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S LQA-P-007 fRA: D2
1 HH Purpose:

FRRER R AN EE TAE A IE. AR, 4 SANIMIE TAEA K85 75 I IE ARG AN 1 (E
26 fK ¥ ISO/IEC 17021-1, ISO/IEC 17000, CNAS-RO3, TECQ 02, TAF MD6, 1S014065 Fl
ISO/IEC17029, HELR #l] 5E AFE T

This procedure is formulated to ensure the fairness and effectiveness of the appeal/complaint
handling, safeguard the legitimate rights and interests of all parties related to the certification,
and maintain the reputation of the CB, in accordance with the requirements of ISO/IEC 17021-1,
ISO/IEC 17000, CNAS-RO03, IECQ 02, IAF MD6, 1ISO14065, and ISO/IEC 17029.

2 JulE Scope:

& T A3 A B E R AT UE 15 B A SO0 AN LA R F R DAS FAAR 5 07 R ARG SR HE T F L BRI
AL, Applicable to handling appeals against our institution from organizations that have applied
for or obtained certificates, as well as handling appeals and complaints from other relevant

parties against our institution.
3 X Definition:

3.1 HIVFR: SRl G VP X El H B A SR PP X B N AL, 7] LQA BAA AT WL M Al 2
Xz BB B PE AT BT R IR K

Appeal: A request to LQA or the accreditation body made by an individual or organization who is
the subject of a compliance assessment for reconsideration of their decision regarding the

subject.

3.2 R BRHRIR, ARAT AN N BRALZ A LQA B Al WU i HE 3 27 Av i T T 2245 21 [0l R 14T

Complaint: Any individual or organization who expresses dissatisfaction to LQA or accreditation

bodies regarding LQA’s activities, and expects a response, except for appeals.
4 BR3% Duties:
4.1 MR TR R 2 B, BRERACER S R, 4 RS AR AL B AR

The business department is responsible for accepting complaints, tracking the handling results,

and reporting the results to the applicant.
4.2 BRZFE G R AT d it S HEARE R = ..
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S LQA-P-007  RA: D2
The Technical Committee (Technical Department) is responsible for reviewing and approving

opinions related to technology.

4.3 RPN TTHIAE B BR AL B2

The general manager is responsible for approving the results of appeal/complaint handling.
5 F&FF Procedures:

5.1 ALFRJEI Principles

5. 1.1 AN AL R LS AR, DA KA OCVE AR bl / IANUERUU . CNAS A BT #R3E
IECQ 02 F£/F#, I1SO/IEC17021-1, 1SO14065 HI1SO/IEC17029 K ASHLAE ST v .

Our organization handles appeals/complaints based on facts, in accordance with relevant
national laws and regulations, standards/certification rules, CNAS accreditation standards,
IECQ 02 procedural rules, ISO/IEC 17021-1, ISO 14065, ISO/IEC 17029, and our

organization's documents.

5.1.2 Z 5HERE ISR M A 53 H BT SRAG IR 5 5 BOJRA R AR 2 THE B PR & 1 53
£

Personnel involved in the appeal/complaint handling process are responsible for keeping

confidential any non-public information related to the appeal/complaint they receive.

5. 1.3 ZHRKRURCHESREMREN N, BNARRFEW. ALk, ARG ELE.

The personnel involved in the appeal/complaint handling process and decision-making should

maintain objectivity, impartiality, and should not be discriminatory.

5. 1.4 HHBOFFMAHZEMNFRAMNARANGS SHERNHE . LBEMPE . — BAEFR,
R AT LA . A7 B R AR A PIAE N O R SEURGE H N S o ¥ g o 8 3L 1S
R SRR E BT A Sl SRR SORIIAEES) (F%. a. INERES)

Personnel who have a direct interest in the appeal/complaint shall not participate in the
investigation, handling, and decision-making of the appeal/complaint. Once there is a conflict, it
should be declared and avoided. Direct interests include: those who have provided consultation
or been employed by the applicants within the past two years; Participated in certification

activities (audits, inspections, certification decisions, etc.) that involve appeals and complaints.

5. 1.5 fEFFURHIIR M . WAFRGE, HANIEBERT I E AT BT .
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S LQA-P-007  RA: D2
The filing, investigation, and decision about an appeal/complaint should not result in any

discriminatory behavior against the applicant.

5.2 HF. #iF Appeals, Complaints

5.2.1 HiFZEIIERE Appeal scope

a. Jo1E 3 i A2 B A 1Y

Refusing to accept certification applications without justifiable reasons;
b. XFINIERER I, EE R PE 2 HEE 10 S TAF H A S R

Those who have objections to the certification decision and file an appeal within 10 working

days from the date of receiving the decision;
c. NEF . EHEURIHVIESTAR A 7, EEBJUE 2 Hk, 10 ASTTAF H N 520 H VR

Those who have objections to the suspension, withdrawal or revocation of certification

qualifications shall file an appeal within 10 working days from the date of receiving the decision;
d. HAh. Others.

