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This process only applies to disputes and appeals related to Business Assurance activities

ISR (UER TS BA iERIRIFHNFOERRF

Purpose BHY
To describe the process for receiving, evaluating, and making decisions on disputes and/or appeals.

TR T AN/EEFRIIEI. THSTIRERRIIIE.

Scope ;’EEI

This process is to be used to process a dispute on a nonconformity(ies) or a certification decision, including
suspension, withdrawal and/or scope reduction of a certification audit result. It also applies in the case of
clients who are not satisfied with the results of the dispute process and wish to appeal the decision. All
disputes and appeals received will be processed through the Complaints, Disputes & Appeals log

HESRERATYARFEEOANERERSEE. ITHEH/ENERZRER MINDEERH SN ERN.
SRR RFERTIAZFYFHUIEERAHE | FEHFHUERIER. KRS NS
IFBERKRF. FAIEFATHITEIC.

Responsibilities BAEx

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

RARZHE | FADRNER—MATRNSER] (BRI ) | BARFIRRARIZIIEZAINER,
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

BA R : ZHAINANER—MBARTANLSEER] , WA EERAZEUTIESEDEES BA B
218,
Global Account Manager: In the case of disputes/appeals related to global accounts, the Global Account

Manager shall work with the Technical Manager or BA General Manager to the resolution of the
dispute/appeal

EREFZE  IRRFTRERER |, SREFZEFTSHRARIER, BA REESIERRAZR,
Mailbox Administrator: To identify who should receive the dispute/appeal (per “Process Description”
below) and forwarded it to the appropriate individual within 2 business days

BRFEEIERR | IRBIFN/EFRIRA (IRIBLIT IR ) 7E 2 P TIEHREREERAR.
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Definitions EEX
Dispute: A difference in interpretation of a requirement which justifies formal documentation for further
evaluation.

F  FRERERBE RN | BEXREH—SIHEA0EK.

Appeal: A formal request for reconsideration of any dispute decision.

i . — PRI EAENRER HIEKEFHHINRIEEK,

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

EEREA | MEABERSSREXRFNAMSRAVEZIN/SB0RETIEIA R,

Notes &+

Submission, investigation and decision on disputes and appeals shall not result in any discriminatory
actions against the client filing the appeal and/or the dispute.

232, FELURNFNARIFNRE | MESEXEFERnBRiFH/S B I T,

If the dispute or appeal does not relate to Business Assurance activities, Business Assurance personnel
should do its best to identify the party the dispute or appeal should be addressed by and then notify the
person filing the appeal or dispute that the dispute or appeal has been received and forwarded to the

appropriate Intertek business unit. Such disputes/appeals are not to be recorded in the Complaints,
Disputes & Appeals log.

INERFWEHIFS BA TEEIFLX , BA ARNMRERABEIRAIN MRS/ BFAIEXTS |, FEIEA]
RHFNEEHIFRIIAR | BIREISNEET , FEEREEIER Intertek RYFR ), XFFFHN/BHIFA
HRICRERF. FUEFETER.

This process does not apply in the case of disputes/appeals related to financial/commercial matters.
Nevertheless, in such cases, the issue is to be directed to the Business Unit BA General Manager

WS EERNERTEXRUS/BSAENEN/ER., AT , XMERNERECRE BA 3P I5EE,
Input: Disputes or appeal received from clients i\ : SREEFPINFEINEEF
Output: Investigation result §it: &L R

KPls:
Forward dispute/appeal to the appropriate person within 2 business days

2 N TEHRIEIER/HIFEAEERIAR

Technical Manager acknowledge receipt of dispute/appeal within 10 business days
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Outcome sent to the client within 30 working days.

30 M LIFE B RAERKIELER

Complaints, Disputes & Appeals log URL: ZiCiRiF. SHYFNERIFAEEE

Page 3 of 11

https://sharepoint.intertek.com/industrialservices/audit/Lists/Complaint%20Disputes%20%20Appeals%20Log/

Open%20ComplaintsDisputesAppeals.aspx

Process Flow: 972
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FNHEFEE
1 Dispute received Mailbox Email, letter A client shall, within 30 days of the
WEFN fdminisuato decision, submit a dispute in writing to
L'ocal Office  GOP208-INFO  Intertek by Email at:
HRFEEIE mpisE. 1E disputes.appeals.ba@intertek.com or
R, S regular mail directly to the local office.
nE B FRAEREMAY 30 R, LUbBME:
RN AR E Intertek BB FHRFEHD
iit: disputes.appeals.ba@intertek.com
EEERIMHE S NE,
Dispute received verbally will not be
accepted.
OSBRSS A TR,
2 Forward dispute Mailbox Forward to the appropriate Technical
information Administrato Manager and/or appropriate Certification
=R r, Authority designee of the Intertek

Local Office
HRFEETE
SN L8

=

B 9

Certification Body responsible for the issue of
the related certification (this information is
available in iEnable) within 2 business days.
The mailbox administrator must confirm that
the dispute information was received by the
Technical Manager or Cert Authority through
an e-mail read receipt or other means prior to
considering this step as completed.

