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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 from customers 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 SR T BIERI AR MRS (Rl ARA R R AR RIS 207 BRURFHRRR A . £l &
G, DA 1R E— D B4 A m M B BRI R R S A AR, RN BRI AR R . IR LA A R AR
BSOS, RIS A BN M IE SRR t, AR Lk i) R 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
FANATHLH

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

location.

ARSI A Z TR, BRI RAAEAR N . Ay SOV . B0 % BT e

2  Responsibilities BR 5t

TASH Quality and Risk Management
TASH JFEEM XK EEER

Process owner and responsible for:
FREFIAHE, 5
Y Preparing and maintaining this procedure and the related forms.
HER I AL AR 7 FIUAH SR A%
Y Distribution, training and monitoring the implementation in the TASH and its branches.
£ TASH ARG AFIA, 43K SRIIARTRY, JF B S il .
¥ Controlling compliance in the TASH and its branches. via internal audits
JE I PR A%, $EH] TASH KL A |l R & 1k

Quality management representatives of the TASH branches

TASH AR REEHAR

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

D SRR R AL 3w RS E oK T Sk H I R A 7 R

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

TERFTR D ATN, R FIATERF, JE B SEEE L

Head of the departments of TASH, as well as General Manager of the TASH’s branch
TASH &R FTA K TASH AR B4

Y Defining the actions and their implementation in the responsible department/branch.
T BT S 5T AR08 1115328 B (AT 3 S H it

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

B 7E AR R A BRI AUX S BRI AL #8170 24 R (KR 5E BRI L R 1

General Manager of TASH
TASH B4

¥ Approval of this document

A S

3  Abbreviations & definitions 8 5 & X

TASH

TUV AUSTRIA (SHANGHAI) CO., LTD
BURR AR (R FIRAF

BTASH
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BRANCH of TUV AUSTRIA (SHANGHAI) CO., LTD, Saudi Arabia
SRS TN BEA R S5 () A PR 7S 53 24 7]

Complaint #f

expectations.

Complaint is a (written) grievance about a requested service that has not been performed according to

BRI R M AR S5 B F U AT T IR . (500D #14%.

Appeals H1f

Appeals is that customers dispute testing/inspection result or data.
PR 2 7 T 6 445 SR s 7

4 Procedure &%

4.1 Receiving appeals & complaints and B YRFIEIFHZ

4.1.1

41.2

4.1.3

Any Staff receives an appeal/complaint, should confirm it with the customer immediately to make
the customer believe that the appeals/complain shall be investigated completely and equitably; at
the same time, notify the quality supervisor and the section manager.

AT NERZ PR $BUF, NN 5% 78k, 85 en AR, SRS T A
WA, I ) PR A A ) R .
Quality Assuror shall register all intraday appeals & complaints, and fill out the

Appeal/Complain/Claim Record “TASH-QP-015-F01”. All relevant materials shall be submitted to
section managers and notify Quality Manager and general manager.

FifR RAER RS R GILH R 11F, JHRE “HURRORRIEICx (TASH-QP-015-F01)” , Jf
FL KRR PO BERHR A4 R T 12 18, [RIN @ S0 B 2 F AL 2 3,

The concerned section manager shall issue a formal acknowledgement of the receipt of the case
to the customer. And shall be acknowledged within 24 hours and investigation explanations within 4
working days.

T EEES % N IERS AR RS CRIRE] . BAE 24 /N NIEAIR T B4 %2

L, OJIRAE 4D TTAEH % ol ki A4 R

4.2  Investigation of appeals/complaints EHIFRFIEVFHIAE

42.1

4.2.2

TASH-QP-015

Upon receipt of complaints, the section is fully committed to take prompt investigation and resolve
the case, and satisfy the customer.

W B RBER IR, AT BB AT A TR A, R, R .

Investigator shall review relevant original records according to schedule. If the appeal/complain is
involved testing/inspection/certification result, section manager shall analysis relevant factors,
generally considering the following items:

VA SRR AT LR AT DR RO A, BRI T T, WIS R, SRS B BB B A TS
S, R B T AR DR A S UL RO R FEHEAT AT, T LU DA T LA i
¥
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a) Review relevant testing/inspection/certification method and operation procedure;

o B A B A BT B T i AR A 3 15

b) Effectiveness of relevant equipment, reference materials and consumable materials;
R T B AR Ve, B vHE) Jon S HL e R i) 2 SR 8 ) T R o 0 2851

C) Check the raw data and data calculating; £ £ i 46 £ A HHE S5 Bl 72

d) When necessary, perform repeated test. B 24 8 2 IR .

