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HIF. BUFAISSAEE N

Rules of Handling Appeals, Complaints, Disputes

1 EAVEHE
Scope
ARFEFIE T HE VRS ORI UGIE A U6 OMD IR FF RTS8
3E T 1) CMD $i H B0 E23R45 CMD ATE I ZL B0 F
This procedure applies to appeals, complaints and disputes against CMD by
organizations applying for certification or having been certified. It also applies to

complaints against the organizations that have been certified by CMD.

2 ®X
Definitions

2.1 HiF
Appeals

HZAXTCOMD 5L Y, 5 FH B R VIEIRZS A 20 B AR JLE P 2 th 1 9725 18
H PTG K -

A written request for reconsideration of the certification status made by an
organization against an adverse decision of CMD relating to its desired
certification status

T AFIPE ARG B4R i . IEAAREEEAT A% . BORCRIA IEf . A2 IR
JEH ATINE. 2B ARG RE  FLASSRASAE A AE o] H At A i o

Note: Adverse decisions include: refusal to accept the application, refusal to proceed
with the audit, request for corrective action, change of scope of certification, denial of

certification, suspension or revocation of certification, and any other action that prevents

certification.

2.2 ik

Complaints

FEATA RS A N FICMDERIE [, A AT H A B RIE 2K, XfCMDE C3k
FRE B G5 B AN P R .
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A written expression of dissatisfaction by any organization or individual on
the activities of CMD or other certified organizations, different from an appeal
and also expecting a response.

2.3 4l
Disputes
ZH 23 5 OMDAE D AIE I 72 A S IE AR o R A UE 2 ARAS [ 75 0L Fy - ThD i B4 21
5T NAEIE I & 32 WA R LR A T PRI

The written expression of differences between the organization and CMD
on the certification process and certification technology or the face-to-face
statement of differences raised by the person in charge of the organization on
a formal occasion.

3 WK

Responsibility
3.1 IR TAR s R AL BE TARH A7 570 FRURALTE TAEZH H OMD S 8 A w45 7
JZ - BORZ G A B, A AR K B A RS R RAFAER
FRAEBANA

The Appeal Handling Working Group is responsible for appeals. The
appeal handling working group is appointed by the CMD General Manager
from the company's management layer and members of technical committee,
and the members shall not include persons from the organization or those who
have an interest in the object of the appeal.
3.2 OMD iEZ A M IT R FL AR, &UF. FL LRI,

CMD Quality Committee is responsible for accepting appeals, complaints,
disputes and handling complaints.

3.3 F IS A STALERL

The head of each department is responsible for handling disputes.

4 KRR
Handling Procedure

4.1 S
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General rules
4.1.1 CMD ALPRAIVF. BYFAI S LS SE A, DL ZOM SRIEANE AT CMD A
EZE R 9PN .

CMD handles appeals, complaints and disputes on the basis of facts,
guided by relevant national laws and regulations and CMD certification
requirements.

412 R SRR BAE IR TAE N GO0 B KB AR S R SRSl
A RIFEATHE BAH REFE R T

Appeals, complaints handling staff shall keep involvement non-disclosure
information confidential.

4.13 ZH5HR BOFNSBUEE TARRSEAS . B GUE A TAEA L, 2
RIRFEZU ATE, ARGEERE YR BRI G BNBAEAT AT .

All staff involved in the submission, investigation and decision of appeals,
complaints and disputes shall be objective and impartial and shall not result in
any discrimination against the appealer, the complainant or the disputer.

4.1.4 SR RIS BCER A BAER E ORI AR G, Y58 [ 38 12 50 R
PRI A AN g TAE .

Staff members who have a direct interest in the appeal, complaint or
dispute shall recuse themselves from the investigation and determination of
the complaint, complaint or dispute.

4.1.5 CMD XJ HHF. FFl g ab 31 #5252 P 5 S o 713

CMD is responsible for all types of decisions made at all levels of the
appeals, complaints and dispute handling process.
4.2 Hif

Appeal
4.2.1 HYFZE G
Appeal acceptance scope
> R4 HIE

Reject an application
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> RLAAR ST A%
Refused to proceed with the audit
> BORCRIA L4 it
Require corrective action
Y & RN T eA e
Change certification scope
> ARFE

No certification

B 5 BRI DS A%

Suspension or withdrawal of certification
BELASFRAT VIR AT o] At 435t

Any other measures impeding the attainment of certification.

