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1. Purpose HEY

This procedure is specially developed to effectively and timely handle complaints and appeals
regarding certification activities, increase customers’ satisfaction and maintain each party’s confidence
on TUV SUD Certification and Testing (China) Co., Ltd (hereafter as TUV SUD(China)).

AR YA SINEESRXNBRARS, BREFAREE, #PERRBAXAXERE
WIERE (FRED BRAFE (UTEMREE (PE) ) RENEESNELD, FFHERERF.

2. Scope SEH

This procedure is applicable to handling of all complaints and appeals regarding certification activities
conducted by TUV SUD(China) in related to CRT-CHN.

AREFEHATSRE (FED AESRIIHEXIANEESNE <G RANRBLIE,
3. Definition X

Appeals: request TUV SUD(China) by applicants for reconsideration of certification decisions of
certified product/system/service.

Hif: FHIEAEREE (FE) ENFEWALN~m. FRFERFZEVAIERTE .

Complaints: a complaint is an expression about the displeasure of a service rendered. The
complainant usually has a specific goal with his complaint, e.g. correction, improvement or revision. A
complaint is therefore the direct or indirect indication that services provided by TUV SUD(China) did
not fulfil the expectations or were otherwise unsatisfactory.

Hif: RIRRMATRERSZBNHEN—MRIE. RIFABRENHRIFERBOBNNELE. K
BT Fitt, RIFEESEERAREE (PE) RH#HNRSRBEHTHAZS ATEHE.

4. Responsibility BRE¥

QMR or personnel designated by QMR. is responsible for handling complaints and appeals or appoint
qualified personnel.

FEERENARQMR)HEIEEARATRIFNAIEREFERARLIE.

Remarks: personnel assigned by QMR is usually QMR of CRT-CHN.
Bt FEEERAKIEEN FEE N UE 17 EEE .

5. Procedures f&FF
5.1 Policy for Handling Complaints and Appeals B/#iFIER 55

Policy of TUV SUD(China) for handling complaints and appeals are: open and positive, timely and
effective, impartial and transparent.

FiE (PED LEBHRADFNGSZ: FRERER. REH. AEER.

Open and positive: shall treat every complaint and appeal open and effectively;

TR F. IR FE—EHARRF;
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Timely and effective: timely collect and verify all necessary information, timely provide complainant or
appellant with the information of handling process and results, solve complaints or appeals effectively
as much as possible;

REAH: REWEMEIEMALENER, REEHRIFASBRIFARBLCEEIZNERNE
B, REXAREARUMBRBALR;

Impartial and transparent: treat every complaint or appeal impartially to make sure process and result
are transparent. Personnel who have provided consultancy for the client, or been employed by the
client shall not review or approve the resolution of a complaint or appeal for that client within two years
following the end of consultancy or employment.

NIEER: REMMEFF—EBRARR, HRGEIIEMERMIZER. SHEFPRETSEHK
a?&"g)ﬂﬁvﬁﬂﬂﬁ’]k (BEABEEERINAN) , EEREAIERXAZAREZA, TXH/
RIFRR T ERSHE.

5.2 Acceptance of Complaints and Appeals B/3%ifH9TE

Each individual or organization can make complaints to CRT-CHN in TUV SUD(China). Complaints
can be in written form or in oral.

AT ARSARE AT UARERE (PED NERRIAIDES EEE (hED #TRF. RIFT
UPEAAH AR FRIESD.

Appeals can only be made by certification applicants in formal written form to TUV SUD(China).

RIFRERNERIFEARERBNPEA N EEE (RED 24,

CRT-CHN is an independent and impartial party in TUV SUD(China). All received complaints and
appeals in relevant to its activities shall be reported to QMR or personnel designated by QMR
immediately, who shall record the information about complaints and appeals in Reliance system or in
form “Complaints Overview” (GCN_CCB_F_15.01ECS) and follow up the handling process. Other
qualified personnel can also be appointed personnel to handle complaints and appeals.

IWERR T 2RE (hE) AR AENNGE. FAWESEESNHEXHB/ARIFBFILZIR
EREBEEARIHIEBEEAR, HEERelanceZR4%s (RifEYE%ERS) (CCB_F_15.01ECS)
FIREXEEHLERRIF, LATEESKRIARLERRIF.

Complaints or appeals handling personnel shall inform complainant or appellant that information about
complaints or appeals has been received and contact information by fax, letter or e-mail etc..

