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Appeal and Complaint Process Procedure

1. HiF Appeal
1.1 HIFRIEEH  Lodge of appeal

HTE A S IR 58 5B A SN e B A R g 5SS 10 H Y1902 "] 3 H H R
o FROR T REFREAE FHTH R I 10 B 2 m AP R D4R S B B R, RO AT R SRS AR SGIIE S o
R LT 0 75 NG HF 5 3T NS4 o B R 4R A m), JRIRII S0 B R AN AH OG5 B
CHiEFEsE) .

The organization of applying for/accepting certification and Validation and Verification shall
lodge the appeal to our company within 10 days after receiving our company ’ s decision or actions.
The appeal party shall submit a written application and explain the reasons for disagreeing with the
disposal suggestions of our company, and submit relevant evidence as far as possible. Appeals must
be submitted in writing, signed and sealed by the appellant ° s authorized person. Relevant
information of the appellant (e.g. email address) shall be provided concurrently.

1.2 HYFFIH AL FE Investigation and disposition of appeal

12,1 2 S5 M N AR B BRI RN S R TBR R, BN FRR RS SR oo e, R serf e vl
ZHE, ML E SAEAAE HE R,

The Customer Service Department shall contact the appellant on the same day upon receipt of the

appeal to confirm the authenticity and relevance of the appeal.Once the appeal is verified and

admissible, it shall immediately report to the General Manager and the Management Representative.

122 HFAE TAFHIER )G, NASHIER AR 232 H0L, FNEsAERr. 259
VRACEEE AR N 52 N ORAUE A SE Bt H RIS A 8 %, BCA e R AR R E, 25
NGRS HRFEIUC . AR RN, NMIRHAID R A BT %, A IE
s ERESL . R ETHRI L K I IS H ISR B B I R T BN 5 HR RS DR I
» BAORIL T R AL AR

Upon formal acceptance of the appeal by the Appeal Handling Working Group, the appellant shall
be notified in writing of the acceptance status, and the investigation process shall be initiated

simultaneously. Personnel involved in the appeal handling process shall ensure that they have
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neither conducted the audit related to the appeal nor made any certification decision related to the

appeal, and shall have no involvement in or connection with the subject matter of the appeal. Within
two weeks of receipt of the appeal, initial feedback and a proposed handling plan shall be provided,
including key elements such as acknowledgement of receipt, an overview of the issue, the
investigation plan, and the expected completion date. Throughout the investigation process,
communication with the appellant shall be maintained to ensure that the appellant is kept informed
of the progress of the appeal handling.

1.2.3 A EIRIFEG 2 HE260H P, HFAIE TAEH G ot iFdi TR A . BUE &L, A
BARBONT BT, WmEF A ER, B SUa R EiE S . BE T a
FEAEIESW WrBORUT etk . By, BT SCHAE . YAEYIR RS AT fEdictk
P BEAE R, DMEAAC BRSSO . AR AL PR R S [m AR AT AH R TT A T

Within 60 days from the date of receipt of the appeal, the Appeal Handling Working Group shall
conduct investigation, evidence collection and verification of the appeal. The handling outcome
shall be prepared in Chinese by default. If requested by the appellant, other agreed languages may
be adopted upon mutual consensus. Investigation methods may include convening hearings, hearing
statements submitted by both parties, on-site investigation, obtaining written documents, etc. The
certification body shall collect all necessary information as far as practicable to serve as supporting
evidence for handling.A description of the appeal handling process shall be available to any

interested party.

1.2.4 HORACEE TARALAE 2 I/ & 22 Jm A AT AR () I RS2t i b B I, SRS
REFHZ, IR LEEMAME.
After completing the investigation, the Appeal Handling Working Group shall make substantiated

judgments and put forward written handling opinions, submit them to the Management

Representative for review, and obtain approval from the General Manager.

1.2.5 ZRERN RN St BT AL BREE B, R iR HUREI Y2 HiEg 60 HWN, RabFZ R
i 2l H YR KA R FHR RS BrA R S AR B LI 5 56 OV LA N BB 50 5 B
17 B0 FSC AIEH K BT HR, To18 R 2 15 AL, 2 IS A R 32 B 5 7] FSC ik
T8I, R EIDIDR,

The Compliance and Technology Department shall provide the written processing result in a timely

manner, and shall ensure that the processing result is notified in writing to the appellant and relevant
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responsible departments within 60 days from the date of receipt of the appeal.All appeals and

corresponding handling decisions shall be registered and retained internally within NOA.For all
appeals related to FSC certification projects, regardless of whether the appeal is substantiated, the
Customer Service Department shall register such appeals with FSC upon acceptance and retain the

registration records.

