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HIF. BUFAISSAEE N

Rules of Handling Appeals, Complaints, Disputes

1 EAVEHE

Scope

A& T FIF R SRS ER S50 OMD B Hf. FVRAT .
& ] T 1) CMD 2 H B 23845 CMD AR A2 B 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

AEATA B N FRFCMD A Y, 5 HIEE IR A R AR € P
H A9 EEB 2% R A T K

A written request submitted by any organization or individual to CMD for
reconsideration of an adverse decision made by CMD concerning their desired
certification status.

T AR REAHE: R4 EAREEAT R BRI IR . 22 5 E
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 B

Complaints

FEATH LB N OMDERIL I, A T H R A BB 2B 2 1Y, XFCOMDER 23k
FFVIE R 2L ZR 103 20 B AN 1) B T R 7
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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 CMD B-#B1 AN &S INIE KA BN A SIS 5 T R SR A4+ U S A5
B ISR A KRG B AR as & R ax .

All CMD departments and all types of certification and management
personnel shall collect feedback information regarding appeals, complaints,
and disputes, and be responsible for promptly transmitting such information to
the Committee.

3.2 HIUFTAE R BE TAEH 7 57 . FRURALTE TAEZH B OMD S &8 A w45 7
JZ TRER BT ERAG A, RAANAAAE K B A RS R RAAER
FRAEBANA

The appeal handling working group is responsible for handling appeals.
The appeal handling working group is authorized by the General Manager of
CMD from among the company's management personnel and members of the
Quality Committee. Members of this working group shall not include personnel
from the appealing organization or those with a conflict of interest with the

subject of the appeal.

3.3 CMD FiEZE R Ao EHYF. HiF. 4, AERF, FFe BN &-E8115¢
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TR B PRI R AL FRAE B AT b, By, 52 2 (AT T 48 it
The CMD Quality Committee is responsible for accepting appeals,
complaints, and disputes; handling complaints; and periodically analyzing
information from all departments regarding the handling of appeals, complaints,
disputes, and grievances. When necessary, it proposes corrective and
preventive actions.
3.4 FEBIIATT NSRS, TR R B &
Heads of each department are responsible for handling disputes and

reporting the handling results to the Quality Committee.

4 KERER
Handling Procedure
4.1 &0

General rules
4.1.1 CMD AbPRAIVF. BYFAI S LS SE A, DL ZOM SRIEANE AT CMD A
EZE R 9N .

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

412 R BRI IR TAE N GO0 B K B RS R SRl
A RIFEATHE BAH RE R T

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

4.13 Z5HR BOFASBUEE TARRSEAS . HEMgUE S5 TAEAN L, 3
RIRFEZU ATE, ARGEERE X YR YR ARG BN BT 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 ARURIS SR A BAER E ORI AR G, YR [ 38 12 0 R
PR I A R E LA
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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 % HiiF. # R AN SO 3R I T2 4% 2 0 BT A 452 v e £ 3

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

Appeal
4.2.1 BRI E
Appeal acceptance scope
> IR HE
Reject an application
> R4k ST A%
Refused to proceed with the audit
> BORCRIA L4 it
Require corrective action
Y & RN T eA e
Change certification scope
> ATFINE
No certification
> BT B GE BT
Suspension or withdrawal of certification
> BRAFIRAFUAIE BT A Fo A 45 it
Any other measures impeding the attainment of certification.
4.2.2 HYFHHEH

Submission of appeals

HYF AN F] A COMDJR B2 et W R,  HURNAT & LA 264

The appealer may lodge an appeal with the CMD Quality Committee,

subject to the following conditions:
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1 BR AR IE s 22 51 A HAE 5 AR U (BGIERR D) #P8E IR
AR
The applicant shall formally submit the written application and
relevant explanatory (or justify) materials, and affix the official seal.
2)  HYRSEIUNAE FH RS2 G N
The appeal shall be within the appeal acceptance scope.
3D HYRARLZ RSB B R T
The appealer shall be a direct party to the matter of the appeal.
4) RS A HE B OMD A E T 5 Bl A B 43 il S 154~ A H A
The appeal shall be lodged within 15 working days after receiving
notification of CMD's certification decision or action.
4.2.3 YRR 5N
Acceptance and confirmation of appeals
CMD J5i B2 A & ST S R NI RIS SR, JFA% IR 4. 2. 2 S FLE #E 4T
VI w A, I R ALAN R R T A St s A, FaEEENRFZ, B4
PEAEAESS, K PRI S BRAT 05 TR A0 H R N
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 HMRE VRN R, LS YR RICAIE K AR R R 4L R Ak
HTARH ST E, SREXRIRRALEE 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
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2)

3)

4)

5)

opinions on the handling of the appeal.

