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SRS LQA-P-007  fRA: CO
1 HH Purpose:
NHAGRER. BURMS BB TAERI AL, AR 40 SANUVAE AR %8 J7 1 1E A G AN
AP RS2, K35 1S0/IEC 17021-1, 1SO/IEC 17000, CNAS-RO3 A1 1IECQ 02 FE R il iE AFLSF o

This procedure is established in accordance with CNAS-R03, IECQ 02, ISO/IEC 17021-1 and ISO/IEC
17000 for handling appeals, complaints and disputes in order to ensure the impartiality and
effectiveness of appeals, complaints and disputes, and maintain the legitimate rights and interests of all

parties involved in the certification activities and the reputation of LQA.

2 JalE Scope:

T T AL B R DR B SRS DR TIE A5 Y 2H 200 A HILAL 1 H R DL S At A 56 77 %5 AL A4 32 th )
H L SRR AL EE

This SOP is applicable to handling the appeal to LQA by a certification applicant, or an organization
having been granted a certificate, and to handling the appeals or complaints to LQA by an interested

parties on a certification application or an issued certificate.

3 %X Definition:

3.1 VR HITE AT EERAEVIE A 200 LA it th i, 5 HHEE )RR A S ARk E ik
H B 2 B8 ) TS 3K

3.1 Appeal: Request by a certification applicant, or an certified organization that provides the object of

conformity assessment to LQA for reconsideration of a decision it has made relating to that object.
3.2 i ARMIALEA N F LQA Rk, Al T HiF Q. 1) A E2A 21521, X LA, HiEIA
AT BRI D EHLAL BRI Bl AN 56 1 5 T R

3.2 Complaint: expression of dissatisfaction, other than appeal(3.1), by any person or organization to

LQA, relating to the activities of that body, where a response is expected.
3.3 i HIEEEERAFVIEIE- B A LS AR 5L 5 UEA ¢ 195 B4 AN [A) = 0 60 45
ik FERNARPRIFIT BT AR AR T SRR e SOAUESOAR 1A AN [ 3 0 A 15 0 2854

3.3 Dispute: an expression of different opinions on certification activities raised by a certification
applicant or a certified organization. It mainly refers to the qualification and the certification procedure

or certification technical aspects of LQA.
4 BA$T Duty:

4.1 S TTR R RPN 2, FREFACFRSE R, JFes SOt il A b F A R .

B HJE T 3R AE
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SRS LQA-P-007  fRA: CO
Marketing dept is responsible for accepting appeals, complaints and disputes, following up their

handling, and communicating results with the applicants

4.2 BIRFZ I (FORED ASTHISEARE RN HEE L.

Technical committee (Technical Dept) is responsible for reviewing and approving the handling opinions

related to technical aspects.

3 BB TTHAE R IR, SR DAL SR .

General Manager is responsible for approving the results of appeals, complaints and disputes.
5 £ Procedure:

5.1 AbEJE M

5.1 principle

5.1. 1 AHURIALEE B R BEURFI G CLE SRR, DUE KA SSVRERE R . brvlE/ DAERL . CNAS
INATHIYE, 1IECQ 02 FEFEFN, 1SO/IEC17021-1 K ALK LA e ] o

5.1.1 LQA handles appeals, complaints and disputes by true evidence approach in accordance with
relevant national laws and regulations, standards/certification rules, CNAS rule, IECQ 02,
ISO/IEC17021-1 and the LQA procedures.

5.1.2 Z5HF. BOFMPBACE T RE RN G E RS MR 5 iR, SRS 3E R AR
THE B A IR B 54T

5.1.2 Personnel involved in the process of appeal, complaint and dispute resolution shall be responsible
for keeping confidential any non-public information related to appeal, complaint and dispute they have

obtained.

5.1.3 ZH5HF. BFMPUIUE T RMPE RN BT, BINRFFE, A1 ARNAE BALE .

5.1.3 The personnel involved in the process and making decision of appeals, complaints and disputes

shall be objective, impartiality and nondiscriminatory.

5. 1.4 SHIF. HUFMFUFHMHABEEAEFERRNANRAR S ERR, BOFMPIIHE., L2
ﬂ%%o—ﬁﬁﬁﬁ%,&*%#?uﬂﬁoﬁﬁﬁﬂ%%§ Cfs: WENENHR. B
NSRRI i) B e LS Y B BT A S SR R BORAIAES B (A%
. ERESE .

5.1.4 Persons with direct interests in appeals, complaints and disputes shall not participate in the

investigation, handling and decision making of those issues. In the event of a conflict, it should be

PL# VAR AR NAIE
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SRS LQA-P-007  fRA: CO
declared and avoided. those direct interests refer to the following: within two years, having provided
consultation for the appellant or complaint, or having been employed by held managerial
responsibilities; having implemented certification activities related to appeals and complaints (audit,

inspection, certification decisions, etc.)

