. #UF. $ U EEFRJT Appeal, Complaint and Dispute Handling Procedure ICAS

SRR R VAR IR 2w

Shanghai Ingeer Certification Assessment Co., Ltd.

R, IR P PEREFP

Appeal, Complaint and Dispute Handling Procedure

i 1) o i i KA H I A
Compiling Auditing Approving Issuing date Edition
N CEEEEAES B 2024. 05.08 B i
C()mpﬂing Team Managemen,t Wang Zhen May 8% 2024 Edition B
Representative
BT WM BITET BITHH it #
Revision note Revision chapters | Revision date Approval

SHP04B V1.0



. #UF. $ U EEFRJT Appeal, Complaint and Dispute Handling Procedure ICAS

1.0 E ) ODJECHIVE .cuvrrruerrrrererrresessesessssesessesessssesessesestssessssssessssessssssessssessssesessesssestesesssssssssssenssses 2
2.0 TEEE SCOPE .cuveeeeeeeeerietertetertesteseeseeseestesteteseessesaessessetessessessessessessensensessensensessensensensensensenes 2
3.0 TE X DEfINItION c.vveereeerreereeiereieseieeeeeeesteesseessesssesssessssesssesssesssesssesssesssessssesssesssesssesssesssesssssssens 2
4.0 HRTT ReSPONSIDIIILY ...veeveereereereereereeteeteeaeeseesessesseesessesseesesseesessessessessessessessesssessesessessessessesssenes 3
5.0 FIFAEEFEFFHIIZME The operation of appeals handing procedure..........ccceceeevveeeecerennnes 4
6.0 BFFFEFFHIIZ/E The operation of complaints handling procedure..........ccoeeveevereeeenenn 6
6.1 BFHISZEE Receiving the COmMPIAINL....ccc.cccererererrrrererrerereresessssestssesesssesessesessssessssssenes 6
6.2 BFHIFAIN Substantiating the COMPIAINt .......c.ceeeeereereereereereereereereeee e seeseeeeseeseeeesens 7
6.3 RIGEIFHIPEE The assessment of original complaints..........cceceeeeeeeverrecerrereesersesenenns 7
6.4 FUFHITAZ Complaints INVEStIZAtioN .......cceeevererreerererereeseeeseesessessesessessssessesssssssessesens 7
6.5 FIUFHIZE1E Conclusion of COMPIAINt.........ccceeerererieereiereeerenteseeseeeeseeesesseesesssssssessesens 8
6.6 BIEBIFAEMLEZR N Handing suggestions of reply complaints and notice............ 9
6.7 ZERFBLVF End 0f COMPIAINLS c....eveveereereereereereereeeeeesessesseesessessessessessessessessessessessassessens 10
6.8 I HINFE Maintenance and iMProvVemeNt .........ccecceueeeererereereeseressessereesessessesessesesses 11
6.9 AIEMEF{RE Impartiality and confidentiality ..........cceceeveerrrereresesenresessesesessesessesennns 12
7.0 Gl DISPULE cuverrueeereeetitereessestssesesseestsseessssessesessssssessssssestesessssesensessssssssensesessssensnsssesass 13
8.0 HHIRIETE Related RECOIAS ....coueeeeuereeeerertererrereesessesesessesssssssesssssssesssssssesssssssessssessessesessenses 14

SHP04B V1.0 Page 1 0f 14



. #UF. $ U EEFRJT Appeal, Complaint and Dispute Handling Procedure ICAS

1.0 K Objective
FARE_FHRE RNEA R AR (BLUR IR ICAS) & @M% & TAEM A IENE, PUBE A+
Oy AR E R, BEFAIG, HIRT AR .

In order to ensure the impartiality of the validation/verification activities of Shanghai Ingeer
Certification Assessment Co., LTD. (hereinafter referred to as ICAS), customer-centered and

effective handling of complaints, complaints and disputes, this procedure is formulated.

2.0 W8 Scope

RREFEH T 15 ICAS § EME B RS H R o E M%7« A RIALR L DS NBUTATAH
9\%7‘5‘0
These procedures apply to the validated/verified parties, and related organizations, individuals

or any related parties in connection with ICAS validation/verification activities.