4.2.2 HFHHEH
Submission of appeals
HYF AN AT A CMDJR B2 o fe W R,  HURMNAT & LA 264
The appealer may lodge an appeal with the CMD Quality Committee,

subject to the following conditions:

D

2)

3)

4)

FR R AT S A0 T 0 P ARG CoRAIER) bR, 360
B,

The applicant shall formally submit the written application and
relevant explanatory (or justify) materials, and affix the official seal.
FHR S IS AE R R 52 PG B

The appeal shall be within the appeal acceptance scope.

R AN B RS B B A R T7 5

The appealer shall be a direct party to the matter of the appeal.

FA R A H S 7E 42 2 CMD VI TR 58 BRAC BR A i i 0 15 TAE H N .
The appeal shall be lodged within 15 working days after receiving

notification of CMD's certification decision or action.

4.2.3 HYFHIZE SR
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Acceptance and confirmation of appeals
CMD J5i B2 A & ST S R NI RIS SR, JFA% I8 4. 2. 2 S FLE #E 4T
VI w A, I R ALAN PR R T A S s A, FaEEENRFZ, B4
HHLMESS, W R URI 2 BRS U P @ K R
The CMD Quality Committee is responsible for receiving the petitioner's
appeal request, conducting a preliminary review in accordance with the
provisions of Article 4.2.2, organizing a timely review of the validity of the
appeal materials, and notifies the petitioner in writing of the acceptance of the
appeal after being reviewed by the management representative and approved
by the general manager.
4.2.4 YRR A 5408

Investigation and handling of appeals

D) S HRE VRN R, LS YR RICAIE K AR R R 4L R Ak
HTARH G STAE, JREXRIRRALEE S .

According to the content of the complaint, the general manager shall
organize members who have no interest in the object of the appeal to
form an appeal handling working group to investigate and put forward
opinions on the handling of the appeal.

2) FURALER T AR ZH a] REUS R St SR BGIESE , WA SR WriE i Wr By
Wik, DA, WEBCHTHESE . 1% &R LS5 DR R
SERSE, U A AR BRI
The Appeal Handling Working Group may take various measures to
obtain evidence, such as meeting review, convening a hearing
meeting, listening to the statements of both parties, on-site
investigation, obtaining written evidence, consulting experts, etc., to
make a reasonable judgment.

3) HITWHIES WL, Z/DHRATE H K2 R I [a] AT s A RN
If a hearing meeting is held, the appealer shall be notified of the time

and place of the meeting at least 5 days in advance.
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4)

5)

FHURAL I T AR AR FR R 7 2 A BUAEANIE T iE 2 WA JFRTS H R A %
FROIE N 2k 42 AT AL

Both the Appeal Handling Working Group and the appealer shall be
entitled to submit the names and addresses of the relevant witnesses
no later than 5 days prior to the hearing.
Z5HUFREMEE N AN AR TR A IR A E W,
AN A B o

The personnel involved in the investigation and handling of appeals
should conduct the investigation and give opinions objectively and

impartially, and should not be discriminatory.

4.2.5 MbFESE R

Feedback of handling result

1)

2)

3)

4)

H RS RICMDII60 H A, R AL T AR BE TR A4 H A 3
B, KRR R R S A PR

Within 60 days of the submission of the appeal document to CMD, the
Appeal Handling Working Group shall make a decision on the appeal

based on the investigation and report it to the General Manager for

approval.
2R e TR HURAC PR TAR A R E S5 A, P ImiE A R A

The Quality Committee is responsible for informing the appealer in
writing of the outcome of the decision made by the Appeal Handling
Working Group.

FH R AL 3 e AN R B R N8 RS

The decision of appeal handling should not discriminate against the
appealer.

PR AL B R Fp A 2 B0 6 B S HE B e U5 AR A FR R 0 e i 7
HE T AE .

Reasonable expenses incurred in the course of handling the appeal

shall be borne by the parties in accordance with their respective
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responsibilities in the matter of the appeal.
5) SR FR TR A BE P AN AT BE— 2 1] BT AE IR N R 1T B E
IR AR, AT AR AR SCA AT AL R
If the appealer is dissatisfied with the handling decision, it can further
lodge a complaint with the local certification regulatory authority or the
CNCA, and it can also lodge a complaint with the relevant
accreditation body.
42.6  GNHIVRAL B R IANRT S Bk A [A] JoT 2R 1 2K SR US4
T LAt
If non-conformity or any improvement room is found during the
processing of the appeal, the Quality Committee will take appropriate
action to improve it.
427 HYRACES AR N OR B A O HIIESE, AR TERERAIC K H R, ALHE ok
T R H R 33 i
The appeal handling process shall retain relevant confirmation and shall
not be limited to tracking and documenting the appeal, including the measures
taken to resolve the appeal.
4.3 HF
Complaint
4.3.1 RG]
Complaint acceptance scope
1 ¥ L CMD SR A AR s s OMD A 5N 5 AR
Complaints involving certification activities provided by CMD or against
CMD-related personnel.
2) X OMD EANIESIEAE BE VIR 0SB RN s, HERGRIA RS
WUEZSRANYE B AH 5
A complaint about the activities and personnel of an organization that is
accredited or is seeking accreditation, and the content of the complaint