5. 1.5 FERIVF. FRUFMIG-RIIR . WAEMPE, BIANIE ST B S N AR BAAT .

5.1.5 The submission, investigation and decision making of the appeal, complaint or dispute shall not

result in any discrimination against the applicant.

5.2 HIF. #F

5.2 Appeal and complaint

5.2.1 HIFZEIEH

5.2.1 Scope of appeal acceptance

a. JoIE B AN S B HIE 1) 5

a. Rejecting the appeal application without justifiable reasons

b. XHAUERFEA I, AERRBIR E 2 HE 10 A TAEH A 52 H BRI

b. Having an objection to the certification decision and appealing within 30 working days from the date

of receiving the decision;

c. XPEME. R EURTHE R A 7, AERBIPOE Z HE, 10 LA H P4 H R

c. Having an objection to the suspension, cancellation or withdrawal of the certificate and filing an

appeal within 30 working days from the date of receipt the decision;
d. HoAth

d. Other.

5.2.2 HFAEITEH

5.2.2 Scope of complaint handling

a. i 1 St DA IE B A% /R B 1) 5

a. Delayed implementation of certification audit / inspection;

b. X H %/ R AN B RSA RCH ;

b. Having any objection to the qualification of audit / inspection personnel;

B HJE T 3R AE
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SRS LQA-P-007  fRAs: CO
c. XL E A% /K6 2 4 ) 4 R S i)

c. Any objection to the composition of the audit / inspection team;

d. XPAEAIA N SO A & BT AN

d. Believing that the certification body or personnel have violated the regulations;
SRINSLNTR IR AbS A g g iR

e. Believing that the certification body charges not by the rules;

£0F 7 DLUAGE 08 R A 23 S 0Bt SRAUE AR b ()77 it ot 2 7™ B AN IR, 3T DAVGIE ™ i ARV 15T
B R

f. Having any objection to the certified management system or serious dissatisfaction with the product
quality of the certified enterprise, or any objection to the conformity of the certified product against

relevant specifications.

g. P AEIE P AIAR 5 148 F A 7 L

g. Having objections to the use of certificates and authorized logos;
h. HiAth.

h. Other.

5.2.3 MR, HUFMIIEH

5.2.3 Submission of appeal and complaint

B BEUF AR AR 555 i . BEURAb . ZEEHR . R R OA R TDUR A& 10 4N T
TEEHW. HWF. HBFRLLREE R HHE R BT 75T N4 di 3G Je 5 AR .

Appellant and complainant shall submit their appeal or complaint to the Marketing dept. The time limit
for accepting appeals and complaints is within 10 working days after the occurrence of relevant matters.

Any appeals and complaints shall be in written and submitted to LQA with signature and seal of

applicant.
5.2.4 HIYR. RS2
5.2.4 Acceptance of appeals and complaints

WSS E sz B R, 1, £ (R RVR/SRUR/ S UG R AREFdsk, JRR . BORR SRS I
PSR BF AN LU R OL AT S BEOF A T 2 E

PL# VAR AR NAIE
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SRS LQA-P-007  fRA: CO
Marketing dept accepts an appeals and complains, records in the handling form, and notifies the

applicant in writing of the acceptance of appeals or complains. The following cases may be rejected:
D E4

1) Anonymous;

2) WA PRYEH ;

2) Exceeds the acceptance scope;

3) ERER

3) false information;

4) WELRETES, IAEEEETEBSOFAER. 2R, HERFANBER S AP A
bt — b5 BRI .

4) The content clues are too general, or the key information is lack , or the applicant is unwilling to

cooperate, or no further information or clues.

5.2.5 HIF. $RUFHILLHE
5.2.5 Handling of appeals and complaints

5.2.5. 1 MRIGHUF. BIRNE, W55 B R BORARE EARICHE [ TAL B H #50fF,  BORAREH e AR
RABIINL LI AL (ANEERE 30 N TEAEHD o ARERTT A B2 ((EARR T1E)

5.2.5.1 According to the contents of the appeal or complaint, Marketing dept shall transfer it to the
technical dept or other relevant dept to deal with this case, and the dept involved shall deal with it in a

timely manner (no more than 30 working days). The processing method can be (but not limited to):
a) HAEHRNITZHAT I

a) Convene relevant personnel for study and analysis;
b) HLATAEHIATIHER T .

b) Organize a working group to conduct investigation and study.

