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1. B Purpose
FRIESCCHBINE LIERIATE. #ERE, 4EdP Bl AFIPIEST RIFI M 258 .
This procedure is formulated to ensure the fairness and accuracy of SCC’ s certification work,

and to safeguard the interests of applicants and certified parties.

2. Fi[EScope

2.1 5SCCHIFMAL RN AHARSCCMELZ P RAEMBIF, |iF., FIHETREUSEAL
H,

Organizations and individuals related to SCC provide feedback on complaints, complaints and
disputes arising from SCC certification business.

2.2 THERABZHETEE: The following cases are not within the scope of acceptance:
2.2.1 Bt NEREFRRTF. BiF. #1006

Appeals, complaints and disputes that have entered legal proceedings;

2.2.2 HiFAMKIEFERE. SFUL I KB TF. BIF. F3G

Appeals, complaints and disputes arising from civil and economic disputes between the applicant
and the certified party;

2.2.3 MBWELEERMBYF. #iF. $

Appeals, complaints and disputes beyond the scope of certification business;

2.2.4 YA CIERRBHIOFEHIT, FERFEHHR. WEOMBIF. 2UF. $6
The two parties to the dispute have reached a mediation agreement and have implemented it, and
there are no new circumstances or new grounds for appeals, complaints or disputes;

2.2.5 AEFEEZER. EANRF. ®IF. #1906

Appeals, complaints and disputes that do not comply with national laws and regulations;

2.2.6 EBWAZRIRTF. BIF. T

Appeals, complaints and disputes with insufficient evidence;

2.2.7 A REITEEEHRTF. BIF. FU

Appeals, complaints and disputes handled by relevant departments;

2.2.8 BTLHRHIT. WERIREFHEEMNRR. BiIF.

Appeals, complaints and disputes that fall within the jurisdiction of the discipline inspection department
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and the supervisory authority.

3. BR#iResponsibilities

3.1 FMMATIHEZRE SRR, RS HULHE,

The Customer Service Department is responsible for accepting complaints, complaints and disputes
from all walks of life.

3.2 X T mSCCIREMHIF. RIFEFIL, MFAMANALRE, FHIRERE, HELR
AL RN, RSCCREH U FINT .

For appeals, complaints and disputes raised to SCC, the General Department is responsible for
organizing investigations, all departments actively cooperate, and the Technical Committee proposes
handling suggestions, which are reported to the SCC general manager for approval and implemented.
3.3 MEBAIENE, RiF. |iF. £ RHERARERF, BUF. TSR T LE
i

In order to reflect fairness, the relevant personnel involved in appeals, complaints and disputes should
be avoided in the process of handling appeals, complaints and disputes.

3.4 SCCRAMMITABMIA G B, RIFSHNARTHES, FRIBLERF. RiF5480
AISLEE .

The general manager of SCC is responsible for handling relevant personnel who are dissatisfied with
the results of appeals, complaints and disputes, and raise appeals, complaints and disputes again.
3.5 ZEEE) (FRIHEZE0INTHERZA) AFFAEERXRER, RSB HERN
A E B o b

The General Department regularly (within 20 working days after each on-site audit) investigates
the relevant information from the customer, and if the feedback information is not satisfied, it will

be transferred to the Customer Service Department for processing.

4. FEFFProcedure
4.1 HBiffAppeal
4.1.1 PiFRIEBHIFAEIKIEAMSCCHFHINELERIEEAHEMEREH,

An appeal refers to a formal statement that the applicant or the certified party is dissatisfied with

B/O Page 3of 5



L #PIFENEE M 2 3] Shanghai Center Certification Co., Ltd SCC-QP-13

the SCC’ s audit and certification results.

4.1.2 Hig ABRIRE A X SCCHI & # K AMIE R 45 HH S B I RFH S8 L ST HR 4 B ifF o

The applicant or the certified party may file an appeal when they have doubts about SCC’ s audit
and certification services.

4.1.3 ZH R RAHERERHRLE0 KA.

The time limit for accepting an appeal is 60 days after the relevant event occurs.

4.1.4 PIFLBAEHRIRTSCCHRE (D:LiRHH, hBERTERBELR .

The appeal shall be submitted to the SCC Customer Service Department in writing (orally, the
Customer Service Department shall form a written record).

