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1.0 HH Objective
NPRIE BRI RVIER R AR (BN ERR ICAS) IELAER 2 I, PAB
BAHL, AROEE TR RS, ST AT .

The purpose of this procedure aims at ensuring the justice of Shanghai Ingeer
Certification Assessment Co., Ltd. (hereinafter referred to as ICAS), client-oriented, the
effective handling of appeal, complaint and dispute.

2.0 J5f Scope

AREFIEM T 5 ICAS NEARS A RMBINIETT . KAHRIAL A ANBUEST
KT o

This procedure applies to the certified parts, relevant organization, individual or any
other relevant parts related to the service of ICAS.

3.0 5EX Definition

3.1 HF: HHEOMEHALNERS B 2] ICAS VAIE B 5E 520 B AE H AN
) 1 = T a3k A R

Appeals: A dissatisfied and formal written or oral statement made by the certified
organization when their certification status is affected directly by ICAS’s decision.

3.2 #UF: X ICAS [N iEARSSEE A Gi. ICAS AIERIE . 72 b AN =& ) 1
APk DSk F

Complaints: A dissatisfied and formal written or oral statement to the certification
service, staffs, clients and products of ICAS.

3.3 4l BEAIEAE S ICAS TEERE P FTAE S A (7] #5171 AS [7) 2= LA E Sk BY
P HIRIA

Dispute: An oral or written expression with disagreement in the respect of certification
process and certification technology between the certified organization and ICAS.

4.0 Bl5 Responsibility

4.1 e g AR E E R R NI ME BRI E BACR I AR B R 1
B B R A BARR P AL B R, VM ER S B Jy S R B B R
ANAE L

The top management designates the director of management committee as the
management representative to coordinate and handle appeal. The marketing manager is
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the management representative to coordinate and handle complaint. The registration

manager is the management representative to coordinate and handle dispute.

4.2 TigER ARz AT L SRR BA . BRER. dsk. BIEL b
Mo

The special person of market department for dealing with appeals and complaints
is responsible for the acceptance, confirmation, following-up, record, replying and
submission of appeals and complaints.

4.3 5 HREVFN R AR B BN R 5T PR A B
1) WA TTA RINUEAL 5532 BRI FE o i H R
2) HIZEEE A ITE REAZ AR I B
3) HAZA KT H I H B
4) HZRAE R RO B R IR
5) FEMHEZ G DTAT RINE R E IR B LR
6) BRI RE R H B,

Other supervisors, who have no interest relationship with appeals and complaints,
are responsible for assisting with the investigation of appeals and complaints.

1) Marketing manager is responsible for appeals and complaints during the
handling process of certification business.

2) Audit manager is responsible for off-site appeals and complaints about the
audit.

3) Audit group leader is responsible for on-site appeals and complaints about the
audit.

4) Audit management specialist is responsible for complaints about auditors.

5) Registry manager is responsible for appeals and complaints in the certification
decision process.

6) Management representative is responsible for complaints about management.
4.4 B ER G EEAS HE R AL B R AT B A

The QA department supervises and spot checks the whole handling process of
appeals and complaints.

5 B EE ARSI IR T OIS B4 2 IR S i 5

Management representative is responsible for ensuring that all the improvements
are effectively corrected and implemented.
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4.6 NBHL . SORBIRAOVAEE R SR M BERIET R 50 SR AR, B
W B S BRER . BHed.

Personnel Department and Technical Resources Department provides necessary
resources for handling appeals, complaints and disputes: including personnel, training,
procedure, document, expert supporting, finance, etc..

5.0 Y appeal

5.1 AR FAENESS B4 A A= WK ICAS B, AfLAFE ICAS #H HE,
HIRIIRZ R ZE ICAS K H & Z it R 3R E .

Client of ICAS who hold different opinions on the certification results can file an
appeal with ICAS. The approach of appeals and complaints can be obtained in the audit
plan issued by ICAS.

5.2 Wi ERUR R EL ST B R, AENCE FR I 2 H R R R AR,
Ff R F EARE R RN

The commissioners of marketing department are responsible for accepting appeals.
They acknowledge receipt to claimants at the day they receive the appeal, and report it
to the director of the management committee.

BHE RN NSFEMRN R, SHYFBHTIHE . 252 IBOUr s L,
u&%%uw%u$ﬁm HAR, A A I 3 A R S SR AT i e D [ Bz F
UFo

The director of the management committee, together with relevant personnel, shall
investigate and verify the appeal, listen to both suggestions, refer to previous similar
results, give evidence-based adjudication and decide how to respond.