1.2.6 FRRTT oot e 24 A0 PR WA RN, AT A [ SAUE DA AT B 8 B ) i\ T B 3R 4T
$AFo EXF FSC COC INIEIUH , 5 o A i J 1o 4 [ St A 24 =) [ B 1) R R AL SRR PP 45 21 A
e, B F AR FRIBALN FGH MR /) SOt AR, R AE B PR
% ASI (Assurance Services International, FSC 8EFIARTHLALD o ASI MIFRVFFET KB R

JrAT7E AST B 5 M (www.asi-assurance.org) ZLif].
If the appellant is dissatisfied with the final handling decision, the appellant may file a complaint

with the national certification and accreditation regulatory authority or the accreditation body. For
the FSC CoC certification programme, if the issue cannot be resolved through full implementation
of the Company ’ s internal appeal handling procedure, or if the appellant disagrees with the
conclusions reached by the Company and/or is dissatisfied with the handling method, the appellant
has the right to submit the appeal to ASI (Assurance Services International, the accreditation body
designated by FSC). ASI’ s complaint procedures and contact information are available on the
official ASI website (www.asi-assurance.org).

1.2.7 NOA TEHIFIIFH . AR Yo SR AL B A B v AP A TR, A5 HRR 77 AT
TERAT Ao AR 77 A B R 7 SN =, s UG B W G R 7 AT #UF AL
o e v i B AR AR IR A A /N AL R 2R TR A

™

NOA must be fair and impartial throughout the entire process of filing, investigating, and deciding
on appeals, and must not discriminate against the appellant in any way. If the appellant is
dissatisfied with the handling of the appeal, they may file a complaint through the contact
information on the institution's official website, and the institution's senior management will assign

an investigation team to handle such cases.

2 . #IJF Complaint

2.1 #HiFRIHEE Lodge of complaint

Issue 6/8 Copyright ©NOA Testing & Certification Group Ltd Page 4 of 10


https://link.wtturl.cn/?target=https://www.asi-assurance.org&scene=im&aid=497858&lang=zh

PR A A AIE SR A PR A A NOAQC/NSH/S/OD-09
PR N LA T A7 R R i 3 (EiZEMRAE G —DAWN) mAAFZIR

AR, BOR ANZER BT BOR S AE B O AERIALRL, JRREERR NG R, kA, Bk
ARG WRUFAGER, Ao RERFANSZ R ARNEAE.

Complaints shall be proposed in written to the customer service department for involved incidents

of this complaint (within a month after the incident), the complainant shall provide the incident
details and evidence with signature, and the complainant’s information, such as name and contact
details. NOA shall retain the anonymity of the complainant in relation to the client, if this is
requested by the complainant.

2.2 HIFHAE AL The investigation and disposition of complaints

2.2.1 WEIBR)E, BB RSEBORME R . WSSO BME B, BOME BARIES R RS
B 0 B ORIRYRL AR & SR B E B R . BASZELE, NS @ AR R T 2 BE O
IR B SIRAERE . AR A TR E, YIRS TOUER 7 LR N —2Ua
, RN G AT L ATFFREE .. 6 FSC YR B FIATE #UF, T2 75 oL,
TR N R TR T UEYE, R RAERFZ G FSC #HATEIE, JHFRAFEIDE
Ko HEAFVFHNZ FSC ZRBATEIL.

After receiving the complaint, further verify the complaint information. If it is verified that it is
indeed a complaint information, the complaint information will be passed to Customer Service
Department. Report major complaints immediately to the General Manager and Management
Representative.After confirming acceptance, the complainant shall be notified of the acceptance
status in writing, and the investigation procedure shall be initiated simultaneously. A description of
the complaints handling process should be made available to any interested party.Regarding the
disclosure of information related to the complaint handling process, the institution will consult
with the certified customer and the complainant to reach a mutual agreement on
whether to disclose the information and the extent of disclosure. For all complaints concerning FSC
certification projects, regardless of whether the complaint is substantiated and whether the
complainant provides sufficient evidence, the Customer Service Department shall register the
complaint with FSC upon acceptance and preserve the registration records. Anonymous complaints

shall also be registered in accordance with FSC requirements.
222 WA R A A FERI AN, NS5ZHAGEFEC R, @& 2 RAIZA LU R 1]
R T U, S SRR . DR, ARPREHTI R A . R A RS RNE E R
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If the complaint is against an organization certified by the company, the organization should be
contacted and, if applicable, required to provide a written explanation of the complaint and submit
relevant evidence. When necessary, the company will conduct on-site investigations. The
effectiveness of the customer's management system should also be considered during the
investigation. For example, if the customer is required to take appropriate corrective and corrective
actions, if it is confirmed that there are  problems with the effectiveness of the customer's
management system, it will involve reducing, suspending or withdrawing the customer's
management system certification and general Industrial product certification.