FURALFE T AR AR B A SR GRS, A A AR IE i Wr BORUS
VRid . I S IUEYE . )% & W DAL 25 AR 2R R R Y
SRR, MU A AR T

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.

FIOTUTUE S BLET, 2 /D FR D FRE 2 150 AR I TR) AT s 38 R 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.

IR AL B AR LR F R 5 2 BUAEANIE T W iE 2 WCH JF TS H A4 Hi A %
IR N 2k 42 AT oL

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.

Z 5 HRYRHE MBI N RN S R FEIOC RN R, s
ZANHEE, DAL 2 IEM AT I A IR AL BRI, AR B .
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.

Personnel involved in the investigation and handling of appeals shall
be individuals unrelated to the subject of the appeal, or shall be
reviewed and approved by such individuals. Investigations shall be
conducted and handling opinions shall be proposed objectively and

impartially, without discrimination.

4,2.5 KbFESE R ik

Feedback of handling result
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1)

2)

3)

4)

S)

H R SCPFR A RICMDII3 AN H 2 N, FERARER T AR B3 T S 52 th Ak
HUROL, X URMH e FE RS SRR, JERIAE60 H PR AL E S B
T R R

Within 3 months from the submission of the appeal documents to
CMD, the appeal handling working group shall propose handling
opinions based on the investigation, make a decision on the appeal,
and report it to the General Manager for approval. The handling result
shall be notified in writing to the appellant within 60 days.
2R e TR URAL PR TAF A R E S5 A, PImiE 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 A 3 e AN R B R N8 RS

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

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

Reasonable expenses incurred in the course of handling the appeal
shall be borne by the parties in accordance with their respective
responsibilities in the matter of the appeal.

A SR ER R 0 A BB R 5 AN AT E— 25 [ i CE MO T B X
W Z SR H#YF, WA BAR A OGN AT L #k

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.

4.2.6 AR YRAC RS R O AN & BRSOt R Jo B 01 2R R U LA it
T LA

If non-conformity or any improvement room is found during the
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processing of the appeal, the Quality Committee will take appropriate

action to improve it.
427 HYRACES AR N IR B A O HIIESE, AR TEREZAIC K H R, ALHE ok H
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 $2AE AN IR B s OMD A 58N 5 BT
Complaints involving certification activities provided by CMD or against
CMD-related personnel.

2) X CMD S ANIESIEAE BE VRSO B RN s, HERGRIA RS
WUEZRANTE B AH 5 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.

3) W I OMD FAEH R )% I #Ur, BIRVFNE SUIETESA KI5 .
Complaints involving CMD certification customers, and its contents
related to certification activities.

4.3.2 BJFHIIRH

Submission of complaints

PR AT 2O BRI S SR ERICMDSE Y, BEJR NSRS T BUR 1
HIART I DL IR RIERE B . 3B 1B HL T VDR B A4 R F AN T 32 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
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anonymous complaints.
4. 3.3 FVFHIZ B 50
Acceptance and confirmation of complaints
CMD Jii 8 2% it o> T ST SRR NI EYRIE K, JFIZIE 4.3, 1 F0 4. 3. 2 255K 10
EORMVGE S 5 H SRR SIE K, JENBORM BT A RN, e
BEAREE . M), KRR S BSOS s k4 R
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.
WMRBIFFNARELRS T RS, WAEELETERIFRAER, £BR
BUF AR S OND BT i e sio ke it — 05 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 BFRAESAE
Investigation and handling of complaints
1) #F2#E, RER RS HRURG AT SRS, 780 7Ry &
FHIH)E S, DR AT S IROESE, 8858 BUE Y RO &
i AL .
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.
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2)

3)

4)

