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This process only applies to complaints related to Business Assurance activities.

I3 R ER T3 BA FEzhEY Rk

1. Purpose HHY

To describe the complaint handling process, including receiving, validating, investigating, developing and
implementing actions to address the complaint.

HIALIRAL IS IE, SRR, Wik, EEURRE N LT REAITE.
2. Scope &

This process applies to complaints relating to Intertek’s certification/auditing services, and complaints
against Intertek’s certified/audited clients.

B F2E R T Intertek INIE/FRZARSFS B XEIRIF, LKA Intertek SRIE/BRIZE PRI .

For complaints issued by clients holding JAS-ANZ traceable certifications or complaints against clients
holding JAS-ANZ traceable certifications, please refer to section 10 below for additional requirements.
XHBAIRE T JAS-ANZ IAIERE PRIIRIFEERIFIKG JAS-ANZ NIEE R, FEITE 10
RS IR VSN EE K

Accreditation requirements, such as I1SO17021, ISO17065, rules for IATF16949, all require the following

basic steps:

INATEESR, #01S017021. 1SO17065. IATF16949 MM, #ERUTEALSE:

a) receiving, validating, investigating with clients or non-clients subject of the complaint
B IAFIRES5RPSIERPEXRRIR

b) determining the root cause
HERA R E

c) ensuring that any appropriate correction and systemic corrective actions are taken,

R BUE HA M EF RS B2 48T,

d) notifying and providing progress reports and the outcome to the complainant, and informing of the
right to appeal Intertek’s decision
BAHFERIFARBHAEREFER, HEFAXT Intertek APRE R H LIRAILF

e) maintaining records of appeals, complaints, claims, and actions taken.

RERIF. ®iF. ZFREEKIBITHIER.

Note: The decision to close the complaint shall be made by, or reviewed and approved by, individual(s) not
previously involved in actioning the complaint, in other words a competent individual shall be reviewing
the action plan, results and close complaint based on evidence available

N
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#iE: RAIFHNRE N EHABIRS 5 BFN N A SITRER#tE, RaiEi, — 1 BN
BN AR ARIE AT SR IS HOIE R T R G MR . SERFFRAILF

The main objective of the complaint process is to ensure that sufficient information is entered in the
Complaints Log here that provides evidence of:
LEFIFNEEBNEMMIRTEARL here HIRIFIZRABMA R TES, LUERATSIE:
all issues identified by the complainant are addressed in the investigation,
FTEBERIFAL NS ERAERSFRIRR,
root causes for all the issues are recorded and the method used to identify and select
relevant/applicable root causes
IERABRIEARARR, LA RAIFEFEEXERNREARERNGE
issues which are repetitive or systemic are identified and corrective action is raised if required in our
CAPA log
RAIES KRGO B H IR L A IEHEHE, 7£ CAPA Big3R CAPA log
where required, communication to the complainant of the progress of the investigation,
NEFE, EMFABRBATHE,
communication to the complainant of the outcome of the investigation,
IR AMERIFELER
the person performing the final verification and closure is independent of those that performed the
investigation and implemented the actions, and
PUTRATIEFR XA AR FHITAEMEEIEHAR, HE
the verification process confirms that the investigation and actions implemented have addressed the
issue(s) identified by the complainant