5.2.2 HiFAFEFNEE Complaint scope

a. HHASEHEIAE . B8 /LA

Delaying the implementation of certification, validation/verification;

b. XJ B % HAZ /AL AN A B BEAR A 7 WU

Those who have objections to the qualifications of the audit, validation/verification personnel
c. X H % WAL/ B H A A A

Objections to the composition of the review, validation/verification team;

d. RAENU BN SN A E AT I

Certification bodies or personnel who are deemed to have violated regulations;

e. N INIEN U I PR 1 5

Those who believe that certification bodies have illegally charged fees;

£ FRES 88/ ZAEA R BT ROAME. 82 /&R ERT & 1EA 5713
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AT LQA-P-007 fRAS: D2
There are objections to the certification, validation/verification, or the conformity of the

standards for certification, validation/verification;

g. X NEE S AIAR & B 48 A 7 1L

Objections to the use of certification certificates and logos;
h. HAth. Others

5.2.3 HIif. #IFIEE Submission of appeals, complaints

By HRF AR AL L 55 A R . BURAb T 2B R, RIS BROVAHSCH UK AE 10 ML
EHMA . HF. RUFR ARETE AR M IR 80577 7157 N4 o 3 JE I S AL

The applicant should submit the appeal or complaint to the business department of this
institution for handling. The deadline for accepting appeals and complaints is within 10 working
days of the occurrence of the relevant matter. Complaints and appeals should be submitted in
writing and signed and stamped by the responsible person of the applicant before being

submitted to this institution.

VR ALSE T 3N %:  The appeal/complaint should include the following contents:
a) FESLABMVFRAHIR; Description of factual content and demands;

b) fRENRAFFHFIER; Requirements on confidentiality and disclosure.

5.2.4 HiF. BIFHZFE Acceptance of Appeals and complaints

WA B R, 87, 78 (B HVR/BOF/ S B ER ) (EEFds, JRIGH . BRI EIE N
FHEEAME . FIFAN. BUNEOLA S EEFA T 52 H#

The business department accepts appeals and complaints, records them in the "Customer
Appeal/Complaint/Dispute Handling Form", and notifies the applicants of the acceptance status

in writing. The following situations may result in appeals/complaints not being accepted:
1) B4; Anonymous

2) NEHBEHZIVEE; The content exceeds the scope of acceptance

3) ERf5E; False information

4 NWELRIS TS, WAEELEITRBIFAER. 2R, FHRUFANE RS AN EA
MLt — 5 BRI
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S LQA-P-007  RA: D2
The content clues are too vague, and the existing information cannot be used for investigation.

The complainant is unwilling to provide further information or clues.
5.2.5 Hif. #IFHALFE Handling appeals and complaints

5.2.5. 1 MRAEH R, BUFAA, 55 EM AR BB EAHOREE T AL B R, FORER B e
RABIINL I Ab B (ANEEE 30 N LAEHD o AR AUAT B2 (EANR 1)

The business department transfer the appeal/complaint to the technical department or other
relevant departments for handling, who shall handle it in a timely manner (not exceeding 30

working days). The processing method can be (but is not limited to):
a) HEARN T RIAT T

Convene relevant personnel to hold a meeting for analysis and research;
b) HLTAEHIAT HED 7.

Form a team to conduct investigation and research.

5.2.5.2 HIUF. RUFAEHEAITN 1 A#H R, BORE LB HL ST D7 (s b i ik s 1
N, HASHH R BURRRICHF IR 1 R BT B Bl AR H 5 DT &

The department responsible for handling appeals and complaints should understand all parties
involved in the appeal or complaint (such as personnel providing consulting services), and
forming a team responsible for research and investigation consisting of members (or one

member team) who have no vested interests in the object of the appeal or complaint.

5.2.5.3 HIf. SCUFCEEN A BT BOURA AL RN, AR A UG B 28 A7 A ) i )
PERER . X8, BIAIABURZ S S AN AR 3 UL S3RIER A %, IR AR
I 25 FE SRR PR R B R . WYL AR AL PR A I 7T DA -

The handling of appeals and complaints should investigate and analyze the issues and reasons
behind the complaints, including the biased factors present in the management system of this
institution. In response to complaints, it should be confirmed whether the complaint is related to
the certification activities of our institution and whether it is related to certified customers. When
investigating complaints, the effectiveness of the certified management system should be

considered. The measures for handling complaints can be:
a) RPUKEINIE; Restore certification as soon as possible
b) TiBiFE &4; Prevent Recurrence

W A& F AR UAIE
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S LQA-P-007 fRA: D2
c) VEE KBRS A % Evaluate the effectiveness of the measures taken

d) MFEHEER M. Formulate relevant measures into documents

5.2.5.4 WEGFT AT (B BUR/BF/ A AL ER) MRELHEGIL SR, AR BaH/
BEHARMAEF AT, IFX R IR B R A e DT, ARERTE DU R A B L 4
WS EA R0 — A HE S eSS RN, — 0 B R AR

The person in charge of handling shall fill out the "Customer Appeal/Complaint/Dispute
Handling Form" to investigate and handle the situation and results, and submit it to the
company's general manager/DMR for approval before implementation. They shall be
responsible for all decisions made during the appeal handling process, and the handling
situation shall be documented in two copies of written materials including the reasons and
conclusions for handling. One shall be submitted by the business department to the applicant,

and the other shall be kept on file.