3.0 X Definition

3.1 HiF Appeals

P E R A AN E ML AR B2 B ICAS 5 58 /% A P g R M IR H (0 AN i
1A T B Sk A

A dissatisfied and formal written or oral statement made by the validated/verified organization

when their validation/verification status is affected directly by ICAS’s decision.
3.2 #HYF Complaints
XF ICAS W E ML IR BN 51 VICAS 72 /% A 1) %5 7 B AN i B I A5 el 1 Sk A

A dissatisfied and formal written or oral statement to the validation/verification service, staffs,

or with ICAS validation/verification clients.
3.3 4 Dispute

Wi BB ICAS 155 8 /M B AR 7 A0 o 78 A% A AR ) /5 T AN [ 3 0 A 11 Sk sl
T AR IE

An oral or written expression with disagreement in the respect of validation/verification process

and validation/verification technology between the validated/verified organization and ICAS.

SHP04B V1.0 Page 2 of 14



. #UF. $ U EEFRJT Appeal, Complaint and Dispute Handling Procedure ICAS

4.0 i3t Responsibility

4.1 B B HE TR R E HE RS MO AR R BACR PR AN B R f . Tidn e BN
BRI E AR PR AL B R . TN A BRAE S B0 A AR P A AN AL B 38

The top management designates the director of management committee as the management
representative to coordinate and handle appeal. The marketing manager is the management
representative to coordinate and handle complaint. The Registration Manager is the management

representative to coordinate and handle dispute.
4.2 T R BCFZ B DTN B . BRI, A, BRER. it HE. B

The special person of marketing 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 5RO < R & T8 N ST U A R

Other supervisors, who have no interest relationship with appeals and complaints, are

responsible for assisting with the investigation of appeals and complaints.
1) WA E AT R 2/ A5 52 B R b B R F

Marketing manager is responsible for appeals and complaints during the handling process of

validation/verification business.
2) Mk FVERE B A7 5T K B A% B AR I I A O | 8 % B AL R AL AR

Dual Carbon manager is responsible for off-site appeals and complaints about the

validation/verification and independent review .
3) HiE/ A A AT E A% A I Y R

Validation/verification team leader is responsible for on-site appeals and complaints about

the validation/verification.
4) NREBL RSN E /%A R

Personnel management specialist is responsible for complaints about validator/verifier.
5) VEMEBE A TTA I TR A H AR

The Registration Manager is responsible for appeals and complaints in the decision process.
6) ERITTHKREHZEHH R

Management representative is responsible for complaints about management team.
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4.4 (HE N BEAS FRBOUR AL B R AT M B AT A

The Quality Control Department supervises and spot checks the whole handling process of

appeals and complaints.
4.5 BHHE R AT DR ITA o S 2 R IR SE

Management representative is responsible for ensuring that all the improvements are effectively

corrected and implemented.

4.6 ITBNGER . FORBHIRE AL B R, SR BER PR OB B AR 5l 1R
Feo 30 BESR. WES.
Administration and 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 BHiFAERERFKIIZ/E The operation of appeals handing procedure

5.1 AT TS AR PR AR = L) ICAS 9%, AT BAR) ICAS g HF, HR@it ] 7E
ICAS &t o 8 Z 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 validation/verification plan issued by
ICAS.

5.2 Ml SRS B L RO DT B AR, AENREHUREY = H R R UR ABRIARCE], R HF L

WEHEZ R MTTN.

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.

5.3 BEHEAZMIT AN FEMRAN GDIEETG LEREE, DUE RIS SHOES. FFxt Bkt
ATIRAE . RS, WU R, BLE S LLRTSRA R URIEE R, 1t A R R e Ak e K
FHART A 1 it LA BT 7 FR

The head of the management committee, together with the relevant personnel, collects all
necessary information to determine whether the complaint is substantiated. It also investigates,
verifies, hears from both parties and makes informed decisions and decisions on measures to be

taken in response to complaints, taking into account the results of previous similar complaints.

5.4 HIPOFZEL mNE YR NSRPLEE R, Sog I, Rt R, IR R REOE R 18
R R R RIAR 5 BRI IE RN 53
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The complaint intake officer shall provide the complainant with the results, and if applicable, a
progress report and notify the grievant and relevant person who should take correction after receiving

the adjudication decision.
5.5 HIYRAL PSRRI N [ AEATAE O TT A T
A description of the process for handling complaints shall be available to any interested party.

