeal, complaint, dispute handling sheet" (VFP0401A) is copied to the supervision department
manager in order to monitor the progress and quality of the rectification.

6.4 BIFHIAE Complaints Investigation

6.4.1 BRI iR TWEIFFRRY 2 R, KR URIERI B BR A Ph AL PRPR 325 .
The Commissioner for Complaint Reception notifies the complaint to the person against whom the
complaint has been filed, the supervisor assisting in the handling of the complaint, at the latest within
2 days of receipt of the complaint.

6.4.2 PpIHALBEBCYRI 3 S AR S SEAESS A SR I, RGOS SR AT AP AL, H
WIS VFR AR NEAT AR AT, P RaB T 5 ORI A BTG DL S B B R 32 B 55
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The complaint assistance supervisor should comply with the fact and evidence, and carry out fair and
impartial investigation of the complaint immediately. However, the Respondent must also be allowed
to provide explanations and clarifications, and to provide feedback on the investigation to the
Complaint Receiving Commissioner no later than five days.

6.4.3 EBCFAENIE, LB, FURZETL SR SUPAR O 7 FR M BJRE V8 T B ) R S 1
BEATIRAE, JRREURAYRE TS R R

If necessary, complaints commissioners are responsible for communicating something needed clarify
or inquiry to complainant again, and they should inform complainant of the process during the
investigation period.

6.4.4 Xt T EMZER P IEUR, ICAS N2 & BRI S DU FRAUE 7 7 o 28 % 2 45 R Ak 1
SO, I RO NI4T B0, A BB s AT AR GIAT B0 e M 5

As for the validation/verification customers’ complaint, ICAS should consider the influence on the
effectiveness of customers’ validation/verification results who has already received certificate. If
necessary, they should take according actions, such as non-routine validation/verification to the
respondent and so on.

6.5 BIFHIZE® Conclusion of Complaint

BRI AR B A B 2 ER R A SO R S RIS A B, Wi A &
KEZ5RAERMRA G, RIEHERS R 2 RNFHRUMEL S50, CRER, IszmE K
e, 0F EIRER SN TARLSEH, HHS5kE) , SREPHFNUFLLT:

Complaints commissioners should report the investigation process and results to the marketing
manager at the day. They receive the investigation feedback. The marketing manager should
cooperate with relevant personnel, make a conclusion according to the investigation result in two
days. (If necessary, for example a significant complaints should be reported to the director of
management committee or the general manager who should participate in the decision then), the
results should at least be specified as follows:

(D THEHE, FHRTEF L,
Responsibility ownership and relevant responsibility facts;
(2)  PEREHERAEEE T R
Complaint handling schemes which should be taken;
(3)  WIHRH) A& I BodEml, AN &) 2R RS LR
The explicit and implicit improvement, including individuals, departments and even systems;

(4)  NIEAHRN AT & IR I s 0 ;
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(5)

The notice issued the correction of incongruent deadline to relevant personnel,

IAREARRY: BRSSO am e |8 e ER 7 e BEE R AN, ICAS
25 JEO H E M B R IRAF AR R AL R, JdRe <5
If the results show that the complaint fact has already influence on the effectiveness of the

validated/verificated customers’ validation/verification results, ICAS should consider a
corresponding treatment of the validation/verification statement, such as withdraw, etc.

6.6 EEBFAEELEZE N Handing suggestions of reply complaints and notice

6.6.1 FUFZHE L RN RS589 H RIE R -

Complaints commissioners should reply the complainant at the day they receive the complaint

results.

)

(2)

(3

ISR T IR AEEE A, 3 A AT SR el oy
Provide the complainant with the outcome and, if applicable, progress reports

UNARIE RSB0 WAL RVIE R SR N A PATIZA BT 58, VRSB B3OSR IE B R AL
BT S AT RS, TR B NBA SR

If they come to an agreement, the commissioners should inform relevant personnel to carry
out this scheme. They should collect the effective evidence to the complaint and then gather
into the whole complaint data.