4.1.5 SCCLEA I R U B H st IT R BN TE, HRAERFMAEERE S S,
The SCC General Department investigates and handles the complaints received in a timely manner,
and its investigation procedures and handling results are approved by the general manager.
4.1.6 WRFARHESCCABLR, HITHERSCCEAEMBARRELPIF, HSCCEEMPELT
Ab3E.

If the appellant is dissatisfied with the SCC’ s handling results, he can also directly file an appeal
to the SCC general manager again, and the SCC general manager will handle it.

4, 2 #iFComplaints

4.2. 1 HVFRINER F AR X SCCIAERR S 1Rt M IEN A ER.

Complaints are formal complaints made by certification and auditing parties to SCC certification
services.

4.2.2 FARAHAULANSAHAXISCCAIEA R TIENRIGE®E, T, 8. TERRFHE
REFER.

Relevant organizations and individuals can make complaints about the ethics, behavior, ability, work
quality and other issues of SCC certified personnel and staff.

4.2.3 HIFAMRADEMBEEEREER. M TELBF, SCCRIMHMITIERIFET, LME
ALESHENS%E., @ THELEF, SCCRRNBTRAELME. SE&MAAENTHRIFEIRE
EHRiFRE, BESCCERERFHEEMMMERE, FENKEE, ERIRITEN0NTIE
HAREBGESTER, FERRIFA.

The complainant shall provide necessary investigation evidence and clues. Anonymous complaints
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shall be recorded and retained by the SCC for reference in work improvement. For signed complaints,
SCC shall investigate and deal with them in a timely manner. The General Department shall investigate
and analyze the complaints and the reasons for the complaints, including the tendentious factors
existing in the SCC management system. If there are no special reasons, appropriate measures shall
be taken within 40 working days afier receiving the complaint, and the complainant shall be replied.
4.2. 4 HERMEWMERMBE RIHE R, SARBEEFHEN, FRBETF2LIER AR
Gaitlit R EHEr, SABKER0N T ARIBE, FERES. ’
Regarding the customer feedback information collected by the customer service department on a regular
basis, when the feedback information is not satisfied, the customer service department shall transfer
it to the general department for processing within 2 working days and inform the customer in time,
and the general department will take measures within 20 working days after receiving it. , and reply
to the customer.

1.2.5 RFRR. &H RSB RN ERSCCH 2t

Complaints, replies and relevant measures taken shall be reported to the general manager of SCC
for approval in a timely manner.

4.3 #i¥Disputes

4.3, 1 SRR i A\ BURIE A 34 SCORATERR 5 B B A I B T A 17 3 LAy 1 Sk BB 2k
Dispute refers to the oral or written representation of the applicant or the certified party’ s different
opinions on SCC’s certification procedures and technical issues.

4.3. 2 ZEGURR X IR A E30 KA.

The time limit for accepting disputes is 30 days after the occurrence of relevant matters.

4.3.3 FWUPEHRRLSCCEMI (MBI, BEREHARERBEIET) .

Disputes shall be submitted to the SCC Customer Service Department in writing (orally, the Customer
Service Department shall be responsible for forming a written record).

4.3. 4 SCCEHREHIE2N AR H At i BIA 4 SG AT IR B RIAh T, F B 45 A 77

The SCC General Department will investigate and handle the disputes received within 2 working
days, and inform the other party in time.

4.3.5 MRHMARFBLBLR, BAEEASCCALSHITH MR, hSCCHEMIEITAM,

If the proposer is not satisfied with the result, he can also file a complaint directly to the general
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manager of SCC, and the general manager of SCC will handle it.

4.4 HEHEIOther matters

4.4.1 BF, RiFSHLEHETRE, SEHRFHERIESR.

After the appeals, complaints and disputes are settled, the General Department will keep relevant
records.

4.4.2 SEFEHAFCERNSF. #iF5 8 UNRRESCCEEITHIEE.

The General Department shall submit the handled complaints, complaints and disputes to the SCC

management review activities every year.

4.4.3 XMFRKREVF. 2F, ELETED, WSk LEARXHT], FEHENER R, FiE2
ERARTEE

For major appeals and complaints, in the process of handling, if the relevant higher-level departments
are involved, the corresponding results shall be reported and the supervision of the higher-level

departments shall be accepted.

5. Fx3C#Related documents
(AFFETEHFERFD Nonconformity Control Procedure

B0 Page 6 of 5



