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1 Purpose and scope H KI5

This detailed document defines and describes appeals and complaints of TUV AUSTRIA (SHANGHAI) CO., LTD, and
its branch. Appeals and complaints shall be handled speedily, professionally and by the numbers, to avoid further
damage to the relationship with customers and the company’s goodwill, meanwhile safeguarding the company’s
interest. And take this as the company's continuous improvement opportunities, take effective corrective or preventive
measures, to prevent duplication of problems.
A E SO IR T BERIN B AR RS (R AIRA R R H A m R R . RIRAEORRL A . Lk, RG
AbEE,  DABG R HE— B I A w % Z A R R B S mlE %, R W R A R A . JF Ay A w2 it
ML, REFE A BN M IES TR, AR Lk i) R 5 5 H B

This document should be mandatorily used in the following company/companies. In particular, the following
specifications should be used in all the bodies accredited under the accreditation standards, and individuals authorised
for this purpose according to the competence matrix given below.

OO RAE LU AR SR o JCHE, RIS NI RS ERA A AT AT LA, LRAR Y DL RE TR FER AL N, 2

LA AR SCAF VR RIE
Company Accredited body / based on Competence Matrix
bodi ; = 2
A7 ocIes AT HbRE B AR
FINATHLH

TUV AUSTRIA (SHANGHAI) . . . ISO/IEC 17025

CO.,LTD Testing & inspection & Reference
certification body ISO/IEC 17020

BRL 2 A S5 A R 4% (3 .. o % sy

BRANCH of TUV AUSTRIA

(SHANGHAI) CO., LTD, Inspection & certification ISO/IEC 17065 Reference

Riyadh body ISO/IEC 17021 P

BRI A R 55 (L) 4 PR e AR LR ISO/IEC 17020 SHEMKSLAF

A E FIFEAG 7 A
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BRANCH of TUV AUSTRIA

E)SUI-I;Q:\IGHAI) CO., LTD, Inspectlonbicdc,;leruﬂcatmn ISO/IEC 17020 Reference
SR T H AR R (L) B IR K g AT TE AL ISO/IEC 17065 BERIA
AIBUIEE /N

It is applicable independent of the location, i.e. in the Company, the local branches, as well as locally at the client
location.

ARSI IASSZ S T BRI, BRE IR REAEA A w] L Ay SOV . B8 % P Bl st

2  Responsibilities BR 5t

TASH Quality and Risk Management
TASH J5i 81 XK B BT

Process owner and responsible for:
KFEFPAE, 5
Y Preparing and maintaining this procedure and the related forms.
HER T AL AT P MU ISR
¥ Distribution, training and monitoring the implementation in the TASH and its branches.
16 TASH UL RS AFIN, K BIIARER, HEE RSt .
Y Controlling compliance in the TASH and its branches. via internal audits
WL N R %, $E TASH R AR RF &

Quality management representatives of the TASH branches

TASH A AR REFEAR

¥ Defining the requirements which go beyond this procedure, if they are necessary to meet the specific
requirements of the branches

AR SR T AL > A B R E TR, T Sk HY B AR Y 7R SR

Y Distribution, training and monitoring the compliance in the assigned branch.

TEMTTI D AT N, 7R BIARRRR, JF B S 4.

Head of the departments of TASH, as well as General Manager of the TASH’s branch
TASH BI& #5013 A R TASH A7 B & H

Y Defining the actions and their implementation in the responsible department/branch.
5 0SB 0932 7 A 3 HE S i

¥ Determining and reporting specific requirements, if they are necessary to meet the division/branch-
specific requirements.