5.4 FHRRZBEL LN ) FR SR BEAC PRI BE AR L, ARSI B UREE Ja i R
YR ANAIAH SRR R B IE AN 5

The commissioners of appeals and complaints should provide the grievant with the
handling situation and notify the grievant and relevant personnel after receiving the
adjudication decision.

5.5 HVFERNMAIER N A, NAEZPIRRS R ZH, ST IR 1 2SRRI
TR 1L .

Appealed corrective personnel should adopt corrections according to the
adjudication demand at the day of receiving appeal result.

5.6 wxt HFRIEGE VAR, Al HWKMS%%%ﬂ%ﬁ%ﬂ§%$$ﬁoﬁ
%Akré%ﬁiﬂﬁﬁ@MUTﬁ

FINN ICAS ARIESFIUEFA S IE A A BA T N 3+ S 2 H & A5 28 52 31 ™
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HARFA, AL A P OAE BT B SOA R AR, n] BRI AR 9K A
AL BLR

If the grievant still dissatisfy with the adjudication, he/she can appeal to the ICAS
top management or CNAS. Relevant personnel should inform the certified organization
of the information in written as follows:

If the grievant considers that ICAS does not comply with the laws and regulations
related to certification or this rule, thus leading to serious violations on its own legal
interest, he/she can complain to local regulatory authorityy, CNCA or related
accreditation institutions.

57 B 25 VR RE AN A NLCA SEHl FR RS S (0 s A%, B0 i B R
S NIESR, BRI R E B 5 R TE RN S, Bl el S Attt

All personnel participating in the appeal handling process should not implement and
decide the related audit. The appeal decision should be given, reviewed and approved by
personnel independent of the appeal.

58 R R A BT 30 DN TAFH CRRIGI TR AR 60 HD , it
25 IV A T RIAAZ RN o A AN g ARG BT R R AT AT B AT
jﬂo

T B LA R (FSMS) /HACCP £ £, IEZFE N WX GIE e i 45
AR, AIAE 10 DM TAEH AW A ICAS Hiff, ICAS A HiFz HiEe, N 30 H
WHEATALFE, FFBr AL PR 45 SR E 5 ERFE A

The appeal handling process should be in 30 workdays (it cannot exceed 60
workdays under special situation), the treated result shall send to claimant with a written
notice. Investigation and decision should not cause any discrimination against the
grievant.

For the Food Safety Management System (FSMS)/HACCP System, which the
certification client has an objection to the result of the certification decision that may
appeal to ICAS within 10 working days, ICAS shall deal with it within 30 days from the
date of receipt of the complaint, and notify the certification client in writing of the
result.

5.9 HEUFZHN G NAC R EEAN BRI RS, N RAZEATE 5 R UFE MR, 1
@A EN R 55 m YR, BHIAKN ICAS ARIESEYEAE S VEHEE B E 10 3
SHE G EENGZ R ERER, AT LE R R T RGE 5 SR FOA
TR, AT LA AR SO AT LA B F

ST EMZEEIAR (FSMS) /HACCP &, HF AWK ICAS 17 MiE KR
TARRVER, AEREERERE T H S VAR, AT PAE R A & GO S T
WES/I

The commissioners for appeals and complaints should record the whole process and
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keep the relevant data. Claimant shall be notified the following in a written notice: if
you think that ICAS has broken related laws & regulations or rules for certification, thus
leading serious infringement to your legitimate interest, you can appeal to certification
QA department or Certification and Accreditation Administration of the People’s
Republic of China (CNCA) and to relevant accreditation bodies.

For the Food Safety Management System (FSMS) /HACCP System, if the
complainant believes that ICAS has acted in violation of the relevant regulations and
that the results have seriously infringed his legitimate rights and interests, he may file a
complaint directly with the certification regulatory authorities at all levels.

6.0 BIFFEREFHIIB/E The operation of complaints handling procedure

6.1 HFHISZE Acceptance of Complaint

6.1.1 ICAS T EB HEOF 2% A BT 2 FRFUF, mlE R BTG 021-51114700 %%
R L RN, sk IEH T HE 2 icasfile@126.com.

The complaint acceptance specialist of [CAS Marketing Department is responsible for
accepting complaints. Complaints hotline is 021-51114700 transfer to handling
commissioners for appeals and complaints, or the email address is icasfile@126.com.

6.1.2 FUrna] LLZ F KB AN o SR N AT R 52 B 53 FUR SRS, sl fit (H
Vry R, FUUR) SO EREAM R, FRGHIEER TR FERFIEEAT/E ICAS
IR RZ R R R E

Complaints can be oral or written. Complainant can dictate the handling specialist
details, or provide “appeal, complaint, dispute form”, necessary certification materials
and feedback contacts. The approach of appeals and complaints can be obtained in the
audit plan issued by ICAS.

