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1. PURPOSE H

This procedure describes the method and responsibilities to deal with appeals, complaints and
disputes from clients under ETKO CHINA certification programs, or any other related matters.
Related parties may object to ETKO CHINA decisions.

AEFHRTHREXARIMETRTHNEAHRIF, FNFWNTRTRE, 581
AXEENLIETT L. BXRTUENLARNRERE R,

2. RESPONSIBILITIES BR 3%

Quality Assurance Responsible, Quality Assurance Assistant, General Manager and Managing
Director (MD) are responsible for the proper implementation of this procedure.

FRERIEEA. RERIENE. EFL2ZENELSLZLE (MD) ARAEFNERSE
i

3. RECORDS i %

GP 05 F 01 List of Appeal Committee Members HifZ RS AR

GP 05 F 02 Recording Objection & Complaint & Appeal Form & . #IFFIHIFICFER

GP 05 F 03 Application Form for Objection & Complaint & Appeal FiX . HiFFEBIFAIER

4. REFERENCES §IFH
SP-CN 06 Corrective & Preventive Actions Procedure 21 1F FNFR[H R IE

5. APPLICATION 7 ...

ETKO CHINA implements this procedure to receive, evaluate and make decisions on
complaints and appeals. Complaints and appeals and the process undertaken to resolve them
are followed by the QMS Assistant and recorded by using “GP 05 F 02 Recording Objection &
Complaint & Appeal” form. ;..

Y ERARFUER., WA R Rf R R R, AR R AR &
o AR BN IR ¥, HEF (GP 05 F 02 R . HIFAFEIFILE L) 10T

All related documents are kept in a file opened for this specific case.
Fir 78 A ok X1 TRE A AR R B TT R B XX R

This procedure is kept available on the ETKO CHINA web page for access by the interested
bodies.

ARFHAAELE TN LA R EF
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5.1 Acceptance of Appeals, Complaints and Inputs. $Z% Hif. IIFHER
5.1.1 Complaint Receive and Evaluation % 1fB93E U FITE(E

Complaints are received through a variety of media including phone calls, letters, email, in
person, or passed down from person to person. All persons submitting complaints are treated
professionally, and their complaints are handled seriously.

BFBEIEMHTRER, SFEEIE. 4. BF . FEBXHBIMAZE. T
ARIIFPARZEZ W TREF, RFEHRIAELE.

Complaining parties are requested to submit their objections, complaints and appeals by filling
out the "GP 05 F 03 Objection & Complaint and Appeal Application Form" on the ETKO CHINA
website, and to send their objections, complaints and appeals to hr@etko.com.cn in a clear
and detailed manner.

RFTTHRIE KRB IES XA Wuh &MY (GP 05 F 03 Fill. RIFMBAIFRAIFER) &
R BIFFR, FEEDUEW . FAN TN AEZEhr@etko.com.cn.

Complaining parties are requested and encouraged to submit complaints in writing, to be
factual and detailed, and to sign their complaints. Most complaints are received by phone,
obtaining pertinent, detailed information.

BRAFIBERFAEMIUAPERERRZRF, BREEFELMIBEFFMERE, HEB
i, REFIOFBEHEIEER, REBEXNFARER.

Client feedback in relation to the followings will be treated as complaint and action will be
taken:

F2RP RS EUATEREHEA i, FFREITa0:

* Negative feedback about the standard service provided by ETKO CHINA;
KT RHENRERS MR E R IR,

e  Failure by ETKO CHINA to provide an agreed service;
YR REEIR IR E IR S

e  Failure by ETKO CHINA to respond to a request for a service;
AR AR BN AR S5 IE SR W R

e The attitude or conduct of an inspector has been unacceptable;
KERNSESITARNTER;

e ETKO CHINA has not followed an agreed procedure;
YRR EER TN

e Violation or inequitable application of the ETKO CHINA Quality System;
BRHAANFHEA AT RERE;
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* Not accepting decisions taken by ETKO CHINA;
AEZ AR ARE;

e As regards the certified products: the producers, operators, and consumers are in a
state of contradiction in any quality parameters and/or trade.