B 2E IR T R BEOR, AN AUX S BRI AL 0153 2 W R 28 R PT AL T 1

General Manager of TASH
TASH B4

Y Approval of this document

B A S

3  Abbreviations & definitions 551 X
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TASH

TUV AUSTRIA (SHANGHAI) CO., LTD
BUSRIEAR MRS (L) ARA A

BTASH

BRANCH of TUV AUSTRIA (SHANGHAI) CO., LTD, Saudi Arabia
BUSRTIEARS5 (_E 1) A PR A F1 4 22w

DBTASH

BRANCH of TUV AUSTRIA (SHANGHAI) CO., LTD, Dubai
SRRSO 55 (L) 47 PR 24 =13 5 24 )

Complaint i

Expression of dissatisfaction, other than appeal, by any person or organization to a conformity assessment
body or an accreditation body, relating to the activities of that body, where a response is expected.

BRERURSN, ARATN 53 B AR A S A% D E HLA BN FTALA B S s RIE AN R IR G 2R E AT N

Appeals HiF

Request by the person or organization that provides, or that is, the object of conformity assessment to a
conformity assessment body or an accreditation body for reconsideration by that body of a decision it has
made relating to that object.

E VR RARGEE SAS P2 MU BN AU I X 122508 G i i L A 5 JEAT BB 5 FE IR 5K

4 Procedure B

4.1 Receiving appeals & complaints and BFFIEFKZHE

411

41.2

41.3

TASH-QP-015

Any Staff who receives an appeal/complaint, should communicate and understand the contents of
appeals/complaint and confirm that the case will be investigated completely and equitably; at the
same time, notify the quality manager and the section manager.

FEAT NIZZI R U, B S5H T RRRBORAZS, FFmlNE R SURRSRRET 2 158
JRHE A, I R B AR B T 1 B AR A

Quiality Supervisor shall register all intraday appeals & complaints, and fill out the
Appeal/Complaint/Claim Record “TASH-QP-015-F01”. All relevant materials shall be submitted to
section managers and notify Quality Manager and general manager.

iR EAER IR YR FIC R R, FEE CRiIFARIFIREC S (TASH-QP-015-F01)”
FER LSRR AAA S R URARUF TR AR ER I T B, (RIS 0 il A A 2 B

The representative section manager shall issue a formal acknowledgement of the receipt of the
case within 24 hours. And TASH shall report outcome and the end of the appeal process to the
appellant within 4 working days; if it is possible, TASH shall report outcome and the end of the
complaint process to the complainant; if this timeline cannot achieve due to specific reasons, TASH
shall communicate with the initiator of Appeal/complaint/Claim and reach an agreement regarding
the investigating period.

TOTHIER T T2 PLELAE 24 /N A 1] FRORAURER 107 A FRR . R 9y DRI MmN, JF BAE 4
ANTAE H g o R 7 il B YR B B S R A R ks A TR, KRR B A RN R ki
Revision: D/02 VKL: Internal Page 4 of 8



Quality procedure

RER TUV

TUV AUSTRIA (SHANGHAI) CO., LTD. AUSTRIA
RERNHEARS (B FRAF
KFM-002b, Rev.01
WIFTT . WERPRR IR R AR RETE 4 A TAF H P@ i A s RAE 2 bl S5 BRI R IR
7 138 J e VR R  BR—

4.1.4  For the complaints transferred from CNAS, TASH shall feedback the handling results to CNAS

within two months.

W5 TASH it 3] CNAS 33 HI#%F, MAE 2 4~ H PR CNAS ImIFEH 4R,

4.2  Investigation of appeals/complaints EH{FMIEIFHIAE

4.2.1 Upon receipt of complaints, the section is fully committed to take prompt investigation to find out
the root cause and resolve the case. The investigation shall meet avoiding rules.