6.2 ¥UFHIHEIN Complaints confirmation

PR EL UERBIBOF RN H, ROLRIFESURE AT (Bl B
THRAFEETT RO

Complaints commissioners should confirm the complaint at the day they receive the
complaint (such as in phone, email, etc.).

6.3 JRIEHVFHIPEAY The assessment of original complaints

6.3.1 HUFRZE L R BIBOFHIZ H, ReBUrik im i 2, X IR BOFEEAT VR4,
RAERE IR EME . RS2ttt 2RV, UMy, SRERIA S 75 ROn #H %
SO PR AL RE R e i B, BOHR 98 50RO B d PR R BUAT 3
Complaints commissioners should report to the marketing manager at the day they
receive the complaint. They should assess the original complaints and verify whether
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they should report the important complaints to the top manager according to the
seriousness, potential security, complexity and influence of the complaint, or take
actions immediately according to the complaint urgency.

6.3.2 FUFRZE L R AW RIS B (R BORSIRD)  FFR R IR IR
e BEE (YR &R PR o BOURE FTITAR SGUE ] SCAE4E .

Complaints commissioners should register the received complaints to “Client
complaint list” and form original complaint materials: including “Appeal, complaint,
dispute form”, relevant proof documents provided by complainants and so on.

6.3.3 (HUF. &R, FlCR) REMFRAGSMEMEE, MEHBIGI LRt
JEAN 5 B AT M4

“Appeal, complaint, dispute form” is copied to the QA department manager in order
to monitor the progress and quality of the rectification.

6.4 FIFHAE Complaints Investigation

6.4.1 FUFZH L R FUREIRIRR 2 RN, BHRJF@EFBBHRURA . thBhab B
B FE

Complaints commissioners should inform the respondent and the complaint
assistance supervisor of the complaint at lasted in two days.

6.4.2 VBl AL BB R 32 OGS AR 1 S50, TR SRR T A A
A, R FsEF NBHTRREANETS, JFedE T 5 RIGHEREILX
(Gl SN

The complaint assistance supervisor should comply with the fact and evidence, and
carry out fair and impartial investigation of the complaint immediately. However, they
also should allow the respondent to explain and clarify and then feedback the
investigation situation to handling specialists for complaints.

6.4.3 EBLIFIHE A, DB, BJFEL AT O R R EHE B
W G AT, IR BRI EE R S R URE
If necessary, complaints commissioners are responsible for communicating

something needed clarify or inquiry to complainant again, and they should inform
complainant of the process during the investigation period.

6.4.4 X FIER IR, ICAS W25 SR IR DU SRAE % 8 B AR S 7 24k
Uom, b BN KRB N A9 4T3, AR e e 7 AT AR BT I 3 A% 5

As for the certification clients’ complaint, ICAS should consider the influence on the
effectiveness of clients’ management system who has already received certificate. If
necessary, they should take according actions, such as non-routine audit to the
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respondent and so on.
6.5 BIFHKIZ5® Conclusion of Complaint

BRI AR R A S 2 FUR A AR S R AN A R AR T i A e 2, i
WA HTFRES S REMARNG, RIERE LR 2 RXBOFE L 45
CAERF, Wsgm EoRRRURSE, e/ ik ER 2 Mot A AlEad, iS5k
), AHwERDFHFYPMHLT:

(D EHE, FAHRTHEF KL

(2) PERHIHFAL TS 5 5

(3) BRI R B & e i, s L #TT HER RS .

(4) NIEMRN EISAEF G FRYTEH 1E R A0

(5) WERSRRY: YRR O] 7R B B R A NER, ICAS
N2 FE XS INUEE B AEAH NI R AR B, Qs JUH

Complaints commissioners should report the investigation process and results to the
marketing manager at the day they receive the investigation feedback. The marketing
manager should cooperate with relevant personnel, join them and make a conclusion
according to the investigation result in two days. (If necessary, for example a significant
complaints should be reported to the director of management committee or the general
manager who should participate in the decision then), the results should at least be
specified as follows:

(1) Responsibility ownership and relevant responsibility facts;

(2) Complaint handling schemes which should be taken;

(3) The explicit and implicit improvement, including individuals, departments and
even systems;

(4) The notice issued the correction of incongruent deadline to relevant personnel;

(5) If the results show that the complaint fact has already influence on the
effectiveness of the certificated clients’ management system, ICAS should consider a
corresponding handling, such as suspension, revocation, etc..