WRPLR B R IF T RAE, IR Ak S:, B2 B L SN AL I EAR T i 2
ICAS N80 % &% T HIRsK, RS R VFRITROLT, ] REIARE B R AL BE T 58 AL B
SR, IR D[R] B 75 R AT AN R T AR SRR B N AR AT AN R R IR TE

If the complainant is dissatisfied with the complaint scheme, this complaint shall be continual,
and the commissioners should report immediately to the marketing manager. In order to come
to an agreement, ICAS should consider the customer’s appeals fully and try to adjust the
complaint scheme under the permitting conditions. At the same time, ICAS should also
clearly inform the customers that they can continually choose internal or external complaint
channel if they are still dissatisfied:

a) ICAS WH#FiRiE

ICAS external complaint channel

& HEE
The top management

A

b=

*

il

eSSl
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The director of the management committee
& LI
The director of the consultative committee
b) ICAS AMBHBIFIRIE
ICAS external complaint channel:
& [EZ0AEZE AT HE
CNAS accreditation supervision department
¢ [EZXiINA[Z& CNCA
& [E M AT LAY
Foreign related accreditation bodies
BrE fRER, DL ESRIERE R 7 R % et
The contacts above can be provided by the complaint commissioners, if necessary.

6.6.2 R L 53 TUBIZR N = HoR £5e b i i B e uid Al e N it Cnggee e A
MREETE) , IFEIRIRIPL L8R .

The complaint commissioners should inform the relevant personnel (such as the respondent, relevant
manager and so on) of rectification items related to the result at the day they receive the result.

6.7 ZWEF End of complaints

PR BL G N B DEIN L R FE R, 7 AT A RO T -

The complaint only can be finished until at least the complaint commissioners ascertain these as
follows:

&) RURE R EE R R (B NAFE: M2 RS AR LR E R L
AT R AA  PREEANC AV, AFEMRIBORIIATS): B ORRBUE 4 AT 3)
AR AL BT 22 ST ) 45 TR LT =
The complainant has been satisfied with the complaint handling process Cinclude at least the
following: a description of the process for receiving, substantiating, investigating the
complaint, and deciding what actions are to be taken in response; tracking and recording the

complaint, including the actions undertaken to resolve it; ensuring appropriate action is taken)
and the result of the complaint handling scheme.

(2 P SO, B EIRAS AR IEM A i, AL B R
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All improvements have been submitted effectively corrective and preventive actions and
confirmed by the management representative.

(3 AEFRBRARRI A SRR ) 1 e ek, SHRURA SRR RIANESR Canitiy AR
FERERIRT R, & RS RE AR SRR ER T AT BT (RS 2 1T 4 i
FIEE) AT 7B R, rTHHEE. A k.

All the processes related to complaints have been recorded fully, all the materials and
evidence (such as certification materials from complainants and investigations, evidence of
the effective implementation to the complaint schemes, corrective and preventive actions,
training records, etc.) have been kept completely and can be traced, random checked and
verified.

@) SRR HAER,

Materials related to complaints should be copied and submitted to the management
representative.

— BN, RURRREA IR R A B 20 S TTAEH .

Generally, the whole complaint handling process should not exceed 20 workdays.
6.8 i M3 Maintenance and improvement

6.8.1 X AL FRHURIS FE Wi B Supervision of the complaint handling process
W P A AR Y SR VR A BRI R AT MR A%, B VR AR BRI SIS P L A S ) S B AT R
PEL Y IEFE TR A RSt DRI R TS

Supervision department should monitor the complaint handling process according to the requirement
of this procedure, such as the timeliness of complaint handling, the integrity and traceability of
records, the effective implementation of correction, the necessary training finished whether or not,
etc..

6.8.2 FF&:Eit Continual improvement

(L BN A RBOFEAT 32, DABE L BF 2 B IERB A R, 1R T80k
YRR O BUAF AN L 1 iR A

The management representative should classify all the complaints, in order to ensure whether
these complaints are repetitive or occasional, and to eliminate the existing and potential reasons
that might lead to the occurrence of complaints.

(2) A SCHEA R AT, B b RUR R R B R A .