is related to the certification requirements and scope.
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) W OMD SRR LR 2 )7 )R,  HIRF N E SV IEESIA KiES) .
Complaints involving CMD certification customers, and its contents
related to certification activities.
4.3.2 FRHIFE
Submission of complaints
AR R AP DB AR R T S AR DS, $50F AR AT F AT
HIEET I OL IEMIM RIS R . 38 HIE OL T VDR B A4 FF A T 52 B
The complaint shall be written to CMD regarding the incident involved in
the complaint, and the complainant shall provide details of the incident,
supporting materials and signature. Generally, the CMD does not accept
anonymous complaints.
4.3.3 FURHIZE 5L
Acceptance and confirmation of complaints
CMD Jii 8 2% 5t 2> T ST SRR NIRRT K, JFIZIE 4.3, 1 F0 4. 3. 2 255K 10
EORMVGE S 5 H GRS SIE K, JE BRI BT A RN, e
BEAREE . M), KRR S G DS s kR A
The CMD Quality Committee is responsible for receiving the complaint
request from the complainant, and in accordance with the requirements of
4.3.1 and 4.3.2, confirming whether it is related to the certification activities
that is responsible for, confirming the validity of the complaint materials, and
notifying the complainant of the acceptance of the complaint in writing after the
review and approval of the management representative.
WA NARELRS T RS, WAGEELETERIFAER, £2BR
VR AR S OND B2 i 2 sio ik fe it — D5 B aizem 1y, ¥ A 7323,
If the content of the complaint or the clues are too general, the available
information cannot be used to investigate the complaint, the complainant is
unwilling to cooperate with the CMD quality committee after contact or is

unable to provide further information or clues, it will not be accepted.

4.3.4 BIFHIAE S
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Investigation and handling of complaints

1)

2)

3)

4)

BRI, ER ARG LT R B S, Fe TR &
FIAEE R, DB AT A A RBOESE, A& 5ERUE B &
i M AP

After the complaint is accepted, the Quality committee shall
investigate and verify the complaint, fully understand all the
information about the matters involved in the complaint, conduct
on-site investigation to obtain evidence when necessary, and form an
investigation report and handling opinions after the investigation is
completed.

[ CMDH HH B0 SRUEZH PR (1), CMD AT AR HE VR 15 BB N S A T, 22
RA R LU A5 58 B R PR S AR OGRS, o EE N CMDHEAT ILI7 I A
Xf T 7 EER A LSS, R R GRS i CMD, - 4 2 CMD 7]
KB RAER) T e R T HRUFE UL 2 H L IE TR, CMDR %
A T DR AR DL A% e AR R 7 45 R A S5 DA E BEAR A DS R E
Where a complaint is lodged with CMD against a certified organization,
CMD may, according to the content and nature of the complaint
information, request the organization concerned to make a written
explanation and submit relevant evidence, and conduct on-site
investigation if necessary. If corrective measures need to be taken,
relevant organizations are required to take measures to report to CMD,
and if necessary, CMD can adopt on-site verification,

Z 5RO AR N RN SRR R FE R R — BAAE
Mo, N IR BLIREE .

The personnel involved in the investigation and handling of the
complaint should have no interest in the matter of the complaint. If
there is a conflict, it should be declared and avoided.

BAUFHAMLE N W ALE, ARCHA B B Br AR
U5 T A R E 5T, RERFAFE, PMEEREHE =7,
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5)

The investigation and handling of complaints should be objective,
impartial and non-discriminatory. And the complainants and
complaints have a duty of confidentiality, without the consent of the
complainant, shall not be disclosed to a third party.

CMDRY 55 3RAIE %% 7 K 50w NI Rk 58 fe I R S IUA T, IHFAERE A
TR, LR E AT IR .

CMD shall jointly determine with the certified client and the
complainant whether to make the complaint public and, if so, to what

extent.