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.

—ANHVRARF BT RS A RECE . B, SOARTHUZER I — B, 0 PR 3 AR 1) A 1R
PEPA A PRBEIS 5T 5 2 R OR S 8 ST R AT ST 2l R 57 6 68 4 HE A 38 o AR e 1 SR R AR AT
HiZ.

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

A R E AR ELR, EiHE, JFABrE P K E R BOFE B AL.

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

WARFEVF R TER, BB ACE ) 25 7 U0 B A A R AN R

If the complaint is valid or the recipient cannot resolve the matter, the customer may pursue the
matter further and lodge a formal complaint.

AN SRA TR A R, BRSOTT ASRE MR AR 1)@, 2 P gk T DASE g — 2B i A 1E SRR T AT 2
o

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.

PR AR B R D B« AT v B 5 AR AT R R IS B8 IRV B TE R N TR
To

N

4.3  Corrective/preventive action 2| IEFITRE; 1 6

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.

TR TASH S 3G sh ARG I A GE TG S AR & & HAR /AR BRI, #0] R & e R
NAF (ARFFE TAERESH) F25 TASH-QP-016.

4.3.2Quality Manager shall verify and evaluate the effectiveness of corrective or preventive action

TASH-QP-015

implemented by the concerned section.

R R W SR RO 2] /B 0 2R
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4.4  Resolving appeals/complaints B YFFIBYFHIAE B

4.4.1When a complaint involves tests 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.

AR R AMBIATT (I CNAS Z5) HGIA , EUREIHRIG 60 K A AN BETH e U oLy, o 4E 2
AL RICA-F T 17 3 R AR A AT LAY o

4.4.2For 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.

XF—BRVRACR, RERTRE, AT M AR 77 S & IS I A A R AR R TT R, IR
PUERRBIAEEER 16 TAEH WG, HANE T %%,

4.4.3To 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.

MR MBS, 8 Ou%e RO W s R R AL A B (RS B ST N
51, EERE BT RRPIE LA, A RLYRES B r B IR AR kAT R A% Bt .

4.5 Retention of records iCF KRR

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.

BB ST AR R ROR 5 2 P BT BT R A 0 RN SR B2 TE /T 45 it 1 SR AR R URIBURIAN Gy SO A
W, JH'E TASH-QP-015-F02 2, HUFAIHFER, FHERIFHRIFICEE (TASH-QP-015-F01) i,
IBAZEE TR TRAARY o o T T H VR AR AR BRI, 50D T SR M I TS e 1) 52 R 40 AT R A
Ao

5  Applicable documents &M X

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

TASH-QP-025 Preventive Action i[5 1 Jiti »

TASH-QP-024 Corrective Action 2 1F 4 ifi .

TASH-QP-015-F01 Appeal/Complain/Claim Record H Jf/#F/ 2 1055
TASH-QP-015-F02 Suggestion, Complaint and Objection Form &, #FHIHIJFE
TASH-QP-016-FO1 Nonconforming Work Report A#F& TAER % .
TASH-QP-024-F01 Corrective Action Request 2 IF 5 jifiic 55 (CAR).

AT T T Y S

6  Revision history &iT i %

The following list provides a key-word-based overview of the changes made to this QM document over time.
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Revision
kS
A/00

A/01

A/02

B/00

B/01

B/02

C/00

D/00

Date
BITH#
2011.05.18

2016.12.30

2018.07.05

2019.01.08

2019.07.23
2019.10.31

2020.05.31

2021.4.16

Change
BT H#id
Initial Version. &—h.

Updated the section 4 Procedure. 53 T 55 4 &4,

Added the section 5 & 6 & 7 Procedure.

WATN T 55 5~7 &,

A comprehensive revision, file number changed from old
version “TASH-QP-4.8-01".

MR, g5 E IHRAS “TASH-QP-4.8-01” .
Added the section 7.4, and deleted the claim section.
BN 7 7.4 T, MR T BE S .

Added the section 4.2.7 & 4.4.3 Procedure.

WY 4.2.7 & 4.4.3 F=HI,

Update the document file No. and format.

OB T SR S AR

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.

IRER T SO, BEASSORE T TOV BRI A ) o

BRI KFM-002b,
THBR T YmiEE IE
— BT — HTT 2 E, MBI hRE A E L.

1 Due to the use of the QM document template KFM-002b, training was added starting from the revision "D/00"
LT T R ESE R KFM-002b, MEITHR “D/00” FFEa3hn T 5591,
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