RARFLEAGRBESEE. FHREFHAESFHREMHRAGFACHEBRAGFEXER, )
RN GREREER

Only personnel who meet following requirements can handle complaints and appeals:
¢'/$11FF5UEAJ\H@5;EHT Sk
not involved in the certification activities which have been complained or appealed;
SHWEBARIRRENTX;

be familiar with measures and procedures of investigation and handling for complaints or
appeals

PIERALFAENNIBN G ESRIE;

be familiar with relevant certification schemes/rules, process, standards and other specific
technical requirements.

FBMRXANNES R/ISERAN . RIE. FEMEMFENRARER.
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5.3 Collection and Verification of Information {8 &E 5%F

Complaint and appeal handling personnel shall collect all necessary information for handling
complaints and appeals, including application forms, certification contracts, testing records and reports,
factory inspection records and reports, products information and technical documents, certification
review and decision records, certificate and etc. If necessary, business units which take the evaluation
tasks shall provide other relevant necessary information within 2 days.

BARIFAIBARGREUEMBARRBARRFICENER, SEEFHIER. NERRE. &
MERAENIRE. T EBERNRE. RESMRARER INEEZRFREIZR. TAE
IEBEF. FEN, TUERABITFNESHLZSETREIARESR#EXER, ERNE
M TIEHARH.

Complaint and appeal handling personnel are responsible for communicating with complainant or
appellant, hearing their opinions and collecting relevant information. All the communication shall be
done politely, honestly and timely. It is allowed to provide complainant or appellant with investigation
progress, but not any conclusive information, declaration, or promise before final conclusions are
approved.

B/ IR A RN 51375 BRADFRIF AR TR, ﬂEER,WJbu&zkENHaéE,W PR
B SR, ERFERET. ATUEBARIFRIFEARERXTHENERERL, BERAE
ghightEZwl, TRIRHEMNSEMER. FERZRE.

Complaint and appeal handling personnel shall analyze and verify collected information, record the
results of analysis and verification in “Complaint Handling Form” (GCN_QM_F_05.02) or Reliance
system. If collected information is not enough, further supplementary information shall be added.

H/IIFAIE N RN ERNE SR ITONREIE, HFESHAMEIENERICRE (RiFNER
%) (GCN_QM_F_05.02) ZkReliance®Z%+ . HWEZIWESR N EBE, HHA—LHFTE

n©eso

Final conclusions and the validity of complaints and appeals should be approved by QMR or personnel
assigned by QMR. When critical non-conformity is found, head of CRT-CHN takes place to approve
final conclusion.

HARIFRE AR RAELHREETERRTIEIBEEAGIE. BRUTELFAIM, HIA
HEERI 1R AR R LS.

Complaint and appeal handling personnel shall inform complainant or appellant of the outcome and the
end of the appeal process to the complainant or appellant in written form.

BRADFAEASR N A BEANBHREALENERMSIENLLL.

5.4 Follow-Up Measures J4t#iE

All valid complaints and appeals shall follow procedure ,Control of Non-Conforming Work, Corrective
and Preventive Actions” (GCN_CCB_P_05) to take corrective actions to eliminate root causes of
complaints and appeals.

SFHREEHMEBE/KK, PABRBAINTAIERUEETBHERERER)
(GCN_CCB_P_05) HIZERREVLIE &M, LUERFE BB ARE .

Analyze invalid complaints or appeals, identify possible improving opportunities. If necessary, take
corrective or preventive actions to achieve continuous improvement.
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T RMEARF, NEITHH, RANTREMSHN S, SErHN RN EREES T
T, LASEERFFER.

Personnel handling complaints and appeals shall report follow-up actions (if any) of complaint and
appeal handling results to the QMR.

HAVRLEANEBREEERRIEEE ARRSEEEXBAERE (A7) .
6. Records ig3&

Documents and information which are gained and used during investigation of complaint or appeal
shall be kept. Investigation process, results and corrective actions shall be recorded. All documents
and records shall be kept by QMR or personnel designated by QMR.

MREEARAE IR R ENEANEECHNEE, FERAETR, AEERAIME
Eit. FTAMBRSIERBREEEERRQMR)IEEEARATRE.

7. Relevant Documents 83314

GCN_QM_P_05E Complaints & Incident Handling
GCN_QM_P_05CS BFAIR K FEA A2

TPS_P_19.01E Handling complaints, incidents and deviations
GCN_QM_F_05.02E Complaint Handling Form

GCN_CCB_P_05ECS CAPANFF & TAE S 2 IE 5 T s i i 5 3R 7

GCN_CCB_W_15.01ECS Handling Complaints and Appeals &b 3 5% £l HH iff
GCN_CCB_F_15.01ECS Complaints Overview ¥ & i3
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