6.6 EIEBFMIEMLE RN
Handing suggestions of reply complaints and notice
6.6.1 BRI H BAEWCEI S50 2 H Il Z AR v

(1) WA 2, ROZRBERAN RN APATIZAB T 5, U2 L IR
SAEWIBOIR AL F T 58 AT BRI B NEBA R EL

(2) AARIRVRFE X BR T RN, IRV Ak S:, BRI L AN SR E iR
W2, ICAS NS HEE UK, E&MFRFRRELT, TR RER
YRALFR D5 S LLIR IR, I LRI B8 555 R 7 i AT ANt 75 R 4 SR e 35 A B AN Ak
R R IE .
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A. ICAS HESHEIFLIEIE
& HEEHEE

® BRI
¢ R TIN

B. ICAS #MiB#IFIIE
& EHFNRZE IATmE R
& EFXNTZE
BeVFsE Ty, DL RS IR I R 7 SRR 2 Rt

Complaints commissioners should reply the complainant at the day they receive the
complaint results.

(1) Ifthey come to an agreement, the commissioners should inform relevant
personnel to carry out this scheme. They should collect the effective evidence to the
complaint and then gather into the whole complaint data.

(2) If the complainant is dissatisfied with the complaint scheme, this complaint shall
be continual, and the commissioners should report immediately to the marketing
manager. In order to come to an agreement, ICAS should consider the client’s appeals
fully and try to adjust the complaint scheme under the permitting conditions. At the
same time, ICAS should also clearly inform the clients that they can continually choose
internal or external complaint channel if they are still dissatisfied:

A. ICAS internal complaint channel:
€ The top management
@ The director of the management committee
€ The director of the consultative committee
B. ICAS external complaint channel:
€ CNCA accreditation QA department
€ CNAS(China National Accreditation Service for Conformity Assessment)
The contacts above can be provided by the complaint commissioners, if necessary.

6.6.2 LYFSZHLL 1 TS50 1 24 H R S5 18 b il S B Cgmim 20 A SN 51 (i
PFVR AN MR FEE) , FAEIARR I L A
The complaint commissioners should inform the relevant personnel (such as the

respondent, relevant manager and so on) of rectification items related to the result at the
day they receive the result.
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6.7 45 RLYR End of complaints
B2 B 5N DAL R FHE S, 7 TS SR R
(1) Feie 43 Vr b3 (0 I PRI YR AL B 7 ZE St ) 45 R L& T =
(2) FrasoRT, HIOHRAS T H A ER TR e, JE2ERIAA B 3.

(3) BRI RS RG] 7 R iidst. SHRUFE R EANES (ndk
R ASRBEAE AR L. R A PR AUEBIARL, B AR TS A AT RS |
A ETPTE A BFIICRSE) HEAT TC MR, rIOHEW . dhE A RiE.

(4) HHJra R Bk & — 4 EAR.
—RIGOUR, HURREEA B FEA B 20 N TAFEH

The complaint only can be finished until at least the complaint commissioners ascertain
these as follows:

(1) The complainant has been satisfied with the complaint handling process and
the result of the complaint handling scheme.

(2) All improvements have been submitted effectively corrective and preventive
actions and confirmed by the management representative.

(3) All the processes related to complaints have been recorded fully, all the
materials and evidence (such as certification materials from complainants and
investigations, evidence of the effective implementation to the complaint schemes,
corrective and preventive actions, training records, etc.) have been kept completely and
can be traced, random checked and verified.

(4) Materials related to complaints should be copied and submitted to the
management representative.

Generally, the whole complaint handling process should not exceed 20 workdays.
6.8 4EPFI3E Maintenance and improvement

6.8.1 XA HEFIT FERT MBS Supervision of the complaint handling process
At B B AL AR RN R R AL S AR AT AR, AR R S 1 ek
HI e BERTIBIIPE . A IR A Rt L E R 5 76 A

QA department should monitor the complaint handling process according to the
requirement of this procedure, such as the timeliness of complaint handling, the
integrity and traceability of records, the effective implementation of correction, the
necessary training finished whether or not, etc..

6.8.2 FFL:HE Continual improvement
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(1D BRI BT BIOFEEAT 703, DL IR & R BIE RAB K 0, TR
FEAT B AR R A AT RV LE 0 S5 A

(2) LS R LRI & i, B BRI SR R A

(3) RS TBFAE N N IR A, DU 50T

(4) EIVPZAEF?, DU ORI AT Rk b imy b st e s it

(1) The management representative should classify all the complaints, in order to

ensure whether these complaints are repetitive or occasional, and to eliminate the
existing and potential reasons that might lead to the occurrence of complaints.