5.6 WEIBRfG, ICAS MEANIFE S 5 HE EMEEEA %, WERA R, W SMFERH R,
Upon receipt of a complaint, ICAS shall confirm whether the complaint relates to its

validation/verification activities and, if so, shall resolve the complaint.
5.7 ICAS R} FHRAL BRI 72 o i) BT E 61 53
ICAS shall be responsible for all decisions during the process for handling appeals.

5.8 HIRRGRMAIERIN G, NAESERIFRURSR M2, SLRIZ P 2SRRI ZE ) 6 it 2]
1E.

Appealed corrective personnel shall adopt corrections according to the adjudication demand at

the day of receiving appeal result.

5.9 Gt FRYRBIEGE VIR, AT LA ICAS i i B A AT Z2 s AR AR SG A8 T TR H H U .
FASRN BB 5T 75 R R EIRE R .

If the grievant still dissatisfy with the adjudication, he/she can appeal to the ICAS top
management, CNAS or other relevant departments. Relevant personnel shall inform the applicant

organization of the information in written the above information.

AN ICAS RIS 5 € /% BAHRIE A BN I T 808 5 G123 ot 52 2 7™ H AR E 1,
R DLEAR AT (S0 DAERE A 1T SO 507, AT BRI AR SN AT LA L% .

If you think that ICAS has broken related laws & regulations or rules for validation/verification,
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.

510 A2 5 HRALBE TR AN B3 N A SRt FR R S o 8 /A% BE Bl MBCH 0 HUR
L€/ BEHRE, BYFRIRE RN B 5 B YRR N U, sz i wi Btk

All personnel involved in the grievance process shall not have performed the
validation/verification activity to which the grievance relates or made the validation/verification
decision to which the grievance relates, and the decision on the grievance shall be made by, or

reviewed and approved by, a person unrelated to the grievance.

501 HRCHEE AR 30 N LEH CRRERIEIL T RKAEE 60 HD , CREACERERIE
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P IEREE S YR N o AT GE ARG AT XS F R R AEARAT A o

The appeal handling process shall 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 shall not cause any discrimination against the grievant.

512 HIRURZEEN G NAC BN YRR B RS, JFRORAE I 5 R E RIIARL. HRAL
SEEUR SE VAR R IR

Complaints shall be recorded throughout the complaint handling process, and all materials
related to the complaint shall be kept. The process for handling appeals shall include at least the

following:

a) XFRAZ. WAL UESKHRBL R E R A AT B I R ) R

A description of the process for receiving, investigating, substantiating the appeal, and deciding

what actions are to be taken in response;
b) ERERACRHUR, G R YRRIAT N

Tracking and recording the appeal, including the actions to resolve it;
) WhERAKIBGE HMATEh

Ensure appropriate action is taken.

6.0 BIFFFEFHIIZ/E The operation of complaints handling procedure

6.1 FIFHI3ZE Receiving the Complaint

6.1.1 ICAS 33 VR B % A A 5T sz BRUR, FUFHETE 021-51114700 3% R UF 52 3% G149y
ML, BiA%H 021-54253541, Y icasfile@126.com.

The commissioners for appeals and complaints in the marketing 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 BLYFPT LU FSkBAT I 1) o $UF AT m 52 384 3 R AR 405, s ft e, #0F. 4
WACHERY)  (VFPO401) JOWZENPEIIA KL, FRBIIE R T RIFRF A 7E ICAS K H
SEMZAE TR R

Complaints can be oral or written. Complainant can dictate the handling specialist details, or
provide "Appeal, complaint, dispute handling sheet" (VFP0401A) , necessary certification materials

and feedback contacts. The approach of appeals and complaints can be obtained in the
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validation/verification plan issued by ICAS.

6.2 FIUFHIMEIA Substantiating the complaint

PR L AR BIBOF AR H, BRI FBORE TR A (Bl E . Bl RSy
2O, HFRTTIERE RERER, DSBS R,

Complaints commissioners shall confirm the complaint at the day they receive the complaint
(such as in phone, email, etc.), and gather all necessary information to determine whether the

complaint is substantiated.
6.3 FRIHEIFHIPEME The assessment of original complaints

6.3.1 B L REFRFN S H, BERIUFRTIEE, MRGHRUFHAT IR, YR
&ﬁ%?iﬁ K& i 2 4k E%T\%mﬁ KRB 75 N} B B M) ) $5 3 37 RV B
EHEE, SURHEBUR IS AR R TS .