KHES IZBA SR AERITEI E SR TR A X LAY 8] #8
3. Responsibilities BR 5%

Technical Manager: In the case where the contracting office is an accredited Business Unit (or Hub), the
Technical Manager is responsible for the application of the process
RARZIE: HHAHNER—NMAFTRLSEER] (EEARPLD) , RAZEBHTIZIIENIEA.
The term “Technical Manager” referred to in the above, is equivalent with “Program Manager” or
“Account Manager” in the Supplier Management operation, as per below split responsibilities:
ERARERERIRR “RARZIE” , HETHESERELSHH “MBELKE” 5 “BREE”
AP T
Program manager: responsible to manage a program, including performance, KPIs,
improvements, including first response for complaints, ensures training and calibration of
personnel working in the program
MB%E: AREEME, 85N, kPl Xi#, SFENRIFNE—N, BRTE AR
R IIFARE
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Account manager: commercial responsibility for the account, working on growing business,
maintain/improve relationship with client, involved with complaints when escalated to them.
Works closely with program managers and supports with complaint management
BERZE: AREFPNELRE, REVSERE, HIF/NESEPHNXR, LEAREN
ik, SMBAEEYI&EE, HIHRIFEE
BA General Manager: In the case where the contracting office is an unaccredited business unit, the tasks
assigned below to the Technical Manager are assigned to the BA General Manager or a designated staff
appointed by the BA General Manager
BA R HHAHNEFSE—NAFRLSEE], PREBARZEBUTHESIESHECL BA &
185 BA RABERIIRT.
Global Account Manager: In the case of complaints related to global accounts, the Global Account
Manager shall work with the Technical Manager or BA General Manager to the resolution of the complaint
SARFEE: MRKFPRERARR, SEARFLENSEARZES BA REEBEESERRIZIR.
Global technical team: responsible to manage and coordinate investigations and actions when the
complaint has a global impact, it is escalated by Account manager/Technical manager/Program manager or
the recommendations involves changes to the BA GMS - Global management system
SARARERA: HIRIFEF LMW, SEARARFANRGREEMMEREER, FHEF
K3/ FAREZIR/ B LKEHITHAR, TEBUFK BA GMS -LIKERFRNTE

4. References &%

GOP216-INFO Information on Complaint Handling Process available on website, which covers the information
needed by external parties to file complaints

GOP216-INFO #iFALIBHIZRVE 2 Mt EBIRHER, B81FEMBHRZRFMENER

5. Definition EEX

1. Complaints: Expressions of dissatisfaction made to Intertek whether oral or in writing, with regards to
its certification/auditing services or its certified/audited clients/facilities, where a response or
resolution is explicitly or implicitly expected.

#if: 3T Intertek BINIE/ S AR F S HINE/ S E A RIEOLSPEAANH, Intertek Y25
Rz ARl 2 s S FRRR 75 o

2. Designated investigator: Competent personnel who was not involved with the audit and/or decision-
making process related to the complaint.

EHHIAEAN: REEESKRIFRAXWEZUR/SFBRENZIZPHEEINAR,

3. Repetitive and/or systemic issues: issues affecting the entire GMS, multiple countries or across multiple
processes, due to a repetitive problem or a problem inherent in the overall system, rather than due to
a specific, individual, isolated factor
EEMM/HARG RN : BTESEHEBNENREEBENCEM, HNENLKEERR %
PMERIZMIIENER, MARHETHREN. M8, MIZEER
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Notes:

The complaint handling process is subject to the requirements for confidentiality.
KIRLIBE RN ETFREZEK.

This process does not apply in the case of complaints related to financial/commercial matters.
Nevertheless, in such cases, the issue is to be directed to the Business Unit BA General Manager
WEERERTEXMS/MEIRIF. AM, XMELNER RG] BA REIHE.
Where a client’s request/concern/question/expectation not met, is resolved in a single interaction
with a client (telephone call or replying to a written communication), and doesn’t require any
investigation, such case shall not be treated as complaint and entered in the Complaints log. Most of
the time, client is missing information or doesn’t understand the output of our service, hence
providing additional information will address client’s concern.
HEFIER/ARM/ORE/EAERHEH, E—IRRPER—FFERAER (BIEHEIER
MEERE) , MAFEEMAE, XHERTAESUABMEHIAEKFAEY. XKSHIF
AT, BERFROEEHFEBRRMNORSHME, EHREERESIIMVESERREFER.

For complaints related to integrity/compliance, the complainant will be acknowledged and the
complaint will be forwarded to Local Compliance Officer/Manager to process in accordance with
Intertek Integrity Compliance Handling Procedure (WI-QCS-012)

BREB/AEMAEMNER, IIFABHEMZNAEELZASMENE R/ZEIKE Intertek
Integrity Compliance Handling Procedure (WI-QCS-012) #1TAL IR,

Submission, investigation and decision on complaints shall not result in any discriminatory actions
against the complainant.

RIFIRRE . BELURRE P REXHIIR AR RIRITA .

Intertek will take any necessary corrective actions related to the complaint, whether against Intertek
certification/auditing activities or against the certified/audited client.