Carry out effective corrective and preventive actions to prevent the repeating occurrence of
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complaints.
(3) KA IBIFAEN T IRNF RIS, DUEE RSE.
All the complaints should be focuses as inputs for the next internal audit.
(4 B IZIER, PA R A Rt S e Rk e 2 it
Regularly assess this procedure to ensure the effectiveness of continual improvement.
6.8.3 IR Reporting system of complaints
BARZ B N P SRR RO AL BB L, VAR s g

The complaint commissioners should report all the complaints handling situation to the general
manager regularly:

(D X FPPENE R BRSSO EE — a2 E) B, I R TRt et O

As for significant complaints, the commissioners should report to the general manager the first
time and report the progress timely.

(2)  HAbBYr, KA HAMBTT A k.

Other complaints should be reported by the commissioners monthly.

6.9 AEMFYEE Impartiality and confidentiality

(1D KEEFRIENEA T A A GEJE,
Handling complaints should follow a fair, public and reasonable principle.

(20 X FHRE AR UCRE A A PRI R 2 S 9 Y
The entire process of the complaint is free for complainants.

(3) H5HRFHEERABKNG, N [AEEZ R A B T AR, BRI OUE N R UFH T K
FIN G, B L BRIt . BRIRA RV RIEOL T, AR BAROEE A RE A A 1.
Personnel related directly to the complaint should avoid the handling work. The complaint decision

should be made by personnel irrelevant to the complaint, or be reviewed and approved. Where
resources do not permit this, any alternative approach shall not compromise impartiality.

(4) N7 HHRIVFNFNAG BARENE, 2 50PN GO0 FL BT L B AT 5 5%Ur A %
HIAE AT LA IR 51T BRARS2NE S s R NI R, 5 WA A B R A EN LA 2t
ITREBRBEYRIN A BEAE H - ICAS 5% 77 SRR NFEIRIthsE 2 35 RO R R IUA T, FFAEDRE
NIFIS, SRR E A I RIREE o

To ensure the confidentiality of the complainants’ personal information, all personnel participating in
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the complaint should take responsibility for the confidentiality of non-public information related to
the complaint. The personal information can be only available when handling the complaint.
Otherwise, they are approved by customers or complainants. ICAS should codetermine with
customers and complainants whether the complaints should be disclosed and decide the openness
jointly at the time of open.

(5) MFHLYR A EAN AR AT T BUEFTEAREAT 3

Investigation and resolution of complaints shall not result in any discriminatory actions.

7.0 i Dispute

7.1 HEH S G H L U%T ICAS 8 8% A2 7 ol 5 58 1% 8 R Ia) @77 A= iUk 5 0] )
ICAS &R H

Disputes on ICAS validation/verification procedures or validation/verification technical issues can be
raised with the ICAS Supervision Department by either the applicant or the applicant organization:

7.2 HHEMZEI R A G, R AR A AN R W] BEARYE e A A AR R 2 A
FISCAF R AL . e U A REIAS — B W, s E A K EH KGR g, IRl
KAPWRTT AR 20 a] ARIE AR /7 7] ICAS 2 2 B H H

The validation/verification team leader should try to handle it through consultation according to
validation/verification principles and validation/verification references, when the dispute occurs in
the on-site validation/verification. As for the disagreements, the validation/verification team leader is
entitled to decide in advance and record two sides’ opinions. The customers can propose the appeal
to the managing director of ICAS according to this procedure.

7.3 NEHEMZEIIZ IR 430 B ELS IR A ICAS 8 F 5 . 9 I B e I A 14
MBS H LR, hHHE e ITHAM RN BT, A% AR L BRI 78 45 R 1 5 P2
N W RRERI S, HRE AL RN BT, JRR IS E RIE R UGR A
il AR AL BREE RATS AN RIS, W] DURIEASRE 7 ) ICAS $2 1 iR,

The off-site validation/verification team dispute should be proposed to ICAS Supervision
Department in written. If the dispute involves validation/verification, the Supervision department
should hand over it to the audit manager. The audit manager is in charge of organizing related
personnel to research and inform the controversial participant of the results. If the dispute involves
decision, the decision manager is in charge of organizing related personnel to research and inform
the controversial participant of the results. If the controversial participant is still dissatisfied with the
handling results, he/she can propose the appeal to ICAS.

8.0 #&i23* Related Records
> (R B, SR BEEER)  (VFPO401A)
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"Appeal, complaint, dispute handling sheet"
> (BEEAFFIR)  (VFPO402A)

"List of Customer Complaints"
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