Complaints commissioners shall report to the marketing manager at the day they receive the
complaint. They shall assess the original complaints and verify whether they shall 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 BRI L BT E R R MRS R (CEPHVRFIZR)  (VFP0402) , FFRR R
VERRE: AFE CRVR. &R UV R)  (VFP0401) . FFE AT B AR SGIE B SO 25

Complaints commissioners shall register the received complaints to "List of Client Complaints"
( VFP0402A )  and form original complaint materials: including "Appeal, complaint, dispute
handling sheet" (VFP0401A) , relevant proof documents provided by complainants and so on.

6.3.3 (HIF. H&UF. F-iAbFERY)  (VFP0401) # U125 WS B4, DU Hx 3 oo 72 ) gk
34T 4%

"Appeal, complaint, dispute handling sheet" (VFP0401A) is copied to the Quality Control
department manager in order to monitor the progress and quality of the rectification.

6.4 FIFHIAE Complaints Investigation

6.4.1 BFZ L G IR TUCRIBIRIT 2 RN, Bl m SR A h AL B R 32 .
The complaint handling specialist shall notify the complainant and the supervisor assisting in the

handling of the complaint within two days of receiving the complaint at the latest.

6.4.2 VAL EEBEYR I 38 NIEAE S SEAIESE (0 SR, M BOF AT A7 A1ERE, (2
WAAATFCVFPAR YR NBATROREANETE, PR T 5 R IHE R OUR BIRIBOF 2 B 53 .
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The complaint assistance supervisor should comply with the fact and evidence, and carry out fair and
impartial investigation of the complaint immediately. However, the Respondent must also be allowed
to provide explanations and clarifications, and to provide feedback on the investigation to the

Complaint Receiving Commissioner no later than five days.
6.4.3 fEFCURIHE A, WE, BRI 5 ST O 5 BRICRI LR VRS B0 ] R 1
BEAT IR, JRRERURRIRE TS R R

If necessary, complaints commissioners are responsible for communicating something needed

clarify or inquiry to complainant again, and they shall inform complainant of the process during the

investigation period.

6.4.4 Xt T ML B IR, ICAS N2 FEFCUR G DX 20 7 B 38 /A% B 45 A Ak 5,
WL R B RL AT BN, QX B R 5 AT BRI o 8 A% B 5

When validated/verified client complaints, ICAS shall consider the impact of the complaint on
the validity of the client validation/verification results and take appropriate action when necessary,

such as conducting a re-validation/re-verification of the party subject to the complaint.

6.5 FIFHIZ L Conclusion of Complaint

BRI AR B A S 2 R AR S R S R T A P, WA S
KEZHRAERMRA G, RIEHERSR 2 RNHRUMELS8. CRER, Wz E K
BUFSE, BF ERERSNTTASRSEHE, iS5 kE) , GREOHFYHLLT:

Complaints commissioners shall report the investigation process and results to the marketing
manager at the day. They receive the investigation feedback. The marketing manager shall cooperate
with relevant personnel, make a conclusion according to the investigation result in two days. (If
necessary, for example a significant complaints shall be reported to the director of management
committee or the general manager who shall participate in the decision then), the results shall at least

be specified as follows:
(D FERE, RHEXRITTEFRSK,
Responsibility ownership and relevant responsibility facts;
(2)  PEREERAEETT
Complaint handling schemes which shall be taken;
(3)  WIHEH) SIS & R BoEm, AN BT 2R RS LR
The explicit and implicit improvement, including individuals, departments and even systems;
(4)  NIEAHRN RIS & BRI 1 k0 5
The notice issued the correction of incongruent deadline to relevant personnel;
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(5) WERZRRY]: HURMHFEL LMD | g% B 7 8 € M B R AER, ICAS
822 RE X B RE A% B MRIR A E AR S AR B, U &

If the results show that the complaint fact has already influence on the effectiveness of the
validated/verificated clients’ validation/verification results, ICAS shall consider a corresponding

treatment of the validation/verification statement, such as withdraw, etc.
6.6 FEIE K IFMIEMAEE N Handing suggestions of reply complaints and notice

6.6.1 FUF L AR P45 = H Bl E R -

Complaints commissioners shall reply the complainant at the day they receive the complaint

results.
(D mF 7RSSR, EHB TRt R .
Provide the complainant with the outcome and, if applicable, progress reports
(2) WHGER—E, ROZRVEAAE RN RPAT A T R, R B RN UERUE B % Ab
T R BT RS, FRIE SN RV EL.