(2) Carry out effective corrective and preventive actions to prevent the repeating
occurrence of complaints.

(3) All the complaints should be focuses as inputs for the next internal audit.

(4) Regularly assess this procedure to ensure the effectiveness of continual
improvement.

6.8.3 BRI G HIE Reporting system of complaints
YR B G NR A SRR AR BTG O, A S A B

C1) X TP A E R R #F, WEIFEFR S — R SZRP B, FF R
RS

(2) HAh#ir, KHHMWATT A B

The complaint commissioners should report all the complaints handling situation to
the general manager regularly:

(1) As for significant complaints, the commissioners should report to the general

manager the first time and report the progress timely.
(2) Other complaints should be reported by the commissioners monthly.

9 NIEMALEZE Impartiality and confidentiality
(1) AHEFFRIEIE A AE. A AE R
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(2) XFEVRE R BN B BRI FERE .

(3) HHRUFAEZRAMN G, MR R A B AR, BRI o E b
HIBCF IR AN G, B L o A AL

(4) N THARBIR AN BIRE N, 2 5ABRREI N AR P & 211

AT 5 BFAT KA AE 2 IGO0 R 5. BRARS 2IH P8 Bl f NI
T HANAE B R A ENYBEAT A PP RIN A REAEH - ICAS B 5% 1 K 50ifr AL
[l R g A2 T DR RUR S IUA I, IR E AT, LR E 2T IFEE .

(1) Handling complaints should follow a fair, public and reasonable principle.

(2) The entire process of the complaint is free for complainants.

(3) Personnel related directly to the complaint should avoid the handling work.
The complaint decision should be made by personnel irrelevant to the complaint, or be
examined and approved.

(4) To ensure the confidentiality of the complainants’ personal information, all
personnel participating in the complaint should take responsibility for the confidentiality
of non-public information related to the complaint. The personal information can be
only available when handling the complaint. Otherwise, they are approved by clients or
complainants. ICAS should codetermine with clients and complainants whether the
complaints should be disclosed and decide the openness jointly at the time of open.

7.0 4 Dispute

7.1 SHFAEVGES RS CHNE B35 23 2 D GEUE B AUR /4 /A8 3 8 = A D,
AN VIEN RIIA FAZAT N FERI. T80 NEEE 25 Bk
WIER T REA AR ILE ICAS %, AJLLR] ICAS #RH AR, 2 H 4%
PIEAERILE ICAS K E iR REL, W] Bz ICAS MR/ 57 AFRH

For client of ICAS who hold different opinions on specific certification processes
such as on-site audit behavior, audit findings, audit conclusions, and certification
progress arrangements of our certification personnel during the certification process
(from  the acceptance of  the certification application  to the
issuance/maintenance/change/suspension/revocation of the certification certificate), they
can raise disputes with ICAS. The approach for raising disputes can be obtained from
the audit plan issued by ICAS or directly raised to the head of the ICAS registration
department.

7.2 WRZI RSN, B AR R AT BEARE B A A% S| S R AL
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P, XA RIS — 2R LR, SRAKEREATRE, FHidmF T
PR A B M. 27 a] DIRHE A FE 7 M) ICAS $2 H FJF.

The audit group leader should try to handle it through consultation according to
audit principles and audit references, when the dispute occurs in the on-site audit. As for
the disagreements, the audit group leader is entitled to decide in advance and record two
sides’ opinions. The clients can propose the appeal to the managing director of ICAS
according to this procedure.

7.3 AEFZIIZHEE G, N AT ICAS FEMERIRH . W R H T4
W EMHAEEH L, HE S A TSN DFFTT, A% R4 BN K
A FIBE RGBT N W AANUEPRER TG, HiE M U A
BT, I 745 A A N U A A HE 4 AT AN =
A DAKIEAFE 7] ICAS $2 H H)F.

The off-site audit dispute should be proposed to ICAS registry in written. If the
dispute involves audit, the registry should hand over it to the audit manager. The audit
manager is in charge of organizing related personnel to research and inform the
controversial participant of the results. The disputes involving the certification
decision-making process, the registry manager is in charge of organizing related
personnel to research and inform the controversial participant of the results. If the
controversial participant is still dissatisfied with the handling results, he/she can propose
the appeal to ICAS.

8 123X Records

HF. e, FUCHH (MFP0622)
Appeal, Complaint, Dispute Handling Form (MFP0622)

9 5[/ Reference documents

CNAS-CCO1
CNAS-CCO02
1SO1002:2014
CNCA-N-007:2021

CNCA-N-001:2021
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