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1 Purpose and scope HKIMEE

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 SOFIE 7 BRI MR RS CRilE) AR A LI A w R YRR RRHERRN A Bk, RE0H
AbFE,  DABT EHE— B 40 F A R ANEE 28] (A R R S A RS, R SR A R A RS F BAOA 2w FF L ik
FIBLSy, SRIFE 0 R IEBCIRB f& 5, LAR Lk 1) 8t F) 2553 L

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.

2O NAE LU A F R . JUHAE, MR A ATARHESRAS N AT BT A LA, DARARSE BL R BE DRI, 2
A P AS SO PEHE -

Company Accredited body / Based on Competence Matrix
bodi \ _, "
i odies ITET R B R
FINF L
TOV AUSTRIA GHANGHA) | SS9 5 TEPORORY, | 1SONEC 17020
CO. LD and verification body ISO/IEC 17020 Reference
I;E] & W ‘TI R & i N » N N I =d % J y
i%ﬁaﬂﬁzﬂ&ﬁ (i) A IR Wt K. UGE. 8 ISO/IEC 17065 227 FH R A
ar R LK ISO/IEC 17029
BRANCH of TUV AUSTRIA ; ISO/IEC 17065
| t
(SHANGHAI) CO., LTD, oot 'onb&d Reference
i certification body ISO/IEC 17021
Riyadh . SRR AT
RIBATAUED LY ISO/IEC 17020

SRS B R 55 (-3 ) A R
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25w RHESS 53 2 W]

BRANCH of TUV AUSTRIA

I(DSU?::\IGHN) CO. LTD, Certification body Reference
. ISO/IEC 17065 % L

BRI R TR (8 R UEALA BEMKIA

ASIBUEE S/ |

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

ASAFRI N A A I, RIJERRAEAR N T . A SOV . B0 20 7 e .

2 Responsibilities BR 5}

TASH Quality and Risk Management

TASH J5 &1 XU & 251
Process owner and responsible for:

KEFFIHE, JFRT

Preparing and maintaining this procedure and the related forms.

HER I AE A AT P M R A

Distribution, training and monitoring the implementation in the TASH and its branches.
75 TASH LRy A TN, ks B5IARTERE, MBSt i .

Controlling compliance in the TASH and its branches. via internal audits

I N E R, 38 TASH Ao A ml A6 1

Quality management representatives of the TASH branches

TASH 5+ AR REBEERE

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

IR SR B AL A FHOREE TR, E SCER HE e R 7 SR

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

ERTI T ATN, R BIIERER, JFE LSS .

Head of the departments of TASH, as well as General Manager of the TASH’s branch

TASH K& FAUL TASH 3 AF B & H

Defining the actions and their implementation in the responsible department/branch.

T 5 T SR ST AR 1153 2 ) AT 80 S HL S

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

B E R AR S g R, W R I L SRR 6 2 011/ 2 ) )Ry 7 SR T b 75 1)
General Manager of TASH
TASH S&3

Approval of this document

A A

3  Abbreviations & definitions 455 f15E X
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TASH

TUV AUSTRIA (SHANGHAI) CO., LTD

BRI ST (Rl AIRAR

BTASH

BRANCH of TUV AUSTRIA (SHANGHAI) CO., LTD, Saudi Arabia
B DN 7 AR 55 (Lt ) PR A = P05 20 24 W

DBTASH

BRANCH of TUV AUSTRIA (SHANGHAI) CO., LTD, Dubai

BRI B A A 55 (L3 ) A PR A =] ad B 43 ]
Complaint %)%

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.

BRERAE, AR 5B A A A E WU BOA AT LR S S sh F A A B RS 2 B R 4T 9

Appeals H1ijf

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.

EIEVERE X SR P A R VR E WL B AT AR I R0 5 P A8 L PR HROE AT BT 5 SR N K

4 Procedure

41 Receiving appeals & complaints B FHIEHF 52

4.1.1  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 NIRRT, BUF, NS TR RN, JRBAER. BRURR SRR AT A 1B
JRIL A, I ) o R AR B R T 2 B A

4.1.2 Quality 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.

JrEFEAERIRE SOREIL R UR, &R, JHES “RIFRF R BHC S (TASH-QP-015-F01)”
HOR D TR FIAR C R AR R R A 80T 1 63, R @ T A F A 4 3

4.1.3 The representative section manager shall issue a formal acknowledgement of the receipt of the
case within 24 hours. For complaints caused by TASH, the investigation process is initiated. For
complaints not caused by TASH, the stakeholders will be formally informed. 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.
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TTTHIER T 122 BLELAE 24 /NI DY ) FRURARCURSR R D7 A B RS $RURERA 2y BT R 2
TASH B 5 Jf Rl B3R, W ERAER 2 B8l WRAGE TASH JR P& A HEF, AHICTT 24T
Xz IFHAE 44 TAEH A B YRR @ R R R S 45 RS AR 1k, i wlRg, KRBUriiR
B LSRR IR IE RS TT . B RIE R A BEAE 4 D DA H WIEIRE E R ek, NS
FRR/E /2R (R4 7 40 38 il R A PRR A — 2

For the complaints transferred from CNAS, TASH shall feedback the handling results to CNAS
within two months.