4. 3.5 A PE KRR

Feedback of Handling Decision

1)

2)

3)

4)

CMDZEW B VR JEHI60H N, SER iR A IF SR tHALBE R I, & g P
mHE S, BN AR E .

CMD shall, within 60 days after receiving the complaint, complete the
investigation and put forward the handling suggestions, which shall be
submitted to the General manager for examination and approval
before a final decision is made.

B 5T B LA AR R AL PR U E N B S S AR IR E R R o 15N
IR T LA, o s i Al R T

The person responsible for reviewing and approving the complaint
handling decision should have no interest in the matter of the
complaint. Otherwise, it should be declared and avoided, and other
personnel designated by the quality Committee shall be responsible.
B2 o STRARURAL B P g LS TR S i aa 507 05 S 555 T
The Quality Committee is responsible for reporting the complaint
handling decision in writing to the complaining party and relevant
parties.

PR AL TR E A N NI RS o

The complaint handling decision should not discriminate against the
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complainant.
5) FRUFAFREE R TS HAUHVIERE A R AR R ER, HiF RS
AL ZUVE B 3 BHRUF AL PR R BOAE SR 5E Ja Y 10 AT H A $R H
FIFR . BBt — 20 (A BT AE MDA R A 30 T o B SN e e e i #5F, tmT
ATAI A SN AT WL L o
When the complaint processing results in an adverse decision relating
to its intended certification status, the organization applying for
certification or certified organization has the right to lodge a complaint
within 10 working days of receiving the complaint handling decision or
certification decision. Or further to the local certification regulatory
authority or the CNCA to lodge a complaint, you can also complain to
the relevant accreditation bodies.
4. 3.6 JEIE BRI A R IUAR RV IETE S BV BAFAE AT & B S ), e 5
SR IDUE B )t T DA
The Quality Committee will take appropriate measures to improve the
non-compliance or any improvement room found in the relevant certification
activities or management through the complaint investigation.
4.3.7 BYFAL P FE B OR B AR G HUIESE , ANBR T EREZANIC SR H R, 0046 Ju i ok H
VR it o
The complaint handling process shall retain relevant confirmation and
shall not be limited to tracking and documenting the complaint, including the
measures taken to resolve the complaint.
4.4 il
Disputes
4.4.1 iR $2
Submission of Disputes
1) FEVEH AR PR B30, — i o A A 5 32 W A 7 R AR T
W\ AAEA AR FP O AR B o P P AT AN BEIAS — BUS LK, HA% 4]
KRR SR AL AR SR S5 18, (HAUK P BN ELAEL0 H A i 75 CMD5
BRAS. XEZITWATUAEL0 H N ERRICMDIT 2R A i 4+
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2)

T

Disputes raised in the certification audit process are generally handled
by the audit team leader and the auditee in accordance with the
certification standards and certification procedures. If no consensus
can be reached through consultation, the audit team leader may make
relevant conclusions on behalf of the audit team, but the dispute must
be reported to the CMD Quality Committee within 10 days. The
auditee may also raise the issue directly with the CMD Quality
Committee within 10 days

FEHAb S & R AR, TG BAE SIS R B G 10 H A B
i 7 e H R 57 AAE1E 3376 241 W CMDFZ H

Disputes arising on other occasions shall be raised in writing by the
parties concerned within 10 days of the occurrence of the events
involved in the dispute or presents it to CMD in person in a formal

setting by the head of the organization.

4.4.2 iR ab B
Dispute handling

1)

2)

CMDJ5T B 2 (1 S ¥ B S+ WU B S S EE T BT N
After receiving the dispute, the Quality Committee shall forward it to the
person in charge of the relevant department.

CMDAHSSHEE ] S DT N TR B A R N R TSR S . B, FUE k]
Z 5 RDHE, TUEET PR SR B R i & 5T N VPR AL, iR
R B R IE R R N o LR N AR PR 45 AN =

f, AU BRI OMDSE Y H YR B R o

The head of the relevant department of CMD designates relevant
personnel to study the submitted dispute. If necessary, other
departments shall participate in the research and discussion, and the
responsible department shall report the result of dispute handling to

the quality person for review and approval. The quality committee
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shall notify the claimant of the result of dispute handling. If the
claimant is not satisfied with the outcome of the settlement, he or she

may lodge a complaint or complaint with the CMD through the
complaint or complaint procedure.
5 Vg@EJTR
Contact information
SZIRERT: CMD R 4y
Acceptance department: CMD Quality Committee
BXARHIE: (010) 64237550

Contact number: (010) 64237550
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