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1  General 2

1 China General Certification Center (hereinafter referred to as the CGC) hereby develop this
procedure to ensure openness and transparency of its business, have clear channels for appeals,
complaints and disputes, and safeguard the interests of CGC and stakeholders.
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2 Scope and applicability & ¥ FH

2 This procedure shall apply to CGC’s treatment of appeals, complaints and disputes.
ARG T A R SRS B AL HE .

3 Definition 7& X

3 Refer to the Terms and definitions in the VALIDATION AND VERIFICATION /
CERTIFICATION QUALITY MANUAL (CGC-QMVV-A01). The definition specific to this
procedure is as follows:
S (CHESHEFRETFM) (CGC-QMVV-A01) HHIARIEFRIE L. AR SR E E X
LI

3.1 Appeals HiF

4 A formal request for reconsideration of a conformity assessment result or related decision made
by CGC, may include:
- Reject an application or terminate a conformity assessment without justifiable reasons;
—  Objections to the conformity assessment result and/or the issued certificate or statement;
—  Objection to the suspension, cancellation or revocation of the certificate or statement;
—  Others where applicable.
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3.2 Complaints #F

5  Except appeal, statement raised by any entity or individual to express their dissatisfaction with
CGC and its division, department, and/or personnel, as well as request a response, may include:
—  Delay in conformity assessment;
— Any objection to the qualifications of designated conformity assessment personnel;

— Any objection to the member(s) of appointed conformity assessment team;
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It is thought that CGC and/or its personnel behaviors inappropriately;

It is thought that CGC charges fees inappropriately;

Any objection to the compliance with the certification standards, validation and verification
standards;

Any objection to the use of the certificate and certification mark;

Any objection to the use of validation and verification statement and/or marks;

Others where applicable.

The complains are classified into significant and regular levels.
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3.3 Disputes i

6 The argument raised by relevant parties to express disagreement of conformity assessment

process and/or technique with CGC and/or its personnel.
TS 3 5 S 17 Bl 55 B 1T BAH 50 N B AE S A R P 5 i 30 o it AR e AR AN R L
IRETTE St

4  Responsibility BR5%

7 Each business division shall collect and transfer received complaints, appeals and disputes.
BRI HUR . YRGS . 5.

8  The Safety and Quality Department shall track, supervise, record and filling complaints, appeals

and disputes.
ZAFERAITBOF. BRI BUNERES B SRS AR

9  The Executive Deputy Director shall review and approve the establishment of the investigation

team for significant complaints, as well as the decisions on significant complaints.
W 55 B AT A 5T B A A B RS ISR A AL 4L A A B R

10 The General Manager of the business division shall review and approve the establishment of the
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11

12

13
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15

16

investigation team for regular complaints and disputes, as well as the decisions on regular
complaints, appeals and disputes.

Bl S5 BB T 2 B A By o A — AR UR A R SO A A R G PR, — R4
WAL BRI

The temporarily formed investigation team shall investigate appeals, complaints and disputes,
report the investigation results truthfully and make necessary suggestions for treatment.

e s 2H S R A A A7 T RS SRR I A, A sER S R A A R OF 5 b B AL B
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General principles of treatment At =

CGC shall handle appeals, complaints and disputes based on facts and in accordance with
relevant national laws, regulations, standards, rules, and corresponding quality management
system.

EHTAE B AR, BRI LU SO TR, LB ZOM QIR AR . b AIAR L St B8 0 oy
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All persons involved in handling appeals, complaints and disputes shall be obliged to maintain
the confidentiality of any non-public information related to appeals, complaints and disputes.

Z 5 HR SRR BITE N SO S LB 5 R, SRR G3CE SRR
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All persons involved in handling appeals, complaints and disputes shall remain objective and
fair, and shall not discriminate or treat differently the parties or persons who raise the appeals,
complaints and disputes. If the appeals, complaints and disputes involve a specific conformity
assessment matter, the conformity assessment personnel (including team leaders, team members,
reviewers, opinion decision makers, etc.) of the matter shall not participate in the handling of the
appeals, complaints and disputes.
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Individuals who have a direct interest in appeals, complaints and disputes (e.g. have provided
consultation to the persons raising the appeals, complaints and disputes or have been employed
by them or held management responsibilities in them) shall debar from handling the appeals,
complaints and disputes within 2 years after the direct interest ends.
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The Appeal, Complaint and Dispute Form (QPG0601), provided for download at CGC’s
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website, shall be completed and submitted to CGC.
RN BORAMSF KRS HF. SRR BG0RE (QPGO601) _Eiik % 351
17 The Safety and Quality Department or business division shall handling appeals, complaints and

disputes, and record the process and result in the Appeals, Complaints and Disputes Treatment
Record (OPG0602).

