BRifF. RFFYRLIERER

Procedures for handling Appeals, Complaints and Disputes

1 BM Goal

HRIE CQC AREFEESZETIFNAIE. Hif, HHPRBSAFICSKEESHEMTS
HIFIZZEITAFE . This procedure is formulated to ensure the fairness and
accuracy of the validation and verification (v/v) work carried out by CQC and to
safeguard the interests of applicants and certified suppliers.

2 B Scope

2.1

2.2

5 CQC HESZERSERNELRNNMAGX CQC FESZBEWSHIHR, K.
£, Organizations and individuals related to CQC v/v services related to
CQC v/v business appeals and complaints.

TS RAEZEBEThe following are not admissible:

22.1 BHNEEERER. F. $%¢. Appeals, complaints and disputes
that have been subject to legal proceedings.

222 ARZE. &FUHsS| kMBI, &iF. FiX. Appeals, complaints and
disputes arising from civil and economic disputes.

223 B CQC WSSeErERF. &F. $%. Appeals, complaints and
disputes beyond the scope of CQC's operations.

224 ST CARGEBINYACHT, FAERRBEHIER. FERNER. KR,
£, Appeals, complaints and disputes in which the parties to the
dispute have reached a conciliation agreement and have implemented
it, and in which there are no new circumstances or grounds.

225 AFSERERE. FZHHRF. BIF. FN. Appeals, complaints and
disputes that do not comply with national laws and regulations.

2.2.6 IHEA2RIHIF, K. %X, Unsubstantiated appeals, complaints and
disputes.

2.2.7 Z3BEXREPBEIHERR. K. $i¥. Appeals, complaints and
disputes that have been dealt with by the relevant authorities.

2.2.8 BFETLHEER]. RERVXEETERIRIF. 1I”kF. $N. Appeals, complaints
and disputes that fall within the jurisdiction of the disciplinary and
supervisory authorities.

3 BRZS Duties

3.1

3.2

3.3

CQC HitSEFENERRREEZRESRNHF. RF5HY, X CQC Fit (%) .
SATOMENR, R, SWTIRHTIE, ISSASESEE, Department of
Auditing and Legal Compliance (A&L Dept.) of CQC is responsible for accepting
Appeals, complaints and disputes from all circles, and coordinating, guiding,
supervising and managing the appeals, complaints and disputes of all divisions
(offices) and branches of CQC.

XJFE CQC BB, FERY, HFEITSEENEMRRALHTRE, iR
HAMEBEEY, IRER, EAERR CQC £HERFHIT. For the appeals,
complaints and disputes submitted to CQC, the A&L Dept. shall be responsible
for organising and conducting investigations and making recommendations on
the handling, which shall be submitted to the Management Representative, and
major issues shall be submitted to the President of CQC for approval before
implementation.

MAERERAREH CQC RIBR. &F, HEEERIHTAE, BXRITNERE
BIEES4LIE, If any appeals and complaints against CQC is lodged with the
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Impartiality Committee, the Impartiality Committee shall handle it and the
parties concerned shall actively co-operate with the investigation and the
handling.

FFRIATEY, Bif. RSRAERARNRRESHERERRAERFIHOFET
2R FLAEREE, In order to demonstrate impartiality, the relevant persons involved
in the appeal or complaint and the person concerned with the original accreditation
decision shall recuse themselves from the appeal or complaint handling process.

4 F2F% proceedings

4.1

4.2

FRifx appeal

4.1.1 BIFEREANCQC RESZEREN SHESHERER REaEHAYIE
AR . A complaint is a formal expression of dissatisfaction by a

claimant against a CQC v/v decision or an activity related to a v/v decision.

4.1.2 HIBEAN CQC FHESHERSBAXRSIFFE RN RE R,

Applicants can file an appeal if they have doubts about matters related
to CQC v/v services.

4.1.3 ZEHIRFIREABRXEIVRLE 30 KR, The time limit for receiving

complaints is 30 days from the date of the matter in question.

414 ERIFMNEAPEF IR CQC Hit5iA@EX#EEB. Complaints should be

submitted in writing to the CQC A&L Dept..

4.1.5 CQC KA WEIRERIFHTAEFIZIE, CQC investigates and deals with
complaints received in a timely manner.

4.1.6 NEFARNHE CQCAMELER, FTERER CQC EERERSBXIRLHF, H
CQC EEERSHTINE, If the complainant is not satisfied with the
outcome of the CQC's handling, he/she may submit a further complaint
directly to the Impartiality Committee, which will handle the complaint.

ik Complaints

4.2.1 IHFRIREAY CQC FESHERSRHNENRBESEN. WFANBEH
IR ERGEEDIEEREZ. Complaint is a formal complaint made by the
complainant against the CQC v/v Service. The complainant shall sign
his/her name and provide necessary evidence and clues for investigation.

4.2.2 BRALFN AT CQC FEZARMITIEARRIERE. 178, 884, CQC
HESZETFRESAMEHIGFEN. Relevant organizations and
individuals can make complaints about the ethics, conduct and
competence of CQC auditors and staff, and the quality of CQC v/v work.