ML ZEXT Intertek FIAIE/HZERN B INIE/ FZE PR, Intertek S ITHEXBIIRIFR
BUE (] A ZE RN 2L IEFE T

When the complaint is against a certified/audited client/facility, the subject of the complaint is not to
be made public unless Intertek, the complainant, and the client decide together as to what extent the
subject of the complaint and the resolution shall be made public

HWR X TN FEEEFRER, ERIFASEREH AT, BRIE Intertek. IFFUAREF—
EREMMIZENFNEUARBERSE RNHE AT

If the complaint does not relate to Business Assurance activities, Business Assurance personnel
receiving the complaint should do its best to identify the party the complaint should be addressed by
and then notify the complainant that the complaint has been received and forwarded to the
appropriate Intertek business unit. Such complaints are not to be recorded in the Complaints,
Disputes & Appeals log.

MRIRIF A ZH X BA BIESN, HUEIIRIFR BA X AR N R &EKEENIRA LB R AIHE X
7, FRBHREERIFNARBERERIFHBE LGB EIEN Intertek FIFRI . XA R EID
REWIF. FUFBIFAEERN.
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4. Input A

Complaints received from clients through the Global BA Complaint email, complaint.ba@intertek.com or
through the Intertek personnel (auditors, sales, account managers, others) or in person at the office, or via
telephone, email, or other type of communication.

BT BA &% k8 7558 complaint.ba@intertek.com 1EWk B T2 P RV3%IF, @8I Intertek A
B (F#ZA. HE. ERKEEHM) FHhAEAR, NiBEHEIE. BEFEAEMERER
Intertek A A=,

5. Output #j

Investigation result, updated Complaints, Disputes and Appeals Log and notification letter to client

WELR., EHF. FUMRIFEEUAREZFBHIE
6. KPIs

Mailbox Administrator/Complaint Recipient forward Complaint to the appropriate person within same
business day, Technical Manager/Account manager/Program manager (depending if systems certifications
or supplier management) acknowledges receipt of Complaint within 2 business days and responds to the
complainant with solution(s) within 10 working days.
MAEEAAFERAEZSAABRFELAEENAR, RRAZE/RXPLB/MBELEE (BUAT
FRNEHHNEERE) 72 PN TERREREREREF, HEE 10N TIEHARERRIRL XS
FAo

7. Process Flow R 12E:
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{Customer/client/facility ]4,

1. sent to
contact or
website

Is client
appealing
our decision?

YES

NO
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[ Technical manager/delegate ]

2. Received by mail,
phone, e-mail, via auditor,
sales, NPS survey

v

Initial investigation,
collect info and evidence
to support complaint

)

3. Validate complaint
and log it

4.1s
complaint
valid?

YES

v

5. Notify complainant, keep
evidence of communication

6. acknowledge complaint, keep
evidence of ackowledgement letter <

<

YES

Global

assign for action to self and impact?

coordinate RC, correction, CAand
implementaion with each local
operationinvolved

Assign to local operation
for RC analysis, correction
and corrective action

Local operations/multiple
operations

YES

Open CAPA in thelog and
reference Complaint#in the
title

-«
13. Verify evidence and close

complaint

Send final resolution to
client/customer/facility

NO

was Technical
manager involved

A

7. brainstorm RC, correction
and corective action plan

!

10 and 11. Send action planto
Technical manager for approval

Is this a
systemic
issue?

12. Implement actions, collect
evidence of implementation and
attachinthe system

8.Ison
site visit
required?

enter activity in the system
(iEnable/GSSC) and issue report

l

Send report and/or final
resolution to Technical manger

in actions?

Follow appeals process
GOP208

Re-assign to independent
person for verification and
closure
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NPS. Efthiai@
B

ACTION BY WHOM RELATED DOCS COMMENT

-1 =233 X H pad i

Complaint Handling GOP 216

Process IR LI IH#2

Complaints received 3 = Mailbox Office, Email, Any party wishing to submit a complaint

W% iRk Administrator/Com | telephone, NPS,  contacts the Intertek office via telephone,
plaint Recipient B = other type of email, or other type of communication or
FBEIERAM%IFE | communication by sending an Email at
KA FAE/BFHEE  complaints.ba@intertek.com. A detractor

1%, BiE. comment received via the NPS process is to

be treated as a complaint.
H—FEERK R Intertek HDAFEHER
ik, AIBEEBIE. BT REM
ABAN, WAIEBFHMHEZE:
complaints.ba@intertek.com. i#if NPS
IR —FEmENELMEA—
MR,

Information forwarded
to the appropriate
individual {523 %
HEEBMAR

Mailbox
Administrator/Com
plaint Recipient H
HEERMIFE
A

email B3 FHR 4

Information forwarded to the appropriate
Technical Manager/Program
manager/account manager (depending if
systems certifications or supplier
management and depending on the
severity of the complaint and impact —
local or global) for action within 2 days
(acknowledgement to client and
assignment for action to the relevant
personnel).

