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Appeal, complaint and disputes
handle procedure

1. In order to maintain the impartiality and

objectivity, and protect organization’s legal
interest, if the organization has some objection
or other disputes for the audit result, the
organization can solve it by appeal, complaint
or dispute.

1.1 Appeal: It is not satisfied with DEOLIF's
decision (including the decision of complaint),
including:

(1) Refuse to accept the application without right

reason;

(2) Has some objection for audit report and

certificate;

(3) Has some objection for suspension and

cancelation of certification qualification;

(4) Has some objection for application, audit,

register and issuing certificate.

1.2 Complaint: It is not satisfied with DEOLIF’s

behavior (including auditor's behavior), including:

1) DEOLIF delays the audit;

) Has some objection for auditor’s qualification;

3) Has some objection for audit team;

)

Think DEOLIF or relevant person has act in
violation of regulations;

Think DEOLIF's charge is illegal;

Has some objection for registered management
system or has serious dissatisfaction for
certificate holder’s product quality;

Has some objection for use of certificate and
logo;

Others

22



DEQLIF ¥
A DEOLIF CERTIFICATION

L2

DEOLIF-GKO1-A1-2023
1.3 Dispute: Disagree with something of DEOLIF BOEZRL ;s — A8 HFT7 . BRI A e ik

and relevant person (excluding pure theory and pure A28 60 AN BIHR RAEELETT, —mHHTFA

technology). AR CEE RN A I D

2 HIR. BUFMS LTI 2. Handle process of appeal, complaint and dispute

R
2.1 %3 2.1 Acceptance

2. 1.1 Ry NAEREBIAN A R JERIEGE 2.1.1 Complaining part can submit documental appeal
MI10AMNTAERZN, BHiEHEXEFy  after it receives formal information of DEOLIF's
ge . ARSI, BT EENMAA S decision within 10 work days. In special case, it must
R i o o __ explain the situation by telephone or fax, then submit
VTS DL, 5 A R A S LR R R

documental appeal to DEOLIF's Appeal Investigation
i e, HASEEE i . .
WEZ G 2, AAHEL AP IEER 20 Committee, but it shall not exceed 20 work days after

ATAEH, SRS ban 522 receiving DEOLIF's formal information. Complaint and
2.1.2 HFHAER RS HR. BF. 9+ dispute can be accepted at any time.
/35 5 3 AN TAEF N 5 553 R B0 g 2.1.2 Appeal Investigation Committee is responsible for

. ‘ registration and numbering after it receives the letter/
2.2 WERGE
report of appeal, complaint and dispute within 3 work

2.2.1 3%ja T ATEHAHRIFHER AT R

days. 2.2 Investigation and collecting evidence 2.2.1
PABHGELAE, WEDRAED . WIWE. #IFx Appeal Investigation Committee investigate and collect

WE, FIWEEANRADT ML, EEFEETICS. evidence after registration within 7 work days. The

AR T TR A B A ] . A investigation includes interview, on-site investigation
NN o, @nd holding meeting, etc., each investigation persons
(# &) FMHM. BrRZHE 1 NMHNLAHREASH

cannot be less than 2 persons, the persons must
BMEAIEGE RS, 20 =44 R LR e E 45 . o
record the investigation. The department and person

4N

veo who provided the evidence must sign (seal) and date.
2.2.2 WEFERE KHME S L RAEETH I Appeal Investigation Committee must submit the
SR, HER S investigation material and judgement report after

registration within 1 month. The judgement result

2.3 Ab¥E
2.3. 1 YR/ SRR R 2 A xR Investigation Committee.

GBS, ZHAE N CERIRE 222 For special important case, the investigation and

must have advice of at least 3 members of Appeal

judgement shall submit to leader of DEOLIF for review,

then giving the last adjudication.
23
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2.3 Handle
2.3.1 After Appeal Investigation Committee
submit the appeal/complaint judgement report to
leader of DEOLIF for review and approval, office
will keep file (including investigation and
collecting evidence material). One file will submit
to complaining part. The documental
investigation and judgement report of complaint
and dispute will submit to relevant parts within
60 days, office will keep file (including

investigation and collecting evidence material).

2.3.2 The judgement result has equal effect for all
parts, the judgement result shall be implemented
after it is issued within 20 work days. If any part
disagrees with the judgement, it can complain to
local

certification and accreditation administration or
CNCA or other certification and accreditation
administration after it receives the judgement
information within 20 work days.

2.4 In order to ensure the impartiality of appeal
and complaint handle process, the complainant
has rights to raise query for Appeal Investigation
Committee member, he/she also has rights to
raise query for Appeal Investigation Committee’s
work, and he/she also can complain to local
certification and accreditation administration or
CNCA or other certification and accreditation
administration.

2.5 Constraint rule

2.5.1 The relevant person who attend the handle

of appeal/complaint shall have confidential
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MEAE: deolif@deolif. com
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responsibility for all person and thing of
appeal/complaint.

2.5.2 The relevant person who attend the handle
of appeal/complaint shall keep objective and
impartiality.

2.5.3 The relevant person who has direct or
indirect interest relation with appeal, complaint
and dispute shall avoid the investigation of case.
3. After appeal, complaint and dispute has been
handled, DEOLIF shall analyze the reason of
appeal, complaint and dispute. For repeated case,
if it is caused by DEOLIF's management system,
DEOLIF shall take actions according to “Reject
control and corrective action implementation
procedure”, Quality Dept. shall verify the
effectiveness of correction action, if necessary, the
effectiveness of correction action will be

submitted for management review

4. Expense

4.1 The unsuccessful party shall pay for the case
handle, and other reasonable expend shall be
paid by suit party.

4.2 If the expend shall be paid by suit party, the
balance of the deposit will be returned after
judgement within 20 work days. If the deposit is
insufficient, suit party shall supplement the
insufficient section after judgement within 10

work days.
5. Appeal/complaint channel

Tel: 021-60736083 Email: deolif@deolif. com
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