2.2.3 WYRI A RS T A R IR, A m R RS OUE T I B AL S, DR, BT I A
7,

If the problem of complaint is the responsibility of our company, the investigation and verification
on the complaint shall be carried out by our company, and the on-site investigation shall be
conducted if necessary.

224 Z 51FABIS RN 52 RLORUE A LRt RIS A B %, BERCE 8 SR SR GIE
RiE, 5 NANSBIFFEITER.

The personnel involved in the complaint handling process shall ensure that the audit involved in the
complaint has not been implemented and the certification decision involved in the complaint has not

been made. The participants shall have nothing to do with the complaint.

2.2.5 ENCEIBARA 2 A, BRI RIEAIE OB AU BT 58, BIERICETRIN . R
Ol A THRIBL R T IS B SO . RN SR TR A L 25 5, BIMEA
WEERUEYE SCHE . A AR R R SR T ORI E, BRORIL TR AL B RR .

Within two weeks of receiving a complaint, the Customer Service Department shall provide the
complainant with initial feedback and a proposed handling plan, including key elements such as
acknowledgement of receipt, an overview of the issue, the investigation plan, and the expected
completion date. The certification body shall collect all necessary information as far as possible to
serve as supporting evidence for handling. Communicate with the complainant at any time during

the investigation to ensure that it understands the process.
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The Complaint and Appeal Investigation Team shall complete the investigation, evidence collection

and verification of the complaint case within 60 calendar days upon receipt of the complaint
incident, prepare a complaint investigation report, submit it to the Management Representative for
review and obtain approval from the General Manager. The handling outcome shall be prepared in
Chinese by default. If requested by the complainant, other agreed languages may be adopted upon

mutual consensus.

2.2.7 BB RIBLIR60 7 PN K e 2 A B i WL LA A5 T A 2O R B 7 A 7] DA R ] P
IR S AL B i WA 5 58 LG A BB 810 5 B A7

Within 60 days upon receipt of the complaint, the Customer Service Department shall notify the
complainant and the company’ s responsible department of the final handling opinion in written
form. All appeals and corresponding handling decisions shall be registered and retained internally
within NOA.

2.2.8 FRYFIT A E AL PR RN RN, 7 2 IR A DT I B AT . AR R 2 A FIAE
HIZHZR, X T 75 EEOR MM IE TP HE IR, 2 W) BB 5K 12 4 SR B 1E TS5 it 4l 2 =] 25 IR
o FRE CRER, SRS MHAFHZRERAS 12 1T 15 i 0 v AT AT A . b
BN, m AR AHAUEZH ZA R 21 1E TR 5 e () A R R AT I3 3k -

When the complainant satisfies the final handling suggestions, the customer service department of
our company shall responsible for surveillance and implementation. If the complaint aims to the
organization which has been certified by our company, it shall require this organization to take
corrective and preventive actions for relevant contents and report it to the customer service
department. The customer service department (if necessary, with Technical Committee together)
shall confirm the feasibility of submitted corrective and preventive actions. If necessary, our

company will make the on-site verification the effectiveness of corrective and preventive actions.

2.2.9 MR AR AR BIRESER, TRLn AR BB A, sl A a] LAk E SAOAE N AT
B BN ST R . 4T FSC COC WNIEI H , 77 Il R A BB 3 ik 4> TH) St A 2 =) H £ 14
URALBEFE FPAS B, BERR AR A A RS H IR/ BN A A R AL BRI 7 A
Wz, BWRANERCEHAUFHEAC S ASI (Assurance Services International, FSC 5 72 fIA AT AL

Issue 6/8 Copyright ©NOA Testing & Certification Group Ltd Page 7 of 10



P A I DAAIE R 14T BR 22 =) NOAQC/NSH/S/OD-09
¥ o ASI IR IRFE P Ik 277 AT AE AST B 7 Wil (www.asi-assurance.org) 23],

Where the complainant is not satisfied with the response received, the complainant may request a

review by the Company or submit the complaint to the accreditation body or the national
accreditation and certification regulatory authority. For FSC CoC certification activities, where the
issue cannot be resolved through the full implementation of the Company’s own complaint handling
procedure, or where the complainant disagrees with the conclusion reached by the Company and/or
is dissatisfied with the manner in which the Company has handled the complaint, the complainant
has the right to submit the complaint to ASI (Assurance Services International), the accreditation
body designated by FSC.Information on ASI’s complaint procedure and contact details is available
on the ASI official website: www.asi-assurance.org.

2.2.10 A2 ) R 44 SR A S TCIRIESE AN PARY B AE SBER AN 22 A A 2 A 5 T
B, NENU BT BRSO T BT R A . RALRIAE R, PN RS R sE.
The certification body shall treat anonymous complaints, as well as grievances that cannot be
verified or are insufficient to constitute formal complaints, as stakeholder feedback. The
certification body shall conduct investigations where possible; where immediate investigation is not
feasible, such matters shall be included in the next audit plan for verification.