If they come to an agreement, the commissioners shall 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.

(3D WRAVFE XU RAWE, IR gks:, BRI NI EAR T IR
ICAS NFE 7325 82 YRR, RS RVFRITE LT, AT RER BB AL B 7 58 BAIK B
LU, IR [ B A o ks AT AN T AT 4R S e 5 PN AT A E B AR R IR AE
If the complainant is dissatisfied with the complaint scheme, this complaint shall be continual,
and the commissioners shall report immediately to the marketing manager. In order to come to an
agreement, ICAS shall consider the client’s appeals fully and try to adjust the complaint scheme
under the permitting conditions. At the same time, ICAS shall also clearly inform the clients that they

can continually choose internal or external complaint channel if they are still dissatisfied:
a) ICAS WHIFIRIE

ICAS external complaint channel
& HEEHE
The top management
& ELRLSNTTA
The director of the management committee

® PHEZIIA
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The director of the consultative committee
b) ICAS AN VFIRIE
ICAS external complaint channel:
& FEZ0ARZ AT EE
CNAS accreditation supervision department
¢ [EZAn[Z& CNCA
L JRESPUV EPR NGl 4
Foreign related accreditation bodies
BRI, DL BB RE I R 7 R RS2 B R
The contacts above can be provided by the complaint commissioners, if necessary.

6.6.2 FUFAZEL 53 TUBIZAL 0 = HReE5 e il S B emtm A A e N B Cngpedie e N
MREESE) , IFAEIER AL REA.

The complaint commissioners shall inform the relevant personnel (such as the respondent,
relevant manager and so on) of rectification items related to the result at the day they receive the

result.
6.7 ZHR$F End of complaints

e S VE VU T N NDNI N S VSRR ) S ke

The complaint only can be finished until at least the complaint commissioners ascertain these as

follows:

(D HRUFEN RPN SR (BN W82, K. HEBF AR E R
AT LA MIIA s BREFANCBF, WRBMRBOFIATEN: B RRBGE 24 AT
ANBCYRAL BT SR S 1 45 R D220

The complainant has been satisfied with the complaint handling process (include at least
the following: a description of the process for receiving, substantiating, investigating the
complaint, and deciding what actions are to be taken in response; tracking and recording the
complaint, including the actions undertaken to resolve it; ensuring appropriate action is taken )

and the result of the complaint handling scheme.
(2) P SO, BRI T A B M IEM S, AL IR AR

All improvements have been submitted effectively corrective and preventive actions
and confirmed by the management representative.
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(3)  AFREIRHIAHRIE RS B 7R Rl BIROVFE R EANESS Cndiir AR
FERERTREE, A& RS RERI AR SRR ER )T AT (RS 2 1 T 14t
FIIHCSAE) BT 1R BRI RE, WIHLEW. hE LISIE.

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.

@) SRR HRER.

Materials related to complaints should be copied and submitted to the management

representative.
BN, SRR A LB AN 20 M TEH

Generally, the whole complaint handling process should not exceed 20 workdays.
6.8 4EPFIZ3E Maintenance and improvement

6.8.1 XA LRI FEA MBS Supervision of the complaint handling process
it B T AR PP B SRR AURAL B AR AT WA, AR URAL BR A S L 1O S e B T I T
PE A RSS2 A RSE i D EE BRI 5 e G

Quality Control department shall 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..

6.8.2 FF4:4it Continual improvement

(1 BN IARBOFET 2, DE IR R BB A R, R T 8%
YRR B AL iR A

The management representative shall 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) S R IEA TS, B SRR R K

Carry out effective corrective and preventive actions to prevent the repeating occurrence of
complaints.

