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1. HH purpose
ARREFFRE 1 R AN AR AL IR IR S AN = 102 7 HF SR8 B MK o This
procedure is developed to ensure that DAZHONG management system can continually, suitably and

effectively meet policy and objective and specified requirements.

2. JaH scope
AT FE T A A SIS0 AN T . #UFALEL, This procedure is applicable
to handling of appeals/complaints related to DAZHONG.

3. FEHIMKIE criteria
(AT E — REEHEARRFZEVIERNER — 58 184 ERK) (ISO/MEC
17021-1:2015)

Conformity assessment — Requirements for bodies providing audit and certification of

management systems — Part 1: Requirements (ISO/IEC 17021-1:2015)

4. BRTTAENVFERF responsibility and operating procedure
4.1 4L¥ I disposition principle

KA A=, AR AR T 52 3 A RIAL Bk | AR TT R #8037, JFEXRTAL
HARESR A YO DT, AR5 RE. REMAR, KRS58 BOFRHEXED).
A B2 RN RAURAD « HIF (RJF) FHIHE BN T AR . HF/4% U AT K
B (www.dzec-iso.com)/HEFE (dzec2017@dzcc-iso.com) /HLiE (020-81567873) )77 24T
H AR F o

DZ accepts. investigate and dispose appeals. complaints of interested party with preciseness,
impartiality and non-discriminatory manner, and is responsible for all the decisions of the process,
and ensure the participation of the investigation and handling staff, and participate in the activities
related to complaints, complaints.Information regarding the complainant and the complaint matter
shall be kept confidential simultaneously. Complainants may submit their complaints via the

Dazhong official website (www.dzcc-iso.com), email (dzcc2017@dzcc-iso.com), or telephone
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(020-81567873).

4.1.1 FBHR . HURR AN ATATER [ 50 51 TR H W 5 R UF NS R, 18] f S SR AE
DZ-FM-29 {HIFMEIRE BALBEER) JFRACH B BEAR . B B AR MR A SO R T A T2 =]
z5 b, A RPN REEH AT A 3REL. Any department or employee that receives a appeals,
complaints or disputes shall be honestly talk with the complainant, and shall record the issue in the
DZ-FM-29 (Appeals and complaints handing form) , and submit it to the management department.
The management department shall upload the document in the company's public network, to make it
available to the related person or organization.

4.1.2 AHUR; FHRA AR BT A B Be B B TR S5t AR I, FRURAIERR
(R A 2% N 5RORH B E R 8 N D3 A AL BB BE 7 LA Bl J&E . The company is responsible for all
decisions of all the complaint handling process. In order to reflect the fairness, the relevant personnel
and the original certification decision personnel should be avoided in the processing stage of appeals
and complaints

4.1.3 HFHIE X AN: definition for appeals

TR 7+ 32 A% T SRR S0 FLTEE AR IR S A SR B AR ok € BT B0 15 T i
3K . The applicant. auditee or certified client propose the written request about the certification
decision which is disadvantage to their expectation

4.1.4 BJFHIE XN:  definition for complaints

X R A S TAE N SEISRAIE 2 1 5 VIR SR IRAT J9 38 B AN IR 5 T K 7 - certified clients’
written unsatisfication to the behavior of DAZHONG and its staffs
4.2 HFHIALHE disposition for appeals

4.2.1 IS . 2RO SRIEA R Hf, S DZ-FM-29 (HR ISR S AL HE
) RALIGL B LA, AEZH ., TN S RS BRI AR R R e R R LR RIS R, R
Jo B B AR R 8 AT IR T LRI . I8 045 RS R OUE RS, M ERTRS 5 H
FEBMAN R T LAALE, o8 & 5 #E. The applicant. auditee or certified client propose the
appeals by filling in DZ-FM-29 { Appeals and complaints handing form) which will be transmitted to
audit department, audit department will should be consider previous similar complaints during the

acceptance, confirmation and investigation of appeals, and then the management department take
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measures to respond. When the appeals decision is noticed to the appeals person, it shall be handled
by the person who has not previously participated in the subject of the appeals in advance.

4.2.2 A DT NN R RE FORAC B EE R B AR . FRSE IR AS I A5 5
TRV o a0 R H YR A R BEEE - 7 W (N AU R IE ST YGIEA SR AR A B A
P -2 20 H B AvA N e 52 2™ AR F ), Rl PAE% A A UEN U BOUT A AR I 81T B
B KN Z$EH . The director of Management department should inform the appeals person the

handling results in a written notice. If the appeals person has any objection to the handling results

(eg: if he think certification body did not comply with the relevant certification rules. laws and
regulations, and caused serious violations to the legitimate rights and interests of their own), he can
directly turn to the local certification regulatory authorities or CNCA for appeals).