5.2.5.2 HIF. SUFCHERAETN 7 AFHR R, SO LBIMWHLRBAEMILETr i it ss m
NG, AL EHHVR BEFRRICAHNE R AR IR REAT O T A AR 5T R &

5.2.5.2 The handling dept shall know the applicant organizations or any other parties involved in the
case (such as the personnel providing consulting services), and organize the person who have no

interest in the object of the appeal and complaint to conduct study or form a team to investigate
M2 JE R T 3pRNIE

g7
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S LQA-P-007  FRA: CO
5.2.5.3 HIf. SRURKEENFE M H . SRR RS LR A, ARG B A 2 A AR A
PERE . SRR, NMAASRRR S 5 AN RV IETES) AR B 53RIER A 5K, (RIS RF
] 25 R SRR BRAA R A M. B BEORAL R )t AT D2
5.2.5.3 The appeal or complaint handling shall investigate and analyze the problems and causes of the
issue, including the tendentious factors existing in the management system of LQA. In response to the
issue, it shall confirm whether the issue is related to the certification activities of LQA and the certified

organization. The effectiveness of the certified management system shall be considered when

investigating the issue. Appeal and complaint handling measures can be:
a) JRPRPKENIE;

a) Reinstatement certification as soon as possible;

b) B R A

b) Prevent recurrence;

c)  VPEERBURIHE A R

c) Review the effectiveness of action taken;

d)  HHSAE BT O

d) Relevant measures are documented.

5.2.5. 4 WEMFT AT (& HR/BF/ A A E R ) FRELEFIL SR, AR BaH/
EHH RIS PAT . FEHIE AR B 280 BEME— B0 . — 0 Bk 5
AN, BRI

5.2.5.4 The person in charge of handling shall fill << Customer Appeal/Complaint/Dispute Handling
Form>> with investigation and results, and submit it to General Manager for approval. The prepared
documents including the reasons and conclusions of the handing shall be prepared in duplicate. One

copy shall be submitted to the applicant by Marketing dept, and the other copy shall be kept for filing.

5.2.5.5 MEHIL T, MSSHAEREIH . HIFER 60 A TAEH AL . BURRE A DA E
5o WEFPPRECE ARG LR BT, M S AR, TR L, BIEA R, BFA.

5.2.5.4 Generally, Marketing dept shall give a written reply to the applicant within 60 working days
after receiving an appeal or complaint. In case of special or complex circumstances requiring an
extension, it shall be approved by General Manager, explain the reason, and notify the applicant in

written.

5.2.6 XIRUEZ P IR
B HJE T 3R AE
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SRS LQA-P-007  fRAs: CO

5.2.6 Complaints against certified organization

5.2.6. 1 PR K BIANM IFRIUEZ I, BOREFIABRZ S S AN RAERsIA R, JF
FERINA RIS T DI B AR R SiA RS TR A5, R ERRN 7 % [EIRIEE HAK &
A Rk

5.2.6.1 When the complaint involves the certified organization by LQA, the technical dept shall verify
whether the complaint is related to the certification activities. If the complaint is related to LQA
certification on its management system, the effectiveness of the certified management system shall be

considered when investigating this complaint

5.2.6.2 XTEXPRAULE ISR, M55 5 SUR AR SR BOR R BRI A TRIEZ 7 o 5 I SR
I, BRAUESE ™ N 38 I A5 52U AU I SR B Ao SRR N2 S5t R ) RO (i) 4
IEfE I, RS DL R $E

5.2.6.2 For complaints against certified organization, Marketing dept is responsible for transmitting
relevant complaint information to certified organization. In case of major complaint, the certified
organization shall report the cause of complaint to LQA in writing. The certified organization shall

conduct investigation and develop correction and/or corrective action, including the following action:
a) UMK, 8 R 2 B R A LA

a) Notify appropriate authorities if required by regulations;

b) Yik;

b) Correction;

c) By mRA

c) Prevent recurrence;

d) PR NE ] ST )22 A SRR AN A S (52 T

d) Evaluate and reduce any negative safety incidents and related impacts;

e) VFEFTR I RIANEOR (B 2 1E$5 it il G 250k

e) Evaluate the effectiveness of the correction and / or corrective action taken.

5.2.7 @R HIYR. VR TR A AN AL B R A SRS B B BEAAE AT & B A A, AL
g R B i ot 7 DA it
5.2.7 Through investigation and handling of appeals and complaints, any nonconformity or opportunity

B HJE T 3R AE £ 9
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SRS LQA-P-007  fRA: CO
for improvement in relevant certification activities or management is found. LQA shall take further

actions for them.
5.2.8 WA, MFEHYR. BRI R, X LI IR ARIBF R 7 A S B, B
1T CIREEHIEE) #E .