W B RBER IR, AT BRI M AT A T A SRR SR AL, R R i I S [ S

4.2.2 Investigator shall review relevant original records according to schedule, If necessary, learn
about the project process in detail from relevant departments. If the appeal/complain is involved
testing/inspection/certification result, section manager shall analysis relevant factors, generally
considering the following items:

AN BHZ AT BT AR AR A, BRI, DR, (A RETIVEE 1 I H T
AR QR VRS BRI KNG IR ANESS R, BT NG SO AT BRI A SR A4S
REHREZRBEAT 2, ATELABLCR LA & T

a) Review relevant testing/inspection/certification method and operation procedure;
o A WA B A IE BT I B TV E R A 54

b) Effectiveness of relevant equipment, reference materials and consumable materials;
e i P RS o, A v 5T S L SR 23 SR I 10 VR A s 0 R 5

C) Check the raw data and data calculating; 14 7% J5 45 $ds & Hote S8 B

d) When necessary, perform repeated test. 44 5} 22 HE 5 & IR ;

4.2.3 When an appeal/complaint raises and doubts the compliance with the company policies or
procedures, or with accreditation requirements, or the integrity of relevant tests/inspection/
certification, quality manager should ensure that involved activity and responsibility in those areas
are promptly audited according to the Internal Audit Procedure.
—ANHIRBOF BT S A RBUR. B, SO HUERE — Bk, s A I A E R A IE
PP A PRSES , o R A R DRSS AU KA S i Sl AN I 5T RE 6 424 I8 DY 8 o AR e 1 B SRR pRast AT
Hit% .

4.2.4  Section manager or his/her delegate shall collect the investigation results, complete the
investigation and judge the appeal/complaint valid or not.

AR R BR E RACR MR B A5 R, FE R, JFAIBTE S I HR. BORE B ROL.

4.2.5 If the complaint is not valid, an explanation as to why it is not valid should be given to the customer
amicably.

RPN, B ACE 1 7] 28 7 Ui W A A R AN R

4.2.6 If the complaint is valid or the recipient cannot resolve the matter, the customer may pursue the
matter further and lodge a formal complaint.
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4.2.7 The decision resolving the complaint or appeal shall be made by, or reviewed and approved by,
person(s) not involved in the testing/inspection/certification activities related to the complaint or

appeal.
FR R AR R B R A R O SRR v 5 AR R BB R B DU A B8 IRV B T8 RN R
(o

4.3  Corrective/preventive action 2 IEFTRBS 15 i

4.3.1 Once investigation indicates that quality activities and test/inspection/certification activities don’t
obey management system or customers’ requirements, section manager/quality manager shall
adopt procedure of < Control of Nonconforming Work > TASH-QP-016.

AR TASH 215 sh ARG 36 AN ETE S AR &8 BRAR RN P ZR I, RIS B 24
MNEF) (RS TAERESY 25 TASH-QP-016.

4.3.2 Quality Manager shall verify and evaluate the effectiveness of corrective or preventive action
implemented by the concerned section.

JRELENARE . PPAEAT I TR 2 /30 45 It A 28R

4.4  Resolving appeals/complaints B {FRIRVR IR

4.4.1 When a complaint involves test/inspection/certification activities accredited by external accredited
scheme (Such as CNAS etc.), and cannot be resolved satisfactorily within 60 days from receiving it,
quality manager shall notify external accredited scheme in written immediately.

MR KAMTIA ] (A1 CNAS 55) NS SRR SIS, FEWCEIFR IS 60 K A AS R ik A b i ok
I, o 2 B ST R DA Fi i 0 T 3 A S AT LAY o

4.4.2 For a common appeal/complaint, whenever possible, section manger shall notify the customer of the
investigation results and resolving project in written immediately. If there is no any feedback from

the customer withinl5 working days from the customer receives the notification, the result is
deemed to be acceptable.

PR AR, REATRE, BTN DL I 75 3C1A) 2 7 T A R R T 5, IR
FUEEFIAERAE R 15 TAEH WIRIR I R, A0 B,

4.4.3 To ensure that there is no conflict of interest, personnel (including those acting in a managerial
capacity) who have provided consultancy for a client, or been employed by a client, shall not be
used 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.

