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1.0 HH Objective
NPRIE B R IRNIEA R AR (BUREHFR ICAS) AIE TAERI A IR, DA
KNG, AR RYR. BIFAG,  ST AR T

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

2.0 Y8 Scope
AFREFIEH T 5 ICAS WIEIRS A R WIET « KAHRIAHZ N NSRS
FKT7 -

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

3.0 X Definition

3.1 HF: HPVEHRARNIEIRES B2 2] ICAS AR HE 2 I F H 1 AN
FH 2k 2 = Sk 7

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.

2 ¥ 6 ICAS HIMEARE LA . ICAS YIERIZ . P2 i A & IE
SHEARE iR

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

3.3 F: BHNIEAHL S ICAS TEAUEFRE P AR A 8] @5 7 TH AS [7) 2 L8 1 Sk 8%
SN

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 =5t Responsibility

4.1 BB EE R E E B R R 2 MOt ME R URIVE EACR IR E R . 1
B BAE PR AR UM AL PR VEMHER A BRAE Dy B A AR P 1
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 Tl RSB R DTN L BORROERI. BA BRER. i, RIE. B
o

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 RN a8 R RIS B S 5T R A B
1) WIiHERE A TTE SN 55 52 B AR b (1 H B0
2) HRRLHNITA K H AR K B B
3) I IZA KA ST E AL I 1 R BLR
4)  HRZ R B 5 ST A SR
5) EMESEHE G BT SIAIE RE I RE 1 H B
6) BRI REHERHF 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 A ERNTEEAS AR AL I R AT R Al A

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

5 & B AR ST ORI A et 10045 2145 2821 1 AN St 5

Management representative is responsible for ensuring that all the improvements
are effectively corrected and implemented.
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4.6 NFHHR. BORBIRHOVALE R, BORMFBERMEIT R BRI AR, 5
I P O LECCR. BEsE

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 HIRACEFEFHIIBEME The operation of appeals handing procedure

5.1 AR T4 AL TR A AR LA ICAS %)™, FILLF ICAS i HiF,
HRUFIRAEFIAE ICAS K H I s A TR 3R

Any ICAS customer with disagreement about the handling of disputes can appeal to
ICAS. The approach of appeals and complaints can be obtained in the audit plan issued
by ICAS.

5.2 izl B UR 3 B RO DT B, ARSI R0 2 H 1) R Al 3],
TR R EIRE R BRIt

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.

I EHENSNTTNSFM KA G, MHIFHEATRE .. &5, WEUF I E L,
U\&%%HHUﬁUEF’lﬁE’J SO, AE A HE 1 8 e AN R e SR B AR Rh 4 it A [ FA
Yro

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 FHRRZ BT 1N [A) FOR SR BEAC PR EE e 00, FFAENCEI B URE Ja 38 il
YR NAIAH SRR A IE N B

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 HIRM A IERIN B, MAEZBIHUREERE = H, SRR ZROR 0L
BRI 1L .

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

5.6 WIXTEHYFIIEEIAM =, FTLlA ICAS JiE & AT R H Ff. A
%Ajré%ﬁiﬂﬁﬁ@muTﬁu

FAN ICAS ARl SF AR FOEAE I ECAM U - 5 30 8 & AV 52 2 7
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HARER, W PAE A B e )GE WS ST BUE O R B)F, Wl PAR AR oA
IR IRiAEatie

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 authority, CNCA or related
accreditation institutions.

5.7 Iri 2 5 HIURACEERE AR 9N G2 BL3SCAT S Bt HR R0 I B B A%, AR I H RS
SBAIE SR, HRE R E B B 5 R R TE SR BN S, sl L e B ALt

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.

5.8 HiFACHMEATEEM 30 NI/EH kBN &AL 60 H) , Kb
T &5 B TE RS T 056 38 B UR N o T2 R g 58 AN NI T T HR R N AT ] R AT
Mo

BT i AR R (FSMS) /HACCP 1k %, TAIFZSHE N i AGE W 5 45
H55W, AIFE 10 N TAEH M ICAS HifF, ICAS HIRFIHF2 Hig, NAE 30 H
WHEAT AL FR, FF ab HE 45 SR -PE A GERFEN .