5.2.8 Personnel involved in accepting and handling appeals and complaints shall strictly observe the

provisions of confidentiality for information related to appeals and complaints.
5.3 il

5.3 dispute

5.3.1 FiLMRH

5.3.1 Submission of disputes

5.3. 1. 1 {EM /M A FE R A9 0, — el i A% /A B A A 52 B A%/ A A Mol L R ok ik
R bt/ DRI S5 SO O g AL B o Xt Bl 7 AN BEERAS — BOS LI, o A% /A B2 A R A o
/R B HBIAR S E5 18, (HAUK R SRS OLAE 10 AR H N i b 559 . 32 85 #2005 AT DAAE 5+
B 10 H A RS T SO AR LA 55 B

5.3.1.1 Disputes raised during the audit / inspection process shall be solved through negotiation
between the audit / inspection team leader and the audited/inspected party in accordance with
relevant national laws and regulations, standards / certification Rules and other documents. If no
agreement can be reached through negotiation, the audit / inspection team leader can make relevant
conclusions of the audit / inspection team, but must report the dispute to Market dept in writing within
10 working days. The audited/inspected party may also submit a written document to Market dept

within 10 days of the dispute.
5.3. 1.2 HAMM L, NAEF T KISEM xEE 10 TAEE N LR SR a5 H .

5.3.1.2 Other disputes shall be submitted to LQA in written document within 10 working days after

the event involved occurs.
5.3.2 G
5.3.2 Settlement of disputes

5.3.2. 1 M5 HfFe AL PR BT N, FFRTAHSCE IO P IR T . AEF ST NIRE “& 7 Hiif/
Bolr/ il B AEERTE DL S A5 R, LS5 A m B e B/ B ACR L IR 3T

ML VA& TSR ARAIIE %10 W
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S LQA-P-007  FRA: CO
5.3.2.1 Marketing dept proposes a person to be in charge of handing the disputes and discuss the
dispute submitted with relevant departments. This person in charge of handling shall fill in the handling
status and results of the <<customer appeal / complaint / dispute handling form>>, and Marketing dept

shall report it to General Manager for approval before implementation.

5.3.2. 2 M SRR EIFBUE R 30 A LAF H AR Sl i A B JUE RN BRI . R A
XFALFREE AN R, AL R BOFRE R AL R R e R

5.3.2.2 Marketing dept shall notify the dispute proposer of the settlement result of the dispute within
30 working days after receiving the dispute. If the dispute proposer is not satisfied with the handling

result, they may appeal or complain to LQA through the appeal and complaint procedures.

5.4 BRI S7 WUAR HLALEE

5.4 Handling of technical issues and objections

5.4.1 X REBRTTH BB VRGBS WA BRI U, HORIIHE “ &7 Hik/
PR/ SR FIRNE, PEFTIREHEAZ A2, e g iitiE.

5.4.1 Appeals, complaints and dispute handling opinions involving technology shall be submitted to the
technology department for review. The technology department shall fill in the relevant contents of the
"customer appeal / complaint / dispute handling form". Serious disputes can be submitted to the

Technical Committee for review and approved by the general manager.

5.4.2 FH L BUR NI HI . SRR TR O 52 e H B SCN,  H 2 ) U5 e 2 4 57 BE e AR 2 B
J Ao

5.4.2 If the applicant or the complainant raises doubts about the application or complaint handling

working group or members, General Manager shall be responsible for re-assignment of the resource.
5.5 HAth Other

5.5. 1 W15 HIE AKT LQA fr) Ak 38 45 SLG AN [R] 1 3= DL, Al AT T e DK 2 n) @5 22 25 CNAS FlEl, TECQ MC
FNEE IEC CAB

5.4.3 When the applicant has different opinions on the handling results of LQA they can escalate their
issue to CNAS and or IECQ MC and or IEC CAB.

5.5.2 LQA ##% 51/ N R STE B o A Ta) 8 0 2 7 AR R R ARl 5 6. AR URIRIE A5

LQA auditors/personnel are responsible for informing the clients of the appeal process and

communication options during the on-site audit. Below are the communication paths::

ML VA& TSR ARAIIE 11 W
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LQA http://www.lga-cert.com / Email: info@Ilqga-cert.com

[ECQ  https://www.iecq.org / Email: info@iecq.org

CNAS https://www.cnas.org.cn/

CNCA http://www.cnca.gov.cn /

5.5.3 W, B HETAL B SEp5 , M55 805 % 7 LAe NI A o€ 2 S R R H AT
FILEE 2T R S AT

5.4.6 After the appeal, complain or dispute issue is solved, Marketing dept and organization and
applicant decide together whether this issue is disclosed to public, and determine the level and type of

disclosure.

6 FfHR{F Related documents:

x

7 ie3 Record:

[5G S AR S ek 4 LR
SN Form No Record name in Chinese Record name in Chinese
(w/ Version No)

Cust A I/C l[aint/Di t
1 LQAJL-07-01-02 | % F 1 i 1 26 Ll 8 ustomer Appeal/Complaint/Dispute

Handling Form

ML JH R T 3ARIE %12 W
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