RAE 2 D TR R RISIRAREIEN /B
Intertek INIEAVARSRERINETRAI S
BERPAIEREAR (@ iEnable EHif
FHIANERERIEIAAR ) .

HRFE =R R B B S EIAEEE
X — PRI FZ RIRYEMET SRR A
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ZEFGNEREA RIS,

In the case of a Global account, the Technical
Manager shall work with the Global Account
Manager throughout the dispute process.

MEEREF , KAZENSEREFZ
BESVMESREFEIFLE,

Receipt of the Technical Complaints, Upload dispute into the Complaints, Disputes
dispute Manager Disputes and and Appeals Log.
T INVESE2g IV FRAEE Appeals Log FEAECERF. FEIRREEF.
Correspondence
BiF. $YA0 Acknowledge and respond to the person
SRS + sending Dispute within 10 days. A copy of
a EEJBE = this acknowledgement shall be uploaded into
BEICHE the Complaints, Disputes and Appeals Log
SharePoint as an evidence of
acknowledgement. (see Note 1 below)
£ 10 NILIEE A EISA TR E
Ao HEARISHL_EfEZ Sharepoint 3%
. FNFNRREICHEREAHARIE
B (W&EEL)
Perform dispute Technical Investigate or assign the task of investigating
investigation Manager the dispute to a designated investigator who
SCHERIN AR (see Note 2 has not been previously involved with the
below) subject of the dispute.
AR BEHEFEERAENRFNERIRERESS
. FBEXFENFPHEEAR,
(W&E=E
2) Review of the client’s documented dispute,

related reports, and consultation with the
audit team members as well as with the
client’s management.

XA RIS, W RAYREHT
e, FEdERAERREEFEEA
RTREBR.
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The one responsible for investigating the
dispute has to investigate, validate, and
document the resolution of the dispute.
Judgment must be based on facts and
evidence provided.

HERFEEFNNARNMER., WIEFHZM
PHIBXFHNAIMRRGER, BIURES
SEANTRHAOIETRF L FIRT.

If necessary provide the client with progress
reports.

ABRE  AREFREEEERS.

5 Outcome of the
dispute
investigation

FINFERER

Technical
Manager

ARZHE

E-mail
Complaints,
Disputes and
Appeals Log

B, FNF
BRIFEICAE

Inform the client of the result of the
investigation within 30 days and of the right
to appeal the decision in writing within
30days.

30 RN REERBNEF , EiEE
XIFERIRTER ERIFANF) .

Document the decision related to the
outcome into the Complaints, Disputes and
Appeals Log.

BEXPERENEREICHERF. FY
MeEFRAE,

Perform an analysis of the cause of the
dispute and determine if any correction
and/or corrective action is needed.

X5 EFUNRRRTON , FRERS
R ENE [EAN /B LEFE .

If any correction, corrective and/or
preventive action is required, it shall be
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processed in accordance with GOP210
sections 1.0 and 2.0.

EEEXEMIE. MIEF/EFRpsIEE , KL
{&H8 GOP210 1.0 Z&75%0 2.0 ETHERAL
EEO

6 Outcome accepted  Technical Complaints, Close the dispute in the Complaints, Disputes
et Manager Disputes and and Appeals Log.
BAZE  Appealslos  IERIRE SNAIEIRENEARSRREMIEX
}'L\ A\
KiF. S%F0 =RV
FRIFEICHE
7 Appeal received Mailbox Correspondence A client shall, within 30 days of the dispute
BB Administrato BEDR decision, submit an appeal in writing to
r, Intertek by Email at:
Local Office disputes.appeals.ba@intertek.com or regular
hRfEEIE mail directly to the local office.
2. Wity EPNASFNREMEE 30 X2l , LA
XN
. RS ERIR A E Intertek EBF 4B
FEbIE:
disputes.appeals.ba@intertek.com g§
REEAIMHLESDAE,
8 Forward appeal Mailbox Forward to the appropriate Technical
information Administrato Manager and/or appropriate Certification
A RIFER r, Authority designee of the Intertek

Local Office
HRFEETE

N 78]
=

D> A

Certification Body responsible for the issue of
the related certification (this information is
available in iEnable) within 2 business days.
The mailbox administrator must confirm that
the appeal information was received by the
Technical Manager or Cert Authority through
an e-mail read receipt or other means prior to
considering this step as completed.