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 HVRZELN ARILBAN BRI, JEN ORI 5 BURE RHIA R 1
B 60 R S 24 5 KRN, AN ICAS AT S I IE AR D& B E I
SHEE S EVENGEZ B EARFR, P LUE R A BT AR A I ER T B SN
TR, WA PR AH SN AT B

TR A E AR (FSMS) /HACCP £ %, Hif AU\ ICAS 17 i
THIFIER, AEERERE T H S EENE, AT RLE S A & SR
WESS/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
supervision 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 FIFEBFHIIBIE The operation of complaints handling procedure

6.1 #IFI5zE Acceptance of Complaint

6.1.1 ICAS izl R R FE L i 71 512 FRE R, VR HLTE 021-51114700 ¥ HI#JF
L RN, Bifk E 021-54253541, Y icasfile@126.com

The commissioners for appeals and complaints in the market department of ICAS are
responsible for accepting complaints. Complaints hotline No. is 021-51114700 transfer to
handling commissioners for appeals and complaints, the fax No. is 021-54253541 or the
email address is icasfile@126.com.

6.1.2 BYRAT LU H KRBT A SRR [0 52 PR 5 R FAR 20T, mid it (i,
BF ) SOoBBEREIIARL, R IR 7T RIFIRE AT E ICAS K
HH R A TR A SR

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 HUFAIHAIL Complaints confirmation

PR L SRR BIBOF 2 H, RALRIFESURE TN (Blandih . B
THBFETTAD .

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

6.3 JFEIEHFHIIEAL The assessment of original complaints

6.3.1 BLF B L R BIRURIZ B, R BORRTI 2B, X AR BOFREAT Pl
WRAERFIR AR A2t ZIARME. W), RIS SR H 2
S IR SL B AR R e i B, BORAE BRI S MR R BT B .

Complaints commissioners should report to the marketing manager at the day they
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receive the complaint. They should assess the original complaints and verify whether
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 FUFRZEL GO TR E R B (P BRFIR) , IR IRIOF
MR AR CRUR. BJF. FUERD) « BURE BT SGUE I SCF4%

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

6.3.3 (HF. &R i) PO AR, DU I RSSO R A gk A o

AT

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

6.4 FIFHAE Complaints Investigation

6.4.1 BRI L B AR TWEIBURR) 2 R, R BORIERBIPEIF A PrEh b2
BFEE

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

6.4.2 PrBhAL BB R 32 UG F AR B S50, TR SRR T A A
RS, EHBA VR AT RS, PR T 5 R IAEM SR
(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 fEFFHE I, DEN, BUFZIE RATTHUHICT FERHR R 5 B
W G ATV, IR BRI 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 N 25 SR IR DU SRAE % 8 B AR S 7 2k
RIS, b BN R IO S AT BN, AR R 5 AT AR BT i B A 5

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

6.5 FIFMIZE Conclusion of Complaint

BRI QAR R A R B BB A S A e R A ARk T i A B, T
UHAHFIREGS S5 WENMERAN G, WAL R 2 RN HRIFEHR S
CLERF, W2 E KRS, EF ERERS AT ANBEHE, HES 50
D), EREDTFIHFLLR:

(L SHEHE, KR T ;

(2) RERHPHBEFAL I T 2

(3) M &S, afEMA. B, BE2RRA LW,

(4) TIEAH RN RASTF G R HH 2 1E (138 1 5

(5) R WKW WIFMHL LB T IANER P& R RG 3R, 1ICAS
N FEX AR UE PR R AL EE,  anEifs . e

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 customers’ management system, ICAS should consider
a corresponding handling, such as suspension, revocation, etc..

6.6 [EIRBIFALEILER L
Handing suggestions of reply complaints and notice
6.6.1 HLR L H FAEWCEI S50 2 H I Z AR v

(1) WHIER—, MAZRFEAFERN RPATZOE TR, BFE S ik
FEUE PR AL FR 7 A AT RS, RN RFA R

(2) GARIVRFE X BF T RN E, IRV akS:, HRUFZ L AN SR E iR
WiEAH, ICAS NN RE% 7 YRR, EAFIFRVFRITEOLT, RATaeiR 88
YRALFR 5 S LR IR, I LRI 8 555 R i AT ANt 75 R 4R SR e 35 A B AN A1k
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AR URIRE .

A. ICAS W IFIRE
& HEEHE
& ELZSMTTA
& EMTIN
B. ICAS Wi IFIRE
& [EZRINEZ AT
& EZ\nZE
R HTRERN, DL ESRIERER 7 AR 3L f et

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

(1) If they 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 customer’s
appeals fully and try to adjust the complaint scheme under the permitting conditions. At
the same time, ICAS should also clearly inform the customers 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 supervision department
€ CNAS(China National Accreditation Service for Conformity Assessment)
The contacts above can be provided by the complaint commissioners, if necessary.