5)

[ CMDH H B0 SRUEZH PR (), CMD AT AR HE VR 15 BB N S A o, 2
RA R LU A5 5 B R PR S AR OGRS, o ZE N CMDHEAT IL37 I A
XF T 7 EER A IEFE i, R R SRS i i CMD, - 4 2 CMD 7]
KB RAER) T7 e AT HRUFE UL 2 H LI IE TR, OMDR %
A T DR AR DL A% e AR R A 45 R 5 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 5EF AR RN RN SRR FE R R — AL
MoE, N IR BAIREE

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 X BF AR
U5 T A R E 5T, REFAFE, PMEEREHE =7,

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.

CMDN 5 SR 7 S AR NIE A e & R BOFFIIATE, IAERE R
Jriy, FEFEE AT .

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 ABFERE KRB
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Feedback of Handling Decision

1)

2)

3)

4)

5)

CMDEW B VR E U400 I, SERiR A ISR tHALBE R I, g g P
ARG, T AR 4 g AL EDRE AL HE g DA T U R 4a #3UF 7 &
ARITH e EAEE60 HD .
Within 40 days of receiving a complaint, CMD shall complete the
investigation and propose handling opinions. After review and
approval by the General Manager, a final decision shall be made. The
decision shall be immediately communicated in writing to the
complainant and relevant parties (with the entire process completed
within no more than 60 days).
BVRIIIRAS . AN TE ARG BT AR AN BB . CMDRHFA
BAFRFIHIE BN T LLIRE .
The submission, investigation, and decision of a complaint shall not result
in discrimination against the complainant. CMD shall keep confidential the
information concerning the complainant and the subject matter of the
complaint.
DT A AL SR B TR E N 53 B S R F IR A F o8 &, A R
I LA, B i e AR S 5T .
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.
JREZ R SURARURAE B P g LS I 2 s 575 S 585 T
The Quality Committee is responsible for reporting the complaint
handling decision in writing to the complaining party and relevant
parties.
PR AL IR T8 AS RO P NG B A o
The complaint handling decision should not discriminate against the

complainant.
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6) YRAEHRSE IR A T 5 IEIRESE REAF gy, HiF AR
SRR A AR 3 2 B AL B O E BOAE R E Ja B 10 AR H AR
HF e B Bt — 20 [ BT E M A UE 8 3 T T el B SO e e e P, T
AT AH AN AT LA AR 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 8IS BRI AR IR SV IETE 3 BV BIAFAE AT & Bkt A 1], R
SN R B At T DAt
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 B AL PRI FE N OR B AR S HUUESE, APRTEREAAIC S R, B4 9 H
TR H R 33 e
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 FiYl
Disputes
4.4.1 R H
Submission of Disputes
1) FENUER AR 5 530, — RO B K S 32 o A% 5 R AR T
WL IEAR SRR PP i AL B . X & RIS BE BT — BUs L, w4l
KRR B 2 A S A58, (B0 S ITEILAE L0 H N4k i CMD i
BRAS. XU MATLIEL H N EFZRICMDIT 2R 2 i 4+

IJ\ o
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2)

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 Quiality
Committee within 10 days

A & R AR, ST A SIS R F R AEJR10H W EAS
T8 A 2R 5 57 NAE IE & 24T [ CVDER 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 Sl ab
Dispute handling

1)

2)

CMDJ5it 2% (4 S FE B S WU R A B T S T A

After receiving the dispute, the Quality Committee shall forward it to the
person in charge of the relevant department.

CMDAH SR ER 17 53 N Fi B A RN R FARAS . BEI, B EET]
Z 5 RS, TUERER T TR A B A5 Rk i & 7 5r AvEs e, B
T AR A B A B R R N o IR AN R B S5 AN =
(. AT RLER FR. BOJRFE A M OMDER HY FR R B F

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

shall notify the claimant of the result of dispute handling. If the

KA H 3] Release Date: 02/26/2026 Jiti 1 3% Implementation Date: 02/26/2026



CMD-CR-006

page 14 of 14

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 ¥EHFR
Contact information
SZEEET: OMD iR S

Acceptance department: CMD Quality Committee
BRI (010) 64237550

Contact number: (010) 64237550
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