LA R R R EOL SR AT R SRR B, JRR Il kB hE s iR, H&F
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18 The temporarily formed investigation team shall handling specific appeals, complaints and
disputes. The investigation team shall be authorized by the Executive Deputy Director (for
significant complaint) or the General Manager of the business division (for others) and shall be
free of interest in the object of the appeals, complaints and disputes.

WA T EE BARRT R BRI A AT 55 B AT B T E S ERARAY,
IS YR R TR R

19 The Safety and Quality Department shall remain and file Appeal, Complaint and Dispute Form
(OPG0601) and Appeals, Complaints and Disputes Treatment Record (OPG0602).

HIfF. BUFRIGGERER (QPGO601) FIHITF, #IFAIS B ZE Fid s 5 (QPG0602)
A LA TR G — A RIARAT -

20 When the parties or persons raising the appeal, complaint or dispute are disagree or
unsatisfactory with the treatment results, and consequently complain to CGC’s administrative
agency, the Safety and Quality Department shall organize relevant divisions to implement the
conclusions and required measures issued by the administrative agency.

HEYR, FROFEEF R AEH S A R W) B AR, 224 i R 42U
AT ARG B2 R B B R A AL B S5 BT
6 Treatment process at operational level Hif. $IUFEF A

6.1 Classification of complaint ¥ IFEZH R4

21 Received complaints shall be classified into significant and regular levels. A significant
complaint shall be handled by the Safety and Quality Department. Regular complaint shall be
handled by the related business division and followed up by the Safety and Quality Department,
or handled by the Safety and Quality Department for impartiality consideration.

PR A — AR BRI R BRI IR R 2 e i i or A AU,

b — B UR H AL 55 T T A BT 22 42 o B R IR R IER, B H 22 2 i A AL BE A7 5 L SUAR P
22 The criteria for classifying complaints are as follows:

1) The amount of possible financial loss to the client;

2) Expected expenses or costs for treatment and applicable correction activities or measures,

as well as commercial related costs;
3) May cause significant impact or lead to legal proceedings;
4) The recurring and/or cumulative costs meet one of above 1), 2) or 3);



Procedure for complaints, appeals and disputes
GD CGC-QP-GO6-2022 AR, RS AR
Version % #&: 1 Page6/11 % 6 W #* 11 W

5) May trigger collective complaints and appeals;

6) May cause significant safety and quality risks;

7) May potentially cause significant impact on CGC'’s reputation, especially complaints that
media get involved in;

8) Others may cause significant impacts;
AU BRSEG AR 7 SR U A -
1) FTREZE 7 I ) 2 B4 % ) < 0
2) WIETREMSCHM A AFE TSR AR R 55 2 H
3) A BE T E M B 5| AR
4 HERAE. BPREMERHEE] 1D, 2). 3) Hph—Tik
5) WRESI AR IRR. BT
6) FIBEAFIEE K% 4. ERRE;
) X A F LR A E G, BRI BIFR RS 23 7] it o A EE IR
8)  HoAt AT e AL H G ;
23 Detailed classification and description shall refer to following:

AW BAR AR S AN B 0

Level Possible consequences (meet any one of them) Handing by
SR FARRIE IR RE Gl 2 H b —TOYAH R S5 20 BARALEFRT]
Significant | Client’s financial loss is more than 100 thousands RMB Safety and
B K H I | Total treatment costs are more than 100 thousands RMB Quality
I Cause significant impact or lead to legal proceedings Department
Recurring and/or cumulative costs meet one of above 4
May trigger collective complaints and appeals; AT

May cause significant safety and quality risks;

May potentially cause significant impact on CGC’s
reputation, especially complaints that media get involved in;

Others may cause significant impacts
Complaints raised by certificate holder

Complaints and its treatment assigned by CGC central
administration
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Regular Any complaint other than significant level Related business
Fofth — 4% | ANJd T HE RF T ) FoAth 5570 division and
s followed up by

the Safety and

Quality
Department, or
handled by the

Safety and
Quality
Department  for
impartiality
consideration
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24

Complaints shall serve as input for customer satisfaction assessment, please refer to the Rule for
Customer Satisfaction Assessment (CGC-XZ-G14) for details.

BREAR P EESZEAN, BESE (BIEEEZIER) CGC-XZ-G14).

6.2 Complaint treatment process ¥ 1FH AT RFE

25

26

Complaints can be raised in written form, WeChat, phone, email, fax, or online. = Generally,
CGC shall not accept anonymous complaints. The complaint shall provide detailed
information, supporting evidence, and be signed, otherwise the complaint shall be deemed
invalid and not be processed.