6.6.2 BRI L 51 T BIS5 18 #Y 2 R S50 b Firisd R B U RIAR SR N B (A
BAVRN S MR TESE) , FFAEIARR A IE R 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
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day they receive the result.
6.7 ZEHHF End of complaints
BRI T AN B DHIAL TS G, 7S R TR
(1) PR XS SR B B AR AN SR AL B T 58 St 1) 45 SR C& Tl =
(2) P Bek I, ¥ E5s8 1A A EA P, e B ARA L 1B 2K
(3) AEFEFAFHIAH RIS IR R] T A IET . SEUFE R EANESR (g
VR NSRAERIE AR A S8 R AP RL . $EURAE PR 7 S AT B UESE |
AIETPI G Br)lie 5 BT 1 e BHRE, FTLEH. #hd IRk,
(4) H5HJFH R EHR & — e B
— RGO, UFEEA B A T 20 N TAEH
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 Z4EJFIE Maintenance and improvement

6.8.1 X AL F RIS FEM W B Supervision of the complaint handling process

A5 F AR PP R AR VR AR B R AT 4%, AR AL B SRR L Al
HIEBERTIBIIME . A IR A Rt L E R 5 76 AR

Monitoring 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..
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6.8.2 £Fz4idt Continual improvement

(1 BRI BT BIOFEEAT 703, DL IR & R BIE RAB K 0, TR
FEAT 2 BCRAR R A AT RV LE (0 S5 A

(2) IS A ARG it B BOR i R A
(3) 5 TBFAF N FIRA S A, DUE ST
(4) EMVERE AR, DA ORI Rk By Rk Rp e etk

(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 R | E Reporting system of complaints
RS2 BT 3 MR BT A R AR BRIG O0,  5E IRV AR S 2

(1) XTI N E R R, URIFEUF I EE — B A S B B4, FF BTk
RS

(2) HARBLF, R A MM R

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.
6.9 A EMEARZ Impartiality and confidentiality

(1) JERIVFREE AT AR A SRR EN

(2) RT3 YR A A B AL BRI RS2 5 2 1

(3) SHIFHERRAMN G, MREEZIHFH AL TAE, BURRIRE N
HIBCFH I IRHIN G, B o B AL HE

(4) N THRBFARMNGE BIRENE, 25 4B EREN AT 2
FEAT 5 BUFAT KAV AE A TG OLAT R 5T BRARS 2 P8 Blf N
B HANAE B R AN AT A HFFIS A B . ICAS N5 % 7 KRR A3L

ICASPO6C %5 4 &% Rev.04 10/12



ICAS FEA4& R
L& J . LHFE 2368 548 K& 801 £ 200235
ik, #&iF. FRAEELR Tel:+86 21 51114700 Fax:+86 21 54253541

[Fl R 5E fe I RORHRURFINA T, IFEIGE AT, FEFRBE AT RIS .
(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 customers
or complainants. ICAS should codetermine with customers and complainants whether
the complaints should be disclosed and decide the openness jointly at the time of open.

7.0 %) Dispute

7.1 ICAS FRUF 24H 2G4 GIF 2 2L 056 ICAS A GEFR T B E 5 A ) 817 A 43 s 1)
Al [\ ICAS VE MBI H -

Certified organizations or certificated organizations of ICAS can propose the appeal
to ICAS registry, when they have any dispute on the certification programs or the
certification technology.

7.2 WRZI RAE SN, B SR AT AR B A A% 5| S R Ak
B Wt i AR 208 K, SRZARARET RE, FHLRF IS
I R . %) ] URYEAFEF? 7] ICAS B2 #4R H HF.

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 customers can propose the appeal to the managing director of ICAS
according to this procedure.

7.3 NMEFZIZIR B FBG RS IAE A ICAS MBI I . W R d %4
W, ENHRZ A, dH LB A ST HGM RN BT, AR BN T
FEAE RN F VAR N B SANE O E A3, dE A 22 BEAH UM DR IR N ST
7, R LA RE R BRI . SRR I A AR B E SRS AN R 1S, AT L
AR AT 7] ICAS $2 H HfF.

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. If the dispute involves certification decision, the
registry manager is in charge of organizing related personnel to research and inform the
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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 idF Records

HR. #iF. SR (MFP0622)
Appeal, Complaint And Dispute Form (MFP0622)

9 B|H#: Reference documents

CNAS-CCO01
CNAS-CC02
1SO1002:2014
CNCA-N-007:2021
CNCA-N-001:2021
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