How do I know who to allocate the
complaint to?

If the complaint is about an individual,
allocate the item to their manager.

When the complaint is about the delivery
of our service for a country, allocate to
local Operations for immediate action

If complaint is issued by a global client,
evidence shows global impact, and actions
need implemented in multiple countries,
assign the complaint to Technical manager
or a member of the Global technical team
for systems certifications and to the

For information only when printed.
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Account manager/Global team for supplier
management, who will coordinate
activities with multiple countries.

When you are unsure, contact Business
Improvement and Quality for support

SRR LI AENEARZE/ ERE/
EPEE (BUR T AR IES SRR &S EE
A RAIRBEAR R IRA ™ E M Fn 20
Ak £3K) £ 2 RARBEUEHE (8%
HIABEW, HEEENARDEHE
HE) o

FA T HIE 1% 57 A28 1AL 1R ?
MRILIFRETTENA, BRIFAE S
FLeatR iR,
LRIFRXTHRN— N EXFARENR
KEF, e LAl 5558 BIREY
178h

MRLFRXTEAE,, IHERAR
MmEEkits, FEEEAESIERSE
HEtEiE, HRIRNMARARLIBR AR
WIERERRARN, HAEEEPE
B/ EEENEREN, B5%40E
HINEIER
HIRTFAEREE, BRR S Bt FIR
EMIILARELFF

Verify the validity of the
complaint 3§ IE#Z KR
BN

Technical
Manager/Program
manager/Account
manager for SM
FARZIB/MB &
/N TR
B

Within 2 working days review the nature
and content of the complaint and
determine whether this is a valid complaint
or not.
ERNTE BRI IR RFIA
=, HHEZRFEEEY.

For information only when printed.
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Complaintinvalid #2iF  Technical

T3 Manager/delegate
/Account manager
for SM ¥R 38/
MEZEMENE
EENEEE

If concluded as not valid, then inform
complainant within 2 days

Update the Complaints, Disputes &
Appeals log accordingly

Process ends. AN E T, RTE 2 KA
BEIIFA

RETEHIR. FUABRIFAE

MIZEER

Log complaint SR #% Technical Manager
K Program manager
or Account
manager — see
responsibilities
split ¥R EIB/I0
HEIB/IR P EIE-
RSz T

Complaints,
Disputes and
Appeals Log %
W FARIR

HE

Upload Complaint into SharePoint
Complaints, Disputes and Appeals Log

For data entry into the Complaints,
Disputes & Appeals Log SharePoint, please
refer to the document WI216 “Work
Instruction for Inputting a Complaint or
Dispute from Customer into the
Complaints, Disputes & Appeals Log”.
Enter minimum mandatory information:
complainant contact information, detailed
complaint, Project number or activity
number, GSSC number, facility and client.
Attach evidence cited in support of the
complaint, attach acknowledgement letter
sent to client for valid complaints, and
document any direction/advice for the
local Operations/relevant department or
manager.

FF & E SharePoint #21F. il #0
Eif B Complaints, Disputes and
Appeals Log

MEHHEWMAZIF. FWUFRIEH
=, BSE Wi2le ¥ = PHRIRE A
SBR[ FWUFRIFAZHNIE
BF"

BWMAEEMRIEEK: WIFAKRE
B ®WiFEE. MERSIETRS .
GSSC 4ws . MBMEF. 1BHM EX g
IRHVIERE, IR AN, B EFSRE
FPRYEINME, FHEEEER/BERERS
AMEID/HEXTIIHEE.
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Acknowledge receipt,
client’s notification

IR BEER

Technical
Manager/Program
manager/Account
manager for SM %
REIB/1 HEI8/
HNEEENE
P&18

Complaints,
Disputes and
Appeals Log %
W FFRIRK

HE&

If concluded as valid acknowledge receipt
of the complaint to the complainant within
2 working days and start investigation.
Update the Complaints, Disputes &
Appeals log accordingly

MRBEEY, E2NILIEBASTHK
IFARIFERVGEEFIRAE.