N1E 2 NLIERREERLEHREIEF /8
Intertek INIEAWIREFEIINE RIS
EASAIEREAR ( @& iEnable &Eiff
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EHINERERIBRIAAR ) .

HRFEEIE R BT M i E N E e
SIX— BRI E 2 BIRVE b5 AR
LEFINEREAREWEIRIR.

In the case of a Global account, the Technical

Manager shall work with the Global Account
Manager throughout the appeal process.

MEEREF , KAZFENSEREFZ
BERIFMEIEFEIFLE.

9 Receipt of the Technical Complaints, Upload appeal into the Complaints, Disputes

appeal Manager Disputes and and Appeals Log.
BOAMEISN  RREIR Appealslos | HEHNEHERTIEIRE. SHEIRES

Correspondence h

1Rif. SN ’

RIFZICAE Acknowledge and respond to the person
sending Dispute within 10 days. A copy of

(=105 this acknowledgement shall be uploaded into

IBRICR the Complaints, Disputes and Appeals Log
SharePoint as an evidence of
acknowledgement. (see Note 1 below)
£ 10 N LEAAFFRISSRIFRDH
Ao FHARNEHMN E{EZ Sharepoint 1
F. FNFIRIFEICHSE(EAFARNE
B (NEEL)

10 | Appoint Appeals Intertek Appeal to be processed by a Panel of three
Panel management (3) members appointed by Intertek’s
EFpEBIFERS Intertek & management. (See note 2)

e EHIFISH Intertek EIREFARY 3 DIFE
REFLE,

11 | Perform appeal Appeal’s The Panel is responsible for investigating,
investigation Panel / validating, and documenting the resolution of
SCHEERIFERE Technical the appeal.

Manager
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EIFERS/

RARZIE

ZRENHEE. WIEFEABENEX
ERFRIRRRTTZE.

Members of the Appeal’s Panel will make
judgment based on facts and evidence
provided.

EIFRR SRR SIES LR AANIE
TERIELHFURR.

The Appeal’s Panel may elect to hear oral
testimony from both parties.

BRI/ VA RIS E N5 A O SLIE
19,

If necessary provide the client with progress
reports.

WBRE  AIREFREEEERS.

12

Outcome of the
appeal
investigation

EIFAERER

Technical
Manager

AL

Correspondence
Complaints,
Disputes and
Appeals Log

BEICR
B, FN
BIFEICAE

Inform the client of the result of the
investigation and the outcome of the panel
within 30 days.

30 RGAEERIUNBIFERSRIER
BEREF.

The decision shall be the final decision of
Intertek.

Document the decision related to the
outcome into the Complaints, Disputes and
Appeals Log.

HAEMNAES Intertek EREZAVARTE.

B EREASICERIF. FINFRF
A&,
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Perform an analysis of the cause of the
appeal and determine if any correction
and/or corrective action is needed.

X5 ERIFRNRERTON , FRERS
BRIV IEAN/B IEFEE.

/

If any correction, corrective and/or
preventive action is required, it shall be
processed in accordance with GOP210
sections 1.0 and 2.0.

EEEXEMIE. MIEF/EFRpsIEE , KL
{&H8 GOP210 1.0 Z75%0 2.0 ETHERLL
EEO

13 | Trend Analysis Director — Analysis report Perform trend analysis quarterly
FEE 2y iy Internal BHEORE S EEXEEHIToN
Auditing
R M-I ERE
1% Summary submitted to the Regional
Certification Managers and the Global Vice
President — Technical Management & Quality
B R R SR A I KIS TR £ Bk
RAEERER S .
Notes &FiF:

1. Unless a decision is forwarded to the client within ten days of receipt of the dispute or appeal.

BRAEERRISN/EEIRER 10 RREIRRERRAEF.

2. The personnel engaged in the appeals-handling process are different from those that carried out the
audits, made the certification decisions, or were involved in the processing of the related dispute.

S5HIFIEMENARNART25E 8%, (FHIAMERE. SiFREIFNHIAR,

Records iC3%

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

REVISION LOG

Revision # Description of Change Release Date
6 Re-formatting of the document & addition of administrative information 02-JUN-2017
7 Additional instruction added due to a finding from the internal audit. 01-MAR-2018
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