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1 JEF Scope

AREFHE 78RR/ RS RS ST SR B A r B AL B
RER . AE T8 AR R/ RS VRIS 30 1 R AR JR AL 3 . This
procedure specifies the requirements for handling appeals and complaints related to
management system/service certification activities. It is only applicable to the handling of
appeals and complaints related to management system/service certification activities.

2 M4 Reference Documents

CNAS-CC01:2015 ( & H & & W\ 1E Hl ¥ Z£ 5K ) CNAS-CC01:2015
"Requirements for Management System Certification Bodies"

CNAS-CC02:2013 (7™ &t~ L AZ AR 55 U UEHLAL 23K ) CNAS-CC02:2013
"Requirements for Product, Process and Service Certification Bodies"

CNCA-N-007: 2021 £ ah %248 BAK RVGESEHEFIN ) CNCA-N-007:2021
"Food Safety Management System Certification Implementation Rules"

E ZN M Z A2 [2025] 2 16 5 25 HAR R AERUU

Announcement No.16 [2025] of the Certification and Accreditation Administration of
the People's Republic of China - Certification Rules for Quality Management Systems

3 %€ X Definition

3.1 M. ZRINHTIRKEEFIGER R A F CBAN AR K E BRAIE) 1Y
WIERE B ) —T7, AR A S AR P E 7] 3 2 7] 8l Af
MR B B B 15 5k . Appeal: A written request for reconsideration of
an adverse decision regarding certification status made by a party directly affected by the
certification decision of SHENZHEN SHENDA INTERNATIONAL CERTIFICATION
CO.LTD Chereinafter referred to as SDIC)  to our company or the accreditation bodly.

3.2 #UF: ARATAHL A N HRKEFRAIEA R R T E), A 5T BRI
BRI E N, SRR E R ER 7 K& S0 AT 51 %78 . Complaint: A
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written statement made by any organization or individual to SDIC, which is different from
an appeal and hopes to receive a response, expressing dissatisfaction with the activities
of SDIC.

4 B3 Responsibilities

4.1 ATEONF XS 27 R/ 3r AT IR 302 3, FoAh &30 1] s R die 2
)2 HOA /R AR BAE 3 24T BN FH B The Administration and Human
Resources Department formally accepts customer complaints and other departments are
responsible for passing on the customer complaints and information received to the
Administration and Human Resources Department;
4.2 HAhEE TSR IEAT BN A 22 bR/ Ab By T, XS AN RS
A5 B RN EURIEAT R BE R & /4L BE . Other departments are responsible for
follow-up investigation/handling of appeals and complaints that do not affect the audit
conclusions according to the investigation/handling division of labor arranged by the
Administrative and Personnel Department.

3 BHZR o ST RAE R AL BRI B AZ G50 1 B YR AR R . The
Management Committee is responsible for authorizing relevant personnel to handle

appeals and complaints that affect the audit conclusions.

5 MHEFER Processing Procedure

5.1 Hif Complaints

5. 1. 1 ZF6 77 B A A 50 77 MR K B BRAiE 2 =) 52 2R R . RS
TS U RO /N AIE B S5 R 18 F7 A B S 2] $ig )R .
The client or other relevant parties may file an appeal if they have doubts about the

certification application, certification grant, suspension, withdrawal, expansion and
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reduction of certification qualifications accepted by SDIC.
5. 1.2 RN LAB I IR A FATBONE#, 2B FROY KR N IE TR E
B AH B I8 %0 5 B9 10 KN . The appeal should be submitted in written form to the
company's administrative personnel department, and the acceptance period is within 10
days after the issuance of the certification decision or corresponding notice .
5.1.3 AT BN F M B v o M) B YR AP ] 17 B, RIS
(P HR/RUFICRE) , EIRAFESEH . ITBNFTECH CHR]/
NGB R A BGIE. AR A A WAL B, JFRNAE 60 H AR AL B
g5 BT 2 A0 H R N . After receiving a complaint, the Administration and Human
Resources Department shall confirm in writing to the complainant that the complaint has
been received, fill in the Customer Complaint/Report Form, and notify the company's
General Manager. The Administration and Human Resources Department shall authorize
the relevant departments/personnel to conduct investigations, collect evidence, convene
meetings, and other activities to make judgments and handle the matter, and shall inform
the complainant of the handling result in writing within 60 days.
5.1.4 HFAL IS FE N 2 /B35 LL N ZEZR M J7%: The complaint handling
process should include at least the following elements and methods:
a) ZE. WA T BRI, UASEURTRBHE RS R, RiE
K BUCfR] o 4 it DA [50 S2 FHR 19 3 B2 5 the process for receiving, identifying and
investigating complaints and for deciding what action to take in response to complaints,
taking into account the outcomes of previous similar complaints;
b) EREFACK VR, GFE MR VRIS EUFE i tracking and recording
grievances, including actions taken to resolve them;
c) AR R BUTAANE 4 24 IE A1 2 IE 4 e Ensure that any appropriate corrections
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and corrective actions are taken

5. 1.5 AFITEERI PR Hilg, ¥7E 60 HNBHTAE, JREAE s R Hm
I HNIEZEHE N - The company will handle the complaint within 60 days from the
date of receipt and notify the certification client of the handling results in writing.