4.2.3 JWFERRKF, CQCMNWEMTICRHER, LMFATRARNSE. 3
FEGF, CQC N TREEGE, SERFINERN BN ANEES
AR AIORIRE, BECQC EBARPEFENRHMER,
EFRERR, ERERRFER2NARRINESERE, AEERIFA.
X BRI LAZFor anonymous complaints, CQC shall record and
keep them as reference for work improvement. The department
or individual who handles the complaint shall investigate and
analyze the complaint and the reasons for the complaint,
including the tendency factors in the management system of
CQC, and take appropriate measures and reply to the
complainant within 2 months after the receipt of the complaint if
there is no special reason. These measures may be:

4231 FaBHEAL; Prevention of recurrence;
4232 FEEEREREEIL; Evaluate the effectiveness of the measures



taken;

4.2.3.3 XS, Relevant measures are documented.

424

425

4.2.6
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RFEN., EEFRBAVEXREESFRET R CQC EEEARE, ©&E
BT CQC F{EHitiE, Complaints, responses and related measures
taken shall be submitted to the CQC manager's representative for
approval in a timely manner, and to the CQC President for approval
if necessary.
BoFIEEEE, BREN IR ARMEEHSERERR CQC REW SRR JF
714, After the complaints are handled, the relevant departments and
personnel shall report the relevant information to the sector of
Quality Supervision of CQC and file it in a timely manner.
NMEEREERARHIRF, CQC NRESEESHITAELE, Ifa
complaint is lodged with the Impartiality Committee, CQC shall
actively co-operate with the Impartiality Committee in the
investigation and handling of the complaint.
disputes
FNEREAY CQC HESHERSERRERLIVERANRERL. A
dispute is a formal disagreement by the proposer with a decision
relating to a CQC v/v service.
RHAYN CQC HELRERMGFFEARENHNENEEMEXITH. The
proposer has the right to refer to other interested parties if he/she still
disagrees with the CQC's final decision.
BIRSSINA4LE Handling of Appeals, Complaints and Disputes
ERHR, RiFESRNE, CQC HitSEENEZNIARSZIEFES
CERif/ IR/ EIRBRIE) & (FRiR/ARR/PNATSEBENE) | BRIE
HA. B BFEFNEER, CQCHITSARNIEERNARELIMERAZZ]
PLIFEANE, ZapdttE iR, RS FNIIARNRITSIREARRS, FHEE
RARBRETTE, LAER HABE 7RISR, XFHRET CQC BERLATMY
BRI, FES N, MES (BiF/A0R/SWEEENE) |, &8
FIIE—RIEEE RS A, (M8, After receiving the appeals,
complaints and disputes, the A&L Dept. of CQC shall confirm whether
they are accepted or not and fill in the Notice of Acceptance of
Complaints/Disputes or Notice of Inadmissibility of Complaints/Disputes
to notify the person who filed the complaint. After the acceptance of
appeals, complaints and disputes, CQC A&L Dept. shall organize the
investigation and processing immediately according to the actual
situation, and the person who is instructed to deal with the appeals,
complaints and disputes shall contact with the proponent in time and
notify him/her of his/her own contact information, so as to enable
him/her to keep abreast of the processing situation. For the appeals,
complaints and disputes that need to be entrusted to units other than
CQC Headquarters, the "Notice of Referral of Complaints/Disputes” shall
be filled in, and together with the relevant materials, it shall be sent to
the relevant units to entrust them to investigate and deal with the
appeals, complaints and disputes.
ZENEHR, WFSFNNERNEE, SNRRRTIEXLCERERE, ST
SirENERZER, & CQC EEENR, EXRRRERE(EENIT.

Investigating the situation of appeals, complaints and disputes received,
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44.6

analyzing the causes and formulating relevant measures to deal with
them, and reporting them to the Management Representative of CQC
after approval by A&L Dept., and reporting major issues to the
President for approval and implementation.

BTSN, NAEERER, F £ 2 PARBMEERIL (RiF/ &
F/EAELEERBENSE) WFNBMREA. SEA, CENMENEX
FRCQCHEXERI], LAMENATREFS. “HIEfEHE. If there are no special
circumstances, the results of the handling shall be notified to the
complainant and the person concerned in the form of "Notice of Results
of Investigation and Handling of Complaints and Disputes” within 2
months upon receipt of the appeals, complaints and disputes, and the
relevant parties and the relevant departments of the CQC shall be
notified as necessary, so that preventive and corrective measures can be
taken in a timely manner.

WERNHRTEREX CQC iE/EERFiH{TEM. Procedural changes to CQC
operating procedures shall be made as necessary.

B, RFSFHEERMES (i, RIS TFECR) | 72 BEXic
F, HEITSXEXIESIHEFR. The "Appeals, Complaints and Disputes
Work Registration Form" shall be filled in after the handling, and the
relevant records shall be compiled and filed by A&L Dept.

B CQC HitEAENISEISANERR, WFSFNIERERE CQC BT
B, LUHE CQC 4R, IFEFNAIERM. Each year the CQC A&L
Dept. shall submit a report on the handling of appeals, complaints and
disputes to the CQC Management Review to assess the effectiveness of
the CQC's handling of them.



Bf&% AT, (Contact) :

CQC Hify. WIRSFINZIE:

1. SHE{EHE(fax): 010-83886138

2, BB FSfE(email): impartiality@cqc.com.cn

3. Ei@ipEF(Ordinary mail): BEIERIRASHEXIEEZRELEZEILA T Please send
the explanation of the situation and related evidence to the following address:

it Ht(Address): FEJLEFEPUIATEEE 188 S 9 X (Section 9, No. 188, Nansihuan Xilu,
Beijing, China.)

WA FEREINEROBIRZAE China Quality Certification Center Co. Ltd. (CQC) , &:
B5ZER (Comprehensive Service Department) #EPNTEFMZERAHBLL (Secretariat of
the Impartiality Committee )



mailto:、电子信箱(email)：
mailto:impartiality@cqc.com.cn