MR EFIRF. FUFMBRIRAE

Perform investigation
THEIRE

Depending on
severity and
impact (local vs.
global):

Technical
Manager/ Program
manager/ Account
manager

Local operations
Global technical
team IRIBEFE
& FA2 e (A< Hh FA
2£3K):
FAREZE/M B %
/2P ATE/ L
EERBIT]

-5k NN

Complaints,
Disputes and
Appeals Log %
W FARIR

HE

Investigate or assign the task of
investigating the complaint to a designated
investigator who has not been previously
involved with the subject of the complaint.
Special on-site visit will be arranged if
needed.

Manage investigation to completion,
facilitate discussions with the assigned
investigator, local operations, client or
other personnel, as required
PENDEIOFATES BEREE
BN, ZABEAZHARBIEEZRFE
Bz,
INFEEE R HAF IRV IR 9]
EHRAETEEZETMN, REFEREH
S5kEipER. SHihEE,. TR3HEM
AGTTE

Perform on site visit
(refers to systems

certifications) 1T 17

ifie) GERTHEFRIA
iE)

Lead Auditor 1%
HiC

Report R

Complaints received from Accreditation
Bodies, Sector Authority Organizations, or
clients’ customers may require an on-site
investigation review visit

Report submitted within five working days
of completion of the visit.

Continue with off-site investigation.

W EIRR B TIARTHLAE . 1T A ELE
N, JHEFPNMEFNRIFFTERRIITIH
A&
HRIFTERZ G 5 M TIEAMIERHRE .
GEFITIEDIAIRE.
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9 Continue investigation Technical Manager Resolve complaint through an investigation
(applies to both SC and or designated and validation process, document root
SM) 4k4EiH1TIAZ (& | investigator cause, corrections and/or corrective
AT ZINER RN (Program actions to be taken in response to the
BEE) manager/Account complaint. BT AEFFAINTIERIRIZ
manager/Global i, IEREIERIFARAREE, KEH
technical team) % 2 IEA0/3h 2 IE &
REIBY (E A HY
BAEN (MEEZ
/IR P EIRIEH
FAREIBA)
9a. | Initiate a CAPA (if need Global technical CAPA log HiE If repetitive and/or systemic issues
it) Z42 CAPA (ZNE team S FFARH identified, open a CAPA in the CAPA log
&) BA and reference the complaint # in the title
of the non-conformity. Follow CAPA
process to implementation of actions and
effectiveness verification.
MREAMEEF/H ARG MO, £
CAPA HEFZRN CAPA, HEFFEM
RIFRRE S| % IFgmS . 1288 CAPA I
FESCHEFE e A XU -
10 | Recommendation Technical Manager | Complaints, Document the recommendation in the
FEa0e or designated Disputes and Complaints, Disputes & Appeals log. (See
investigator Appeals Log note 2)
RAZES{EH  iF. FUFHR ERF FUABRFEEERRTER
BT A IFAE (RE&F 2)
11 | Review and approval Technical Manager | Complaints, Review and approve results of the
TR M or General Disputes and investigation (See note 3)
Manager Appeals Log Certification suspension or withdrawal will
Global technical Correspondence | be processed accordingly if investigation
team if this is a ik, FWFIER  concludes it.
high-level IkBE Inform the complainant of the results and
governance =1 the decision of the investigation within 10

procedure change,
not client specific
RARZERBE
2

SRR AEIBA,
MRXE—NE

RARL IR FZ

working days of receipt of the complaint
(see note 4 and note 5). Keep an evidence
of such communication and attach it in the
complaint. Inform complainant they have
the right to appeal Intertek’s decision.
Update results in the Complaints, Disputes
and Appeals Log. 758 R #/EIFELE R
(W#&E 3)

For information only when printed.
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B, MAER
ETER

MR FEHEHITEESTHAPAER
E, BHERMFITRIE,
EFWEIKRIFH 10 N TI/EBABELIR
ANERURFERE (W&EE 40

) o RBIXFAEANIENE, FHIFEME
BikH. BERIFA, NERT
Intertek AR ELE L HIK.