4.2.3 AL E R I ROV ER S H R A IR UK i BORBY 30 R, WG EHIFA.
The time limit for processing an appeal is within 30 days after the complainant's official written
information is received, including a written reply to the complainant.

424 ERCPRERE TP NIB R IO R, AR R R T SEAT RO R SAT AR A i
2] IE A 2Y IE 45 i - the appeals is tracked and recorded in the dealing process, including the
measures to resolve the appeals and to ensure the implementation of any appropriate corrective and
corrective actions

425 HFRHR . WA R RE, AR R E & AT T 2 B f5 18 . The proposal,
investigation and decision of the appeal shall not cause any differential treatment to the appeals
person
4.3 ¥ UFHIALHE disposition for complaints

4.3 1 ATATH LA A5 K B e TAE N SAISRAE % 7 5 AIEAR % 04T R B AN 4R H
F#UF, S DZ-FM-29 (HFHELME BARTEE) o HEHEIF ARG S EESA
Ry ZWINE R T LU A B . RO SIRIER A O, AN B R A
RARIA RN, B EE YGRS, JFAEE IR X CVGER T T RLR ). 5 A% AR
PP G N A ST AR R BRI A L E B R, DIAIR . IR B 5T BRI
PR, RN IR ARV E R i 545 8 . Any organization or individual propose

his complaints due to unsatisfaction to DAZHONG and its certified clients about certification related
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behavior, by filling in DZ-FM-29 { Appeals and complaints handing form ) . The management
department confirm the whether the complaints is related certification activities, if yes, the complaint
will be referred to the audit department. If the complaint is related to certified clients, the
effectiveness of the management system should be taken into account in the investigation, if
necessary, suspend its certification qualification, and inquire certified customer in the appropriate
time. The audit department shall be responsible for the collection and verification of all necessary
information to confirm the complaint after the receipt of the processing form. The director of
management department will inform the complainant the progress report and the result of the
complaint handling process

4.3.2 40 AR R A SR AL BE 5 A F (A I IAUEN AL AR SF I UEAR S VE A L Bl A
M- FEEH S S D) EARFR, AT LLE % R A GEN U SR IR I R T 5 E
FINZ$E ). If the complainant disagrees with the results of the complaints handling(he thinks
the certification body did not comply with relevant laws and regulations and this caused serious
violations of the legitimate rights and interests of their own, he can directly turn to the local
certification regulatory authorities or CNCA to complaints).

4.3.3 2 FBCRIN IROVIESIF R L BT UFBORHE 30 RN, BdEHmEEHRIFA.
BT ANCR RO R AR, BB E . PN SR KRR E I EUE,
TR R A S T LA TE, LR ATTFHIFEE . The time limit for handling complaints is
within 30 days from the receipt date of the formal written complaint by the complainant, including a
written reply to the complainant. The director of management department shall formally notify the
complainant the result of the complaint handling process. And discuss with the client and the
complainant whether make public the complaint subject and its resolutions, as well as the extent of
the public

4.3.4 FRUEZE 7 A% WA LA B BRI 52 AH 00 4R N2 158U P >R BCHS it 12 5% - The
certified clients shall provide the records of the corrective actions taken at any time in accordance
with the requirements of certification body.
4.4 43 BT A PEAY analysis and evaluation

4.4.1 B E S FTEE 12 H 0 BN R R P AR AL BRI BT A R BRI AL

F/1 5/6



I~ RHAER FRAE) %5 No.:
Dazhong (Guangzhou) Certification Co., Ltd. DZ-QP-04
AR AIEOF AR P

Appeals and complaints procedure

THG Page: 6

#, HIER DZ-FM-30 (HiF. HBIFEE/BENSEITR) IRAZEHEL. In every December, the
headquarters and the offices collect all the appeals, complaints occurred in this year, formulated
DZ-FM-30 {Appeals. complaints annual statistics form}) , and submit to the management department
4.4.2 E A B VAL RS BVPE WP IR G RIS AN B R, 0%
ALFE 45 %01 - The management department manager shall submit the statistical report to the annual
management review meeting. To evaluate the effectiveness of the handling of appeals, complaints
4.43 A R H VR SRS J7 A N B MG AT AT Z 0 A58, AN R 77 %
PRI . DA B e 85 AR MUESE M AH Ho b — 7545, All the Appeals and complaints are

regarded and disposed in impartial way, any differential treatment is not allowed.

5.5| B U4 Reference Documents
7& NA

6.f# Fi R . Forms
6.1 DZ-FM-29 (HIFF#r(E EAEEK ) Appeals and complaints handing form
6.2 DZ-FM-30 ( HFAFRIFAEE2FIHE I Si11K) Appeals&complaints annual statistics
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