5. 1.6 HIF AXT I URAE PRI 5B FF A BE L, i\ N IAAT yidi ;e 1 A%
A, APREE R EARE T H S SVEBGER, A PUE R % PO B T

13UF. AR HVRIGHE . B PE A& B IR ARIEA . If the
complainant has doubts about the conclusion of the complaint handling, such as
believing that our organization's behavior violates relevant laws and regulations, and the
handling results seriously infringe their own legitimate rights and interests, they can
directly complain to the certification supervision departments at all levels. The company's
filing, investigation and decision on complaints will not cause discrimination against
complainants.

5.1.7 HFHERE S, rEZ 5 NG NXHJF A& 8347 /% . During
the complaint handling process , all participants shall keep the complainant's information
confidential .

5.2 & F Complaints

5.2. 1 M RA LIS N 0] R K B A IE 2 w1 IR H ) B A% 4 8 AR i
2. HRARMAR TAENGPERE. 178, 881 LA A A 5IMER KT
TAEFNSRAE J7 ) B AR R . IR YO S ) A YR . Any relevant
organization or individual may lodge a complaint regarding the work quality of the audit
team sent by SDIC, the ethics, behavior, and competence of the auditors and company
staff, the company’” s certification-related work, the management system of the certified

party, the scope of certification, and other issues.
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5.2. 2 IFE W LB m AR, SZHE ROV K HBUL A )5 60 H
N . Complaints shall be submitted to the company in writing, and the time limit for
accepting complaints is within 60 days after the occurrence of the relevant incident.

5.2. 3 AEMTBNF MW EIIR G, NMEE (B H/RFdRE) , JF
FRUR TARH/ L 1IN AR W AT I 2 A B, WAL SE ) T 3%
VR ER A E R, eV SRR S 60 H P LA ] 2 0 Ad #E 45
Fo BURAIHEAE S AN PE ARG BT RN RAEAT BT A o

Upon receipt of the complaint, the company's Administration and Human Resources
Department shall fill in the Customer Complaint/Report Form, assign a working group or
dedicated personnel to investigate and handle the complaint, collect and verify all
information necessary to confirm the complaint, and notify the complainant of the
handling result in writing within 60 days of receiving the complaint. The submission,
investigation, and decision of the complaint shall not result in any discriminatory acts
against the complainant.

5. 2.4 WHRURI KRIER 7, A RAEWEIRUR G 1 60 H A& &z, Jf
X SRR B R BOA BB AT PR, RS T 42 GRS . S 9
KAGENIIEFER) 4LFE . If the complaint involves a certified client, the Company
will inform the client within 60 days of receipt of the complaint, evaluate the effectiveness
of the certified management system, and handle it in accordance with the "Suspension,
Withdrawal, Expansion and Reduction of Certification Procedures" when applicable.
5.2.5 HUr AL B IR N 2 /A 4% LN B M U7 The complaint handling
process should include at least the following elements and methods:

a) 2 A AR R AR, DK R E SR b i it LA Bl S5 A I

F£; the process for receiving, identifying and investigating complaints, and for deciding
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what actions to take in response to complaints;

b) FREFAC AR VR, AFE A B AR YR R B H5 7t ;  tracking and recording
complaints, including actions taken in response to complaints;

c) B AR SR BT ART 3 24 (1) 21 1E A1 2 IE 45 i Ensure that any appropriate corrections
and corrective actions are taken

5.2.6 FRUFACELFE LS 5 i 7 ¥h JE B0 3 UR AL B IR IR TUE R R N .
BN SR AL BE S5 1 R BE SN AT 4 H FE . After the complaint handling
process is completed, the Marketing Department will formally notify the complainant of
the complaint handling results. The complainant may file an appeal if he/she has doubts
about the complaint handling conclusion.

5.2. 7T A IRVF N AR FIHE BN T LAMRE, A7 & SHRIFAILFE
[ E A AR F RN, IAEJE AT, FERIEIN A TR .
The company shall keep confidential the information of the complainant and the
complaint. The company shall discuss and agree with the complainant on whether the
complaint should be made public, and when deciding to make it public, jointly confirm the

extent of such disclosure.

6 [BE&E Avoid

KAF R AU YR RUFITE KB — 780 BRI R R, R0
FE AL ER I N ¥ [5] 38 . If a member of the Company is a party involved in an appeal or
complaint or has a direct interest in it, he or she should be recused from the research
and handling of the matter.

7 BRI ER%FR Record keeping
N FATENF R AR A R, RF SN eI AILF. The

company's administrative personnel department should keep all records of the entire
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process of handling appeals, complaints and disputes.
8 i3 Records

(B HR/RYFIE:E)  (Customer Appeal/Complaint Record Form)
(A IE/ TR+ i Ab FE 5 Corrective /Preventive Measures Processing Sheet

ERBR/FERE
7| meam BE/ERAE RRBR|ReBIRT| s | moemn PETS S ) P

SDIC-RE-HR-030 (4/0)

YE ARk AR LT AR RS

A1 FaBhianeRk IR

MERM/ PH/RFFENE:

B8 a4
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