BRI AP M5 HTE PR AE R ST U BT T A ) A 1) S SR
WBEFOLN, SEAZHEE AR BUR AR PR FAT RIS 0. IERIMRIFRS
B, S MRS TR R A T AR

The Safety and Quality Department or the business division shall record and classify the
received complaints, and notify the complainant that the complaint has been received.

A iR RO 55 EB TN R A AR AT iE %, BE RIS R, JHE AR AR
FRRPE

6.2.1  Regular complaint process At — R4 F 4L HE

27

The General Manager of the business division shall report regular complaints to the Executive
Deputy Director, and then appoint independent personnel for handling, if necessary, set up an
investigation team and provide guidelines. The Safety and Quality Department may participate
in the investigation and handling, and the related business division shall actively cooperate with.
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28

Alternatively, the Safety and Quality Department can handle complaints directly, it shall
organize independent personnel, if necessary, set up an investigation team and provide
guidelines.

FoAth — A b 5538 1] 5 5T N R 4a W 95 ) BARRR G, VML TR IR N 34T
AbFE, R RO A, REAFEE N L EIRAS IR AR, 5%
3 T AT 5 A 5 A B o B 2 A i AL B, SV TR A N AT AL B,
R T2, PR AR B R L.

Within 30 days after accepting complaints, the handling personnel or investigation team shall
report the results to the General Manager of the business division and the Executive Deputy
Director, and then feedback to the complainant. If the complainant is not satisfied with the

results, he/she may continually raise complaints to CGC, or to CGC’s administrative agency /
supervision body / mechanism administration / accreditation body.

AEFRN RAESZFRIURE I 30 H PR AL RS SRRl 5538 1] 41 5T AR SEHT 401 5 S 15t 4n 150 UF
J7 o WIRALVRTT X AL BRGNP LAk S [ S FR b R, m e AT ) A )/
ERIRAIDIR N E SRR IR ANCIR IR AL ek a A AR

6.2.2  Significant complaint process & A IH LT A AL FE

29

30

The Safety and Quality Department shall report significant complaints to the Executive Deputy
Director, and then appoint independent personnel for handling, if necessary, set up an
investigation team and provide guidelines. The related division / department / person shall
actively cooperate with. For complaints that need to take corrective measures, the Control of
non-conformities, corrective and preventive action management procedure (CGC-QP-G09) shall
be followed.

XPEEMTRAURR, 2 A R AR O 55 E ] o R 55 B AT, g B AR UL TR
FHIHN RBAT A, DER OIS, fRHAH BN, SVMSSHEEIIT. FR%
JTHNARREC A S AR . 0T R ERIA BN, 128 Chamsism LA B, il
EHAERF ) (CGC-QP-G09) #4447

For complaints against the holders of CGC’s conformity assessment results (e.g. certificate,
statement, etc.) regarding relevant conformity assessment, the Safety and Quality Department,
based on the content and nature of the complaints, shall require the holder to provide formal
descriptions, explanations, and corresponding evidence, if necessary, arrange a CGC-conducted
onsite investigation. For complaints that need to take corrective measures, the Safety and
Quality Department shall require the holder implement and report correction measures, if
necessary, performance of corrective measures shall be verified by the Safety and Quality
Department. The issued conformity assessment results may be changed according to
complaints treatment conclusions.

SHCRN, XERYEVEE SR FA NIRRT ARG MEE M, LR EMn IR
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Within 60 days after accepting complaints, the Safety and Quality Department shall report the
results to the Executive Deputy Director, and then feedback to the complainant. If the
complainant is not satisfied with the results, he/she may continually raise complaints to CGC, or
to CGC’s administrative agency / supervision body / mechanism administration / accreditation
body.

LA AR NAE S PR R ) 60 H K Ab S5 IR EAREMT AT 5 IR IR T . IR AR
VRJT X AL PRAE RAN R, W] LAARSE (A AT Y R, BR300 1/ B WL/ LA ) 32
PUR AN AT LAY 32 SR B R

Appeal treatment process Hif b

Appellant shall raise appeals within 30 days after receiving CGC’s conformity assessment result
or related decision. The appeal shall be submitted to the Safety and Quality Department in the
form of a written document and signed/stamped by the appellant.