RKTFINEF @ £7F. RERMBRFERARESEN/AXHTEFER
Ko
Appeals, complaints, and disputes are considered as application of the producer, processor,
and consumers to ETKO CHINA, State Officials, and Accreditation body in respect of certified
products, dissatisfaction with the service provided by ETKO CHINA, identifying an irregularity
such as a quality parameter and/or fraudulent trade activities related to certified product
within the scope of certification procedures.

i, RIFMFWEAAETE. MIEMEEZERIMLT RMEXHAR. BXE
INTHGRE A ERTE, AT AN AR ARERSHARR, UEREINLEEFEE
RASINEF R ARETH, WREBSEN/SHERZAEF.

If it is determined in the first evaluation that the complaint/objection is related to the valid
certification activities, the person/organization making the application is officially notified in
writing that the application has been received and processed. 713287133,

WRAEBXHEPHERF/ FWESERNEAR B X, BIXBHBEHDA/EAREK
PEHERXBN, SMHBABSHEBERALIE, v

The documents and information about the complaint, correspondences made, transactions
carried out, and whether they are resolved or not are recorded by the QMS Assistant.

?Q:J:&iﬁﬂ’]ﬁ’#%ﬂ%%\ HTHERE. EFTHNESRESHANELERERIEE
HEHRTIEX.

ETKO CHINA will be responsible for gathering and verifying all necessary information (as far as
possible) to progress the complaint or appeal to a decision. 7.4

YR MTREFRTEZELAALERFER, MIEHKIFS R IFIRE 7.

ETKO CHINA informs related official bodies such as CNCA, Market Supervision
Administration, Accreditation body, or other certification bodies when necessary, regarding
the objections, appeal, and/or actions taken regarding the complaint.

ALERN, XHEFEREXRNEDVE (IAEER. THEER. IANTMESHEMIA
M) BIRA XAV, IR/ S BOF KRBT,

=
Al

A
A

|

5.2. Appeal Committee Function i & RS AIEREE

5.2.1 The chairman of Appeal Committee (APC) is the Managing Director. APC is consisting
of 5 members including the chairman. The members are selected by chairman:
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5.2.2

5.2.3

524

5.2.5

HIFZERSAPOEEHNEEZZIE, APCHERBREFBAERNNSBRALAN. £
HEFEL;
e Chairman &
» Three members independent of ETKO CHINA (one shall be lawyer)
=N IMNIAR (P —R2E)
« Quality Assurance Responsible JRERIFE R

The APC members are selected on the basis of their expertise on the field, subject
processes, their ability to render a decision in an objective and impartial manner. No
one of the members of APC shall have a direct interest in the organization raising the
appeal. Under such circumstances that member is replaced. The list of APC members
shall be provided to client in writing who shall have the right to reject any member
on the basis of conflict of interest only.

AR E R 2R R AREMITEZTEE L L miR . EARE LRI EA
FNEH T RNBERENREAREEN. FRFZANEMAATFER Y
HRHWARTEENE XA, WRAEMEI, & RAEEH. APCHK R4 £
UHEHAREREEF, EP A8 ARG RER £ A RELEFRR.

APC members review the relevant file prepared by the Quality Assurance Assistant
and the relevant evidence provided by the client before the committee convenes.

HRFZREARREZ R BT FHAERIEHE RS R L FMEF &
BBV AR K IEHE

During the appeals meeting the client and head inspector has the right to present
verbal evidences based on the documents or any other objective evidences submitted
previously. Minutes of meeting is taken appropriately and maintained. APC has the
right to call upon the services of experts in the relevant field. Such experts shall be
independent of ETKO CHINA and the client. The appeals committee decides either TO
ACCEPT or NOT TO ACCEPT the appeal.

EEFR WA, ZPfEERE R AE SRR 28 S ST A Z I
EER EREIEST. 2WEEHELGHICTHRE . FRIFER2H WA
RO E R FRIFF BELTE NI TXET. ETKORRAAE P #HIF
ZREREELXBAEZL LT

The decision is taken by majority vote and it is unanimous.