NHARBCA FIZa o, BN P iR Ak i el G a2 P IS R g N B (R3S IR ST N
), TR WEIS IR RINEZ A, ANSLIRHOO R B v (R s AT S AZ AL v

4.4.4 If the reason given TASH is not accepted is not accepted by the customer and no agreement or

mutual solution of the matter can be established with the management of TASH, then the customer is
entitled to the legal process.
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4.5 Retention of records B R

Section Managers or their delegates shall consolidate all correspondence with customers, records of
investigation and taking corrective/preventive actions into a case file, fill in the TASH-QP-015-F02
Suggestion, Complaint and Objection Form, register them in the form” Appeal/Complain Record (TASH-
QP-015-F01) “and submit to QA Department. QA should follow up the status of appeal/complaint case and
the corrective/preventive action adopted by the section.

TR B B A AT AR R R 5 P T SRS R A A A SR B ] T30 5 it 10 S AE FRURIASRI 4y SOk
W, IHE TASH-QP-015-F02 2, HIFAHIFER, FHAERIFHRIFCERE (TASH-QP-015-F01) Hid%,
IBATE TR TRATRY o R T T B VR URIB AR BRSO, 51T AT R M I T FE G ) 52 R 1 AT PR A
N

5  Applicable documents 3&F 3%

TASH-QP-016 Control of Nonconforming Work ASf5-& A i) .

TASH-QP-025 Preventive Action i[5+ i .

TASH-QP-024 Corrective Action 21 IF 4 ifi »

TASH-QP-015-F01 Appeal/Complain/Claim Record HR/FIFI R0
TASH-QP-015-F02 Suggestion, Complaint and Objection Form &1, #XiFMHAIYFER
TASH-QP-016-F01 Nonconforming Work Report A#F& TAEHK &
TASH-QP-024-F01 Corrective Action Request 2 1E i i 55 (CAR)

SRS~

6  Revision history BT 5%

The following list provides a key-word-based overview of the changes made to this QM document over time.
NESIFRIR G 7T O NG, T U A R B BT D

Revision Date Change Training
fRA5 BiTH# BT R e
A/00 2011.05.18 Initial Version. 2 —HhiK. n.a.t
A/01 2016.12.30 Updated the section 4 Procedure. 581 T 56 4 &1, n.a.l
Added the section 5 & 6 & 7 Procedure. 1
A/02 2018.07.05 N e e n.a.
BN 75 5~7 T,
A comprehensive revision, file number changed from old n.a.l
B/00 2019.01.08 version “TASH-QP-4.8-01". h
AR, SRS S E HRA “TASH-QP-4.8-01” .
Added the section 7.4, and deleted the claim section. 1
B/01 2019.07.23 e e ' e, n.a.
T 7.4 BT, MIER T A
Added the section 4.2.7 & 4.4.3 Procedure.
B/02 2019.10.31 BT 4.2.7 & 4.4.3 £
c/00 2020.05.31 Update the document file No. and format. n.a.l

SEHT T SRS S AR
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Change
BITH#R

Enhanced document control, and the QM document template
KFM-002b released by TUV AUSTRIA Group was used for the
entire document.

Enhanced editorial corrections.

General revision — Revision marks were not defined because
of the extensive changes.

JnsE T ScE s, AN SCRER T TOV B R 5 JH A 15 &
B KFM-002b.

pIE W TR 3

—RAET — BT RARE, MBI RRIE AR E L.
Extended the scope to cover Dubai Branch.

YO SNt FE > A F

Enhanced editorial corrections.

pIE TR 3

Update the definitions of Complaint and appeal.
TR TR RIR E s

Added the section 4.1.4 & 4.4.4 Procedure
WINT 414 R 4.4.4 75T

Enhanced editorial corrections.

s 7 g4 IE .

1Due to the use of the QM document template KFM-002b, training was added starting from the revision "D/00"
Ll TR RS AR KFM-002b, MEITRR “D/00” FFAGHE N T £l
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