FA R N R 2 B ST 1) o B T A5 30 H A ) S AT 4R H H R HR RS DA T SCAR T
AR YR IT 57 N4/ B R R A8 2 A iU T

The Safety and Quality Department shall record received appeals, report to the Executive
Deputy Director and inform the appellant that the appeals have been received. An independent
investigation team shall be established, the investigation team shall make every effort to obtain
evidence, such as hearing from both parties, on-site investigations, obtaining written evidence,
consulting experts, etc., to make an evidence-based judgment. The investigation team shall
promptly update the process with the appellant.

LA U AR PR A RSO EEAT B0, IR AT, R IE A BOR AR
Ble BEMEIAEF R RPN AARHEH, TR SSRGS, anir BT BRI
DA BTSSR A WA, ARG AR AN S R R R
I RAL B (3 2

The investigation team shall make a decision based on the facts of the investigation within 3
months after receiving appeals, the Safety and Quality Department shall formally inform the
appellant of the decision.

WAHE T IHERFR AP E, R8T 2 A i B mE A R N A X% T |
HUR AR A B 2 e R A 3 N H N, B 506 H R R €

For appeals that need to take corrective measures, the Control of non-conformities, corrective

and preventive action management procedure (CGC-QP-G09) shall be followed.
U1 IR IR Y A B R B IS i, IR (A S AR I LA IR . TR AR )
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(CGC-QP-G09) #f7 -
If the appellant is not satisfied with the results, he/she may continually raise appeals to CGC’s
administrative agency / supervision body / mechanism administration / accreditation body.
AN SR AR AR R RGBT IRANI R, AT kSR ) A B T]/ B HLAA LR B E BN A RTAL
T ZEHLRFE H
Dispute treatment process 13 ffj4bEE
Dispute can be raised in written form, WeChat, phone, email, fax, or online. ~The dispute and
its material opinion shall be supported by detailed explanations and demonstrations, as well as
evidence, otherwise the dispute shall be deemed invalid and not be processed. For valid
dispute the Safety and Quality Department or related business division shall inform the disputant
that the dispute has been received.
T DL S Al WD, B WSS U G N ) A R . R
NFERBEFT RS BIPRS00 WRIESE, SRR TR WA T b B . X1 R4 4
W 22 Aot B AR mb 55 50 LA 3 R N S
Disputes of different opinions during the conformity assessment process shall be generally
communicated and discussed between the team leader and the client / responsible party based on
external requirements / mechanism requirements / accreditation standards and other related
indications.  If no consensus can be reached, the team leader can still make an independent
conclusion but shall formally report the dispute to the Safety and Quality Department within 10
days after making a conclusion. The client / responsible party can also directly raise the formal
dispute to the Safety and Quality Department within 10 days after the team leader makes
conclusion.
A PEE AR T AR AR i, — BT RS PP E A K 5 &I /5t
AT WA AN B SR WL R AN AT AR ESE SO R AL P . X B g AN REBUAS — BUa g, A
KR AT SRR PP 52 ARG A58, (BAUR S TR OULE 10 H Tk 5 % 2 & .
TALTT/TUETT WA LAAE 10 H N B3 AT SO 200R 22 4 ot B 3t 413
For other disputes, shall be raised within 10 days after the dispute occurs.
XA, NAEFAETEE KA S 10 H A BLA T SO A S A4 1R .
For disputes that need to take corrective measures, the Control of non-conformities, corrective
and preventive action management procedure (CGC-QP-G09) shall be followed.
U R A R A PR EECR A IR i, 1R MR AN SRR LAl 1k TR AR )
(CGC-QP-G09) AT
The Safety and Quality Department shall record the received disputes (contact person and
information) and organize studies, if necessary, related or other divisions / personnel shall
participate in the studies.

AU N PR AL T IC 3 (RGN BTG, HihbEE), JFEATHEIT, A EN,
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The Safety and Quality Department shall notify the disputant of the results within 30 days after
receiving disputes.

FHRME S ER T TN GAE 30 H AR AT 7o 45 S 22 4 P Aild A N .

If the disputant is not satisfied with the results, he/she may continually raise appeals or
complaints to CGC.

N MRS AL BRZE RAG R, AT LUIE I AR e 7] 1 52 tH SR B R v
Related documents AH3< 304
{Control of non-conformities, corrective and preventive action management procedure A%
P LA IE . TRIE R ) (CGC-QP-G09)
(Rule for Customer Satisfaction Assessment 25 i & E %18 ) (CGC-XZ-G14)
Related records it
This procedure may generate following records:
AR A RS AT
1) Appeal, Complaint and Dispute Form Hiff. #IFFF ISR (QPG0601)
2) Appeals, Complaints and Disputes Treatment Record FF. FLUFAIGHI AL 25 i 5% 5
(QPG0602)

(End of the document A FILHZ)