2.2.11 NOA 7E#FIISEH . A g ST 2 R P LA AIE, AT AT
T SARAT N o AnRUR T AL B AR 7 AN ), R AL B N R R 7 AT R R, ML
e b v i B R AR IR TR AN AL B SR R A

NOA must be fair and impartial throughout the entire process of handling complaints, including
their submission, investigation, and resolution, and must not discriminate against the complainant in
any way. If the complainant is dissatisfied with the handling of the complaint, they may submit a
complaint through the contact information provided on the institution's official website. The

institution's senior management will then assign an investigation team to handle such matters.

3 . EF5E1£% Records and confidentiality
3.1 DRAF A H R LA LS AR A 5k B ARG it R 10 5% s
Our company shall remain all records about the appeals and complaints as well as the remedy action

of certification.

3.2 KPR HFEURI AR N RN AR SR AT 1R B A IR K DT
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The workers who handle the appeals and complaints shall be responsible for confidentiality to the

non--public information.

4. FHZAT Payment
4.1 ZPFEMIA, PRUFPEEARSLE, BRZBR VR SR G304 B9 243 B
TFENZ AT

It was confirmed by investigation that the fees caused by appeal, compliant and dispute shall be

paid by litigant or its agent when the reasons of the appeals and complaints are insufficient.
4.2 AN, FRUFBL R RGL, HIUEAERURTT, PR B 3 e N YR 5 A s

When it was confirmed through investigation that the reason of the appeals and complaints come
into existence and the responsibility shall be assumed by respondent, the fees caused by appeals and

complaints shall be paid by respondent.

4.3 AN, HEFENMBYRT RS2 . SR SR, W2 IR A 1 3% B XU
iR R R
When it was confirmed through investigation that the litigant and respondent shall be responsible

for the appeals and complaints at the same time, the relevant fees shall be paid by negotiation

between both sides.

5 . FSC HiFMI#F Appeal and complaint for FSC

FSC [PIAH R 4V 759 2 FSC-STD-20-001 A iiE L4438 F £ 3K General requirements for FSC
accredited certification bodies FSC-STD-20-001 %53k, #47 NOAQC NSH S UD-12 {IAIEE
R HE BACERR ) EEME .

All FSC-related complaints and appeals shall comply with **FSC-STD-20-001 General
requirements for FSC accredited certification bodies**, and be implemented in accordance with the

provisions of NOAQC/NSH/S/UD-12 *Procedure for Handling Feedback Information on

Certification Activities*.

6 - HSPM HiFFIEJF Appeal and complaint for HSPM

6.1 Hif Appeals
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6.1.1 TR HIF A4 % [ECQ HSPM iE1, Ei#l B % /4%S IECQ HSPM ilF-P5 H Hiif

FAFEX—RE, HIEFHURIE NOA A X4 NOAQC NSH S OD-09 { FHyFFIHLFALH
FER) $RH R,

If an applicant is refused the issuing of an IECQ HSPM Certificate or be the subject of suspension

or cancellation of an IECQ HSPM Certificate and disagree with this decision, the applicant may
lodge an appeal in accordance with the public document NOAQC NSH S OD-09 Appeal and

Complaint Process Procedure .

6.1.2 WIARHIFTTX NOA FRALI B R IE U5 A, Al DAFENC S H B kg Ja — N H W BLS

MR [ECQ LR &R T,

If the applicant is still not satisfied with the appeal decision provided by the NOA, they may lodge

an appeal in writing to the IECQ Board of Appeals within one month of receipt of the decision.

6.2 #JF Complaints

6.2.1 R HIETT X IECQ HSPM PFH ik F2H AT A A=, PIHR#E NOAQC NSH S OD-09
CHRURMRVR AL B ) 3R 4% F .

If an applicant is not satisfied with the actions of the NOA, the applicant may lodge a complaint in

accordance with NOAQC NSH S OD-09 Appeal and Complaint Process Procedure.

6.2.2 WERHITE XS NOA $FEALAIERRE NI A, 7] LA B BOR o€ Jm — > H W BT
i IECQMC & FifF
If the applicant is still not satisfied with the complaint decision provided by the NOA, they may

lodge an complaint in writing to the [ECQ MC within one month of receipt of the decision.
6.2.3 41 IECQMC J IECQ CABC JoikfiftrIbIifTsl, HiE AR ER IEC CAB RIUT
5. 1f the IECQ CABC and or IECQ MC cannot resolve the actions, the applicant have the right to

request the IEC Conformity Assessment Board (CAB) to take appropriate action.
6.3 NOA N7 HIHIE Ty X — R UFIRIE .

The NOA should inform any an applicant of the channel for Appeals and Complains.
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