ERR. FFBRIREERERER,

12

Assignment of actions
and Implement actions
R S B FIFEHERY
;]

Personnel who is
assigned actions:
local operations,
technical
managers, GMs

If not client specific
in SM, Global
technical team #£
SECHEMEAIA
B AHIE(E,
BAREE, B4
HE

MR BN ER
HWEKRER, £
Bk NEi[ N

Complaints,
Disputes and
Appeals Log
Correspondence
Updated
documents,
processes or
forms

Personnel
development
plans,
improvement
achievements
ik, FREH
=k

PN
BRI, &
EHRE
ARERITR,
pSUFE AR SR

If a complaint is assigned to you for action
and you think you are not the appropriate
person to action the complaint, contact the
technical manager to confirm reasons for
assigning the action to you and, if agreed
to re-assign (by removing your name from
the “Assigned to” and replacing with
another name), update the log and re-
assign as required. You can assign a case to

yourself.

Complete all actions as assigned, attach
evidence of implementation. Inform
complainant of the completed actions. This
must be done by e-mail or formal letter. If
you confirm verbally with the client, a
follow-up e-mail must be sent to confirm
discussion. NOTE: The communication, e-
mail or letter, must indicate that they have
the right to appeal if they are not satisfied
with the resolution of the complaint.

WMR—MFE T EC LR IR REEE, R
IWARENE S AR IRIFR GG
i, BRRBREIRFINDECIE L (REY
RE, WREEEHSE GRELMER T
i BIRNRT, E®HE—12F) , R
BRREEEHHSMEFRSE. RAIUE
CRBCOEET.

SR BECHI PR BTERE, M ESERERYIE
& BEIRIFAETRAVER. XM
BB T IERES. MRS
FOKEIA, Pk —E BRI HR 1 R
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Wi, &iE: Bl BFEpFsEY
WHIEREA, IR I BOFBIRRR T R
T#E, iNaREaIR.

13 Close complaint in the

log XM HEHRBIRIF

Technical manager
or delegate or
Account manager
or General
manager FARZIE
ZNEHNERE
ey BATE

Complaints log

®IFEE

Verify that all the steps defined above have
been properly completed including:

that all issues identified by the
complainant are addressed in the
investigation,

that root causes for all the issues are
covered,

a determination has been made as to
whether the issues are repetitive or
systemic (and a CAPA created if required)
the communication of the outcome to
complainant which includes a statement
they have the right to appeal.

All evidence available as attachments

The verification and closure of a complaint
performed by a person different than the
person who implemented actions
WABEMTEN LRGSR, Ga:
AR AL DINEEISERES L
EE!

FT B EIRE AR A R E &R B S T
EAMECNEESEEMNTERRS MR
(GRRFE, ITHEILT CAPA)
BERTRBIRA, BEPaiE—5i
BN LIRHIAEERR,

FT B RIE A M ROIERE

AR ET e dE R A RAZ LA 5K %
K

Outside of the process flow:
Trend Analysis JfEZ9h: #2
Both

Director — Internal
Auditing E 2%

Analysis report

DIRE

Perform trend analysis quarterly

Summary submitted to the Regional
Certification Managers and the Global Vice
President — Technical Management &
Quality

Quarterly, review the trend analysis with
Global technical team and document/track
proposed actions (global or local impact)
using 10X cockpit. Ensure actions
implemented are monitored for
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effectiveness and lack of effectiveness is
flagged for further actions
BEEHITEE S
EXIGIAER B IR AEIRMRE
Bl BB R i REE
BFE, S&EARAREN—EITHEES
SHr, FHEF 10X cockpit FREFIRINATHE
M (ko L) . FRITSCHEAY
BREHIT ARSI, FHXBRZ BRI
BB TARIE, WAEREUH—SRITT

&)

Note 1:

I

Note 2:

E 2:

In the case of investigation of complaints related to certified/audited clients (refer to systems
certifications), the special visit (short Notice or unannounced) is to be recorded in the system and a
report, supported by objective evidence, shall be uploaded in the system within 5 working days. If
complaint is related with audit previously conducted, and a special audit is required, this shall be
conducted in accordance with the requirements of GOP103 — Audit Execution Process or the
appropriate customer specific requirements.

FEIFERXINIE/ FZE PRIFE (ERIND , BEVIEREA S RFIERER GRS PRYF K
§9I3ie) GRESEASCRBAE) , M7E S5 N TIERRERS S L. MRFSURTHITHEZE
X, BEEHITHIREZ, NIERGP103 -HZHITHIZMERNIE LT P HFEEREIT.