RRESBARFZELH, ELHFNH.
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5.2.6 Appeal Committee decision is final.

B E R SR N AR

5.2.7 Whenever possible, the formal notice of the outcome and end of the complaint and/or
appeal process is given to the complainant and/or appellant by Quality Assurance
Assistant. ...

EREERLT, RERLIHELEMEFAR/HLFARER RTFL/KE
WEFWERRERNERBA .o

5.3. Costs {24~

Extra cost of the appeal, complaint, and dispute is borne by ETKO CHINA if appeal, complaint,
and dispute succeed. Otherwise, the cost is at the decision of ETKO CHINA if the client fails.

R BOFMFWETI, BHIF. OFMFOFOIIARB L ARAE, &N, 0
REFPKM, FONHABLATTRE .

5.4 Corrective Action 2 IF3&7E

Root cause and corrective actions regarding the objection and/or complaint are carried out as
specified in the “SP-CN 06 Corrective & Preventive Actions”. 7.ss

KT R/ FIIFRR AR E MY EHETETE R (SP-CN 06 Z{IERTMFr M) PHINE

ﬁ?ﬁ' o 7139

5.5 Confidentiality and Preventing Conflict of Interest {2 F1[A 1E F1] 25 i1 -

Any document or any other evidence related to the appeals is strictly confidential.

5 HIFE XA E T XS H AR E IR R

ETKO CHINA shall not disclose any information, samples, materials, or documents to other
parties unless it is enforced by the law of the land and accreditation bodies.

VA EmEMTRBREAER. HR. MREXH. BRIFEESUATAMEH E

All members of the Appeal Committee (APC) sign relevant documents for confidentiality and
conflict of interest, as described in GP-CN 08 Confidentiality and Conflict of Interest Procedure.
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FrEHRIFZERS (APC) B REEBHEAMNRBEMF R ARXE, BEHEILE (GP-CN
08 {RZFNFZE M RIEFY &,

To ensure that there is no conflict of interest, the personnel, including those acting in a
managerial capacity who have provided consultancy for or been employed by a client, is
prevented from being used by ETKO CHINA to review or approve the resolution of a complaint
or appeal for that client within two years following the end of the consultancy or employment.

ARRAGFENZAR, EEZHERFRESEIREARAOAR, SEEEERE
RAEMAR, AREEORRAERENMERNINFHIAREREEZE A RIFH
FHIFRY B AR A .

6. Investigations for the Issues which is not an Appeal, Complaint or Dispute Notified by
Program Owners

XA RAEFTRMEOIERF. BOFHFWEHNBE

Practices to be carried out by ETKO CHINA when it is necessary to carry out an investigation
that is transferred to us from other certification bodies or delivered to us from program
owners and is not within the scope of complaints, objections or disputes;

HEEXNMNEMIMNEYIAEBARNS B A RRABEEXMNETRNN. FERF. TN
HEVSEE R MR BHTIEER, XHREEHRT I TRE:

e  ETKO CHINA meets internally and evaluates the situation deeply.
YHEERATFEBASI, RATHEHER.

»  Contacts the relevant customer, informs him/her about the issue and requests the
necessary information and documents, specifying the deadline.

REMBXER, SHEDSFERRHOENESESMNXM, FFRMmEL B,

* Asecond meeting is held in line with the documents received, and it is decided
whether an on-site inspection is necessary during this investigation process.

REWRENXHBAE RSN, FREELAETIEFREELEHTIG
*L\LE.O

* The decisions taken will be clarified at the meeting to be held after the on-site
inspection, if necessary.

WHELE, aIpieERFTNZW ERPEFRIELRE.

e Feedback is given to the customer and the party who contacted us for research.

BREERRFRERT A ERSBAKRANERAKETT
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UPDATES TABLE
SECTION CONTENT SECTION NR REV.NR REV. DATE
Initial release of “ETKO-RII-QP-10881f . #&ifF. FWIEF" Full Document 00 21.08.2021
Re-organizing and re-structure the procedure to align with the management practice and doc Nr. Of ETKO Full Content and Doc 01 23.09.2024
Turkey. Nr.
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