412R TASH i 2| CNAS HAZ#ir, NAE 2 > H IR CNAS RASHFAREESS R

4.2 Investigation of appeals/complaints HIFRIELFIVEE

4.2.1

422

423

424

425

TASH-QP-015

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 RAER IS, BT SR AT A T A T ERARAC B D], R R . O R S [l R

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/validation/verification result, section manager shall analysis relevant
factors, generally considering the following items:

AN G MG ST RIEAT IR &, ERAHSRHICS, W2, [ CHER T VRA 1 AT H 11
YA WARH VR, BRI LKA A EFE M E LG R, R 8 RN A DU AT RE R kA
B IEHEMZ B A R R R AEAT 28T, FTULNEL R LA & T

a) Review relevant testing/inspection/certification/validation/verification method and operation
procedure;

o 5 /A B AR B R L A P F R VA AL 48 5

b) Effectiveness of relevant equipment, reference materials and consumable materials;
For 25 Fr FH BOACER e, DRAEA ot S FL B S i 3 SR R ) T s o P 81

c) Check the raw data and data calculating; £ 7 i 44 5 e Ho At S 38 St 7

d) When necessary, perform repeated test. 4 % 22 HE 5 2 PR

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/validation/verification, quality manager should ensure that involved activity and
responsibility in those areas are promptly audited according to the Internal Audit Procedure.

YRR BT S AR B FEFE, BRI ZRE — 3, o /e ge A e E E S
BRI P AR PR BE I, 5T B 3 IS A (R S 8 RIS A D 230 M R BT A% 42 L P 1 o AR A P ) 22
RISRBEAT B 1%

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

] A AR AR R T B A5 R, SEOR A, IR AT P R R SRR T RRAL

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

URBEFR AR, BERCOT A REME DR R, 2Pl AT AR 3k — 2038 ) s 1R A T8 UHEAT #2
o

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/validation/verification activities related
to the complaint or appeal.

RO YR BRI DE B« SRR Hy S A R FR R B DI/ AGL 6 A I R R i B o R
HIN BRIAAT -

4.3  Corrective/preventive action 2| IEFITRBH it

4.3.1 Once investigation indicates that quality activities and test/inspection/certification
Ivalidation/verification 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 Ji 5376 30 ARG 38 IE /8T B I B0 s AR &8 BRAR RN P BRI, 31408
JARAFREE) (ARG TAEMEH) #£F TASH-QP-016.

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

RPN E . VR A SCHR TR I 2 15/ F90575 $8 1t PO 28R

4.4 Resolving appeals/complaints HJFRIEF IR

4.4.1 When a complaint involves test/inspection/certification/validation/verification 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.

BEREE SAMEE] (40 CNAS £8) /A 3 AAIE B B ML B IS BN, FEWC R R G 60 K A ASBETH
RSN, o 2 PN B A (4 28 KA DA AT LA 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 within15 working days from the customer receives the notification, the result is
deemed to be acceptable.

TR URAR, RETTRE, BTN DA A 75 3R A S T A R AR T S, R
FEREFIAE AR A5 TAFH ARER AW, TR 2%,

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.
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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.

MRE AR TASH 4B, JFHJoE TASH (8 22 s v 1] @A iic— S Elor s,
PR IE R .

4.5 Retention of records it H{R1F

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.

BT B B AT AR R ROK 5 5 7 1 BT 85 R 2 AN SR B U T /T 435 it 10 SR A FERIBERI 2 43 S0 3
W, JH'S TASH-QP-015-F02 &1, #IFMHFER, HERIFHEIFICRE (TASH-QP-015-F01) Hids, i#
TR o R TR0 HVRBUR A AR BRSO, 5B 1R R BN A 1E TR 4 i Y 52 R ol st A7 BR IR R A

5  Applicable documents i&F 38

TASH-QP-016 Control of Nonconforming Work A7 & TAF i1 .

TASH-QP-025 Preventive Action i i 45 Jiti -

TASH-QP-024 Corrective Action 24 1E45ifi -

TASH-QP-015-F01 Appeal/Complain/Claim Record i f/fF/ &R 0%
TASH-QP-015-F02 Suggestion, Complaint and Objection Form #iX, #iFFIHFHE.
TASH-QP-016-FO1 Nonconforming Work Report A~ 75 & TAE#R 5 .
TASH-QP-024-F01 Corrective Action Request £ 1F 4 fitiic 5% (CAR).

6  Revision history &7 i

The following list provides a key-word-based overview of the changes made to this QM document over time.
ARG TR T O T ROMEE, T U A TR B A BT T

Revision Date Change Training
[RAS BITH#H BIrfg Bl
A/00 2011.05.18 Initial Version. 55—}, n.a.’
A/01 2016.12.30 Updated the section 4 Procedure. 535 1 45 4 &1, na.’

Added the section 5 & 6 & 7 Procedure.

A/02 2018.07.05 e e e n.a.!
BT 5 5~7 &,
A comprehensive revision, file number changed from old n.a.t

B/00 2019.01.08 version “TASH-QP-4.8-01".
SR, S A IHA “TASH-QP-4.8-017 .
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Added the section 7.4, and deleted the claim section.
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WINT5 427 &4.4.3 %,

Update the document file No. and format.
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Enhanced document control, and the QM document template
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the entire document.
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TR T SO, BASSCREH T TUV BRI 42 AR 1 5 =
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Extended the scope to cover Dubai Branch.

YO R G It 7 A F

Enhanced editorial corrections.

ToE 1 w5 Ik .

Update the definitions of Complaint and appeal.
ST T HRVRATER RIS E S

Added the section 4.1.4 & 4.4.4 Procedure
WINT R 41,4 F14.4.4 57

Enhanced editorial corrections.
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£ 4.1.3 %3P INAE TASH B & JR A3 S5 0 b PR
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Added validation/verification
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