5.2.5.5 MEHFILT, WS MEREIH . HUFEH 60 A TAEH NS i, BURREA DA E
2o WEFFIRECE A E L AR AR, MR AR, JF UL, PIEA YR, BFA.

Normally, the business department provides a written response to the appellant or complainant
within 60 working days after receiving the appeal or complaint. In case of special or complex
circumstances that require an extension, approval from the general manager should be

obtained, and explained and notified to the applicant in writing.
5.2.6 XTIRUEZ IR Complaints against certified clients

5.2.6. 1 JABFY LBIANMRIZRUEZ I, BOREFIARZ B SANM BRAES s G 5¢, IF
FERAINAE R LLAREE . dn R 5 R0b S5 3RIER A oK, AR TR A BRI 7525 FEIRIE AR &
AN 58 /A% B T A R

When a complaint involves a certified client, the technical department confirms whether the
complaint is related to our certification activities. If the complaint is related to a system
certification client, the effectiveness of the certified management system and the

validation/verification report should be considered when investigating the complaint.

5.2.6.2 XTEXIRUEE 7 IBF, M35 B STR AR KBRS B4 PR 7 o 8 R KSR
I, SRS NI A5 5 QR AU IR S SR R IR o FRAE P 7 St ) 2 1) A RoR (i) &Y
I, RS DL $E it

For complaints against certified clients, the business department is responsible for transmitting

W A& F AR UAIE
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S LQA-P-007  RA: D2
the relevant complaint information to the certified client. When dealing with major complaints,
certified clients should report us the reasons for the complaint in writing. Certified clients should
conduct investigations and develop remedial and/or corrective measures, including the

following measures:
a) UEFRERIN, 8 RE 2 H IR LA
Notify the appropriate authority when required by regulations;
b) #|iE; Correction
c) BylbFE&K4; Preventoccurrence
d)  PPOTAIEME R A7 R 22 4 A AR 5 B R
Evaluate and mitigate any negative security incidents and their associated impacts;
e) VPEFTR AN (o) A 1F 5 it i 250k
Assess the effectiveness of the remedial and/or corrective measures adopted.

5.2.7 WL HVR. BRI AN AL B R A HUAH S INUETS B BUE BEAFAE AT G BecdE aS 8], AHL
FEP PR R H i ot - DA et

If any non-compliance or room for improvement is found during the investigation of appeals and
complaints in the relevant certification activities or management, our organization will take

measures to correct or improve them.

5.2.8 Wl MHEHR. BRI, P AR NABAFE TR T ARG S, B
17 COREEHIEE) E

Personnel involved in accepting and handling appeals and complaints shall strictly comply with
the provisions of the Confidentiality Policy regarding information related to complainants and

complaint matters.

5.2. 9 H . BLUFAXTH L, BRI TR BB L 4 H B8 I, A F]R S8 A7 51 S 4 TAE 4 %
. If the applicant or complainant raises doubts about the team or members of the handling

team, the company's general manager is responsible for replacing the team or members.
5.3 HAh Others

5.3. 1 WIS HIE AT LQA ) Ab 38 45 B AN [R] 1 = DL, A AT 1o DK 2 n) @5 52 25 CNAS FEY, TECQ MC
ek TEC CAB
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S LQA-P-007  RA: D2
If the applicant has different opinions on the handling results of LQA, they can submit their
opinions to CNAS and/or IECQ MC and/or IEC CAB

5.3.2 LQA #H% 01/ N 53 05T AE DL v A% 00 W) 38 0 2 ) BRI RE ATV B ) 58 AR IRIE B4

LQA auditors/personnel are responsible for notifying customers of the appeal process and
communication plan during on-site audits. The channels for filing appeals/complaints include:

LQA http://www.lga-cert.com / Email: info@lga-cert.com

IECQ https://www.iecg.org / Email: info@iecq.org

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

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

5.3.3 WHFHIULHIERIE, 5585 % 7 K BtF NILFR gog 2 R BOFR AT, AL F
E NI IIRERE R A TR

After completion of handling the appeal/complaint, the business department, the customer, and
the complainant jointly decide whether to make the appeal/complaint public, and jointly

determine the degree and form of disclosure.
6 MR Related documents:
7t None

7 i3 Records:

75 K& G5 e K A VLR A
SN Form No Record name in Chinese Record name in Chinese

SREen . N \ Customer Appeal/Complaint/Dispute
1 LQAJL-07-01 %/ R UR il B mer Appeal/E8ilaint/Disp
Handling Form

ML JH R T 3ARIE %10 W
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