(3)  CRESIBFEN MR R, U R OTE
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All the complaints shall be focuses as inputs for the next internal audit.
(4> B IZEE R, PAB R A Rt S Rk e s it
Regularly assess this procedure to ensure the effectiveness of continual improvement.
6.8.3 BRI S HIE Reporting system of complaints
BRI A NORE S T L PR AR R BRI B S S BT R AR AR PR O, 2 3]
CikR g

Complaint handling specialists shall regularly report to the general manager on the
establishment of documents related to the receipt, assessment, and resolution of complaints, as well

as the handling of all complaints:
(1) R PP ERFEM R BR, RBRI S — (R SLRY B4R, I SRt g
T8
As for significant complaints, the commissioners shall report to the general manager

the first time and report the progress timely.

(2)  HAlEr, KA AR R

Other complaints shall be reported by the commissioners monthly.

6.9 AIEMER{RZE Impartiality and confidentiality

(D) WBEFFRIEIE AT AR AT G JEN .
Handling complaints should follow a fair, public and reasonable principle.
(2) RF e R A FRVF AR S 2 Y
The entire process of the complaint is free for complainants.

(3) SHRUFHEZERRBNA, N e BEAZ ISR AT TAE, BRI E B R H I
HIN G, BRA L BRI e . BHIRAS VPRI LR, AT BRI EEABE A i A 1B
Personnel related directly to the complaint shall avoid the handling work. The complaint decision
shall be made by personnel irrelevant to the complaint, or be reviewed and approved. Where

resources do not permit this, any alternative approach shall not compromise impartiality.

(4) A THRIFARNAG BRENE, 2 50BEBREIN Z005 FLT e S BT 5 $5007A %
HIAE AT DL IR ST BRAFSRNE S sl R AR, & A N B R ANt
AT REBRBCRIN A BEfE M . ICAS N5 %0 7 R BR AR s & 15 RS SR H TN T, IFEIE
WIS, SRR E AT RIREE .

To ensure the confidentiality of the complainants’ personal information, all personnel
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participating in the complaint shall 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 clients or complainants. ICAS shall codetermine
with clients and complainants whether the complaints shall be disclosed and decide the openness
jointly at the time of open.

(5) FHRVRH A RO UL A7 3.

Investigation and resolution of complaints shall not result in any discriminatory actions.

7.0 4L Dispute

7.1 H i A AR ol B ZH R AN ICAS & 58 /4% AR B e 58 A% A R 1) # 7 2E U 2R )
ICAS M H .

Disputes on ICAS validation/verification procedures or validation/verification technical issues
can be raised with the ICAS Quality Control Department by either the applicant or the applicant

organization:

7.2 HEMZED R AU, R A A A AN R AT BEAK Y o e A% A HE N L o R A% A S
FISCAF O R AL B o X2 B R A A REUAS — SR LR, s e AR/ B KA RUEIT RE, JFd
KPR AR I 207 ol IARGEAAL 7 7] ICAS B B Y H R,

The validation/verification team leader shall try to handle it through consultation according to
validation/verification principles and validation/verification references, when the dispute occurs in
the on-site validation/verification. As for the disagreements, the validation/verification team leader is
entitled to decide in advance and record two sides’ opinions. The clients can propose the appeal to

the managing director of ICAS according to this procedure.

7.3 NEHEMZAEIIZ I 430 BB IE A ICAS fhE HRET I 0 L i e A A I
i AR AU F AR B, i L ST SR OGN AT T, XUk Tl A 2 T LR 57 48 SR K
FUER I W APUER S, BENHBE A GUH RN ROTTT, IR TS R 0 4 iR
N R AR AEBRE RS AN R, AT MR ARLFP 17 ICAS $2 H H .

The off-site validation/verification team dispute shall be proposed to ICAS Quality Control
Department in written. If the dispute involves validation/verification, the = Quality Control
department shall hand over it to the manager of Dual Carbon Department. The manager is in charge
of organizing related personnel to research and inform the controversial participant of the results. If
the dispute involves decision, the registration department manager is in charge of organizing related
personnel to research and inform the controversial participant of the results. If the controversial

participant is still dissatisfied with the handling results, he/she can propose the appeal to ICAS.
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8.0 FH%E 3 Related Records
> (HYR. BF. U EEER)  (VFP0401)

"Appeal, complaint, dispute handling sheet"
> (FEIRFIR)  (VFP0402)

"List of Customer Complaints"
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