For Systems certifications: investigation may lead to the reduction of scope, suspension or withdrawal
of the certification of a certified client. In such cases, the recommendation is to be processed in
accordance with the requirements of GOP209 - Suspension and Withdrawal Process.

The investigation may lead to performance evaluation and need of improvement plans for Intertek’s
personnel (auditors or non-auditors). In such cases, action shall be assigned to direct managers of such
personnel

The investigation may lead to changes of Intertek’s processes/procedures: follow GOP218 for
processing of changes in system certifications and with Global technical team for Supplier management

SHFRRINE: BAEFRESEOAEZEPIAEEEY /)N EEeEEE. EXMIERT, BiURE
GOP209 —-E{=FEsH T IEREKFHITALIE.

VB R REFERT Intertek A3 (A RSIAEEZA L) BIGEOEN MU TTRINEE. EXMIE
AT, MEEEERAXEAGNEREEE
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Note 3:

E 3:

Note 4:

4

Note 5:

JE5:

BEAREL S Intertek BIRIZ/IEF L ETT: %08 GOP218 XA R INIEHIZE EALTE, HA&EH
AR BB\ $2 SR R S BT

If the Technical Manager/Program manager/Account manager has been previously involved with the
subject of the complaint, the review and closure approval will have to be made by the General
Manager or higher-level management

MRKEARZIE/ B EE/ ZFPEEURNS RIFER, NWIFRMXEAELSTREZEHESH
A ETBA R EL

If the investigation cannot be completed within 10 working days, the complainant will be notified of a
new date of completion.

WEEREEE 10 N TIEXRATRK, RIFASHBEMITRBERA.

In case the result of the complaint investigation is “Claims” from the customer, the maximum liability
of the company is refund of the certification/audit fee. If any claim is more than the certification/audit
fee received, then the Intertek Group Notification of Incidents and Claims (Notification of Incidents and

Claims) shall be followed.

MRIFAENERZEEZFH “RE” , 2ANESHERRTME/ FZERM. MREFAREE
HWEIRIAE/ B2 EER, WNETE Intertek FHFIZRIFIBEN (5540 Z= 518 %N (Notification of

Incidents and Claims)) »

9. JAS-ANZ Specific requirements for systems certifications JAS-ANZ & Z I\ ERIFFE
2K

The following requirements apply in the case of complaints:

AR ESRIE BT It 4R -

Issued by clients holding JAS-ANZ certifications
JAS-ANZ TAIEE PHRIIRH AY

Against clients holding JAS-ANZ certifications
H®iIRIR S JAS-ANZ IAIERI A

As specified in GOP216-INFO, the complainant may refer the complaint to JAS-ANZ if dissatisfied with the
outcome of Intertek’s complaint handling process.

{8 GOP216-INFO #I7E, HIF AT Intertek $ZIFALIBITIERIE R, BIIFLIRIZITE JAS-ANZ,
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When a complaint is not resolved within the agreed timeframe with the client, the complaint must be
escalated to the Global Vice-President Technical Management & Quality.

WMRBIFAREASEPAENREAMR, MWZgFe5 LA ZE KR S RRAREESFRERR

When a complaint is not resolved within three (3) months of the agreed timeframe with the client, the
complaint shall be referred to JAS-ANZ. In such a case, the following information is to be provided to JAS-ANZ:

MRBIFREESERPAEHN=ARBER, MHZITIRRZ T4 JAS-ANZ, FEXFIERT, 15%E JAS-
ANZ IRIEUATE R

A copy of the original complaint

ERIFHEEN

records of the review of the complaint

FIRAIERIER

a copy of the response to the complainant

B IR A 80 i 2 4 & BN

any other records that inform the background to the complaint.

HHIRIFEXERPEMITR.

10. Records i23%

All records relative to Disputes/Appeals shall be entered into the Complaints, Disputes & Appeals log and
maintained per GOP202 - Records Control Process.

FRBXTHRIFMNIERNHFICREIRRF, FIUFERIFEEHIRER G0P202-18 Rz 12 TR EF.

REVISION LOG

Revision # Description of Change Release Date
10 Complaints, Disputes & Appeals Log URL updated 04-0CT-2019
11 Clarify steps and responsibilities — add details 18-FEB-2020

New process flow
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