iNntertek

Total Quality. Assured.

COMPLAINT HANDLING PROCESS 7155013 55

Document #: GOP216 Release Date: 25-JAN-2019 Page 1 0of9
Document Owner: L. Poulton Approver: Global VP, Technical Mngment & Quality

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

i3 3E (UE R T % BA SEBHIIRIR

1. Purpose BHY

To describe the complaint handling process, including receiving, validating, investigating, and deciding
what actions are to be taken in response to the complaint.

IR IFALIRITFE, SIEEW. I0IE. EE URRE MR R E I TS
2. Scope JEH

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

ItFF2ER T Intertek INME/FRZARSZ B XIIRIF, LUK Intertek SRIE/B 1% PRIIRIF.

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.
FXABIRB T JIAS-ANZ NIERE PRIRIREERIFRTT JAS-ANZ NIEEF, FERLITE 10
BB IR ENER IO ZE K

3. Responsibilities BA BT

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

RAREZE: HHBAMNEE—MAFTRLSEER] (FEEARPL) , RAREEARIZIIENEH.
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&HE: HHEAHLNELR—MATHLSEE], SERARARZEBUTHESESES BARE
185l BA R A IBEMIRT.

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
EHREFZE: MRRIRTREKER, 2EREFLELENSHARZER BA REESERRIZE
Ko
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4. Definition EEN

Complaints: Expressions of dissatisfaction made to Intertek with regards to its certification/auditing
services or its certified/audited clients (as it relates to the implementation of the clients’ management
systems), where a response or resolution is explicitly or implicitly expected.

#iR: XTF Intertek BINE/ AR FSHENE/FEZREPRERNH (WHPREFHNEEREARE
M) , Intertek WIS R FLARRHEE & 3 & RS K.

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

EHAEAN: REFEESKIFEXNEZUR/SAHBRAENZTIETHEREIBAR.
Notes: &3+

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

IR IRIS 12 N B TR B EK

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
EIENERTHEXMSE/M@FIRF. A, XMEANERTCREA WS BA BEE.

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)

BREBAEMFENRE, RFABESZRIFEELALSMENE R/EZEKE WI-QCS-012
Integrity Compliance Handling Procedure #£{T4bEE,

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

KOIFIIRRE . BELURRE R REXIIR AR KRITA.

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

L RET Intertek RFIIANE/FAZERN B NIE/ FZE P RIZIR, Intertek ST EXRIRIFF
BV T R LY IEFE T

When the complaint is against a certified/audited client, 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

SRR TN EZERIRIFER, BERIFAST R AT, BRIE Intertek. RIFHUREFR—
FOREMMIZERNIRIFAT AR REHE 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.

For information only when printed.


https://infolink.intertek.com/IAS/Policies%20and%20SOP/Forms/AllItems.aspx?RootFolder=%2fIAS%2fPolicies%20and%20SOP%2fIntegrity%20Compliance%2fIntegrity%20Compliance%20Program%20and%20Policies%2fIntertek%20Integrity%20Compliance%20Handling%20Procedure%28WI%2dQCS%2d012%29&FolderCTID=&View=%7b0BA047CC%2d6970%2d4CCD%2d906C%2dE6EE78054225%7d
https://sharepoint.intertek.com/industrialservices/BAlibrary/Support%20Documents/Generic%20(QMS-EMS-OHSMS)%20Documents/WI-QCS-012%20Integrity%20Compliance%20Handling%20Procedure.pdf
https://sharepoint.intertek.com/industrialservices/BAlibrary/Support%20Documents/Generic%20(QMS-EMS-OHSMS)%20Documents/WI-QCS-012%20Integrity%20Compliance%20Handling%20Procedure.pdf

N

AJ ., = |
COMPLAINT HANDLING PROCESS #ZiF T iH 2
Document #: GOP216 Release Date: 25-JAN-2019 Page 3 of 9
Document Owner: L. Poulton Approver: Global VP, Technical Mngment & Quality

MREIFAZHE X BA BYES)), EWERIFE BA BXARNRRARBEIRA N AIERIFRIER T,
FEBARBRFHARBRERFHEELBLEER Intertek BIFRI ). XMIFFAFRICRAER
I FUABRIFHEERR.

5. Input (I

Complaints received from clients through the Global BA Complaint email, complaint.ba@intertek.com or
through the Intertek office via telephone, email, or other type of communication.

Bid 21k BA #iF B {558 complaint.ba@intertek.com 3EYWk B FE LI, SHBIEIE. BF
B E M T REER Intertek HAE .

6. Output ¥itH

Investigation result and updated Complaints, Disputes and Appeals Log

WELSRUAREHRIF. FUMBIFEE
7. KPIs

Mailbox Administrator/Complaint Recipient forward Complaint to the appropriate person within 2 business
days, Technical Manager acknowledge receipt of Complaint within 10 business days, and outcome
responds to person sending in Complaint within 30 working days.

HEEERANFEBALE 2 N TEARBIRIFE LA EENAR, BARZIEE 10 M TIEARRERK
kBRI, FEEANTLIEARBERRIGLEBRIFA.

For information only when printed.


mailto:complaint.ba@intertek.com

N

COMPLAINT HANDLING PROCESS 7155013 55

Document #: GOP216

Document Owner: L. Poulton

8. Process Flow: ;R 12E

1. Complaint
received

2. Information
forwarded to the

Release Date: 25-JAN-2019

Page 4 of 9

Approver: Global VP, Technical Mngment & Quality

appropriate
individual

3. Detail of
complaint logged

4. |s complaint
valid?

5. Complaint invalid
- notify complainant

A 4

a

6. Complaint valid —

cknowledge receipt
of complaint to
complainant

9. Process Description itz
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BTk B
. NPS, Hfth
BT

ACTION BY WHOM RELATED DOCS COMMENT

iz Hiff EE e pea 4

Complaint Handling GOP 216

Process ¥ iFAbEE T

i

Complaints received Mailbox Email, telephone, | Any party wishing to submit a complaint contacts

W Administrator | NPS, other type the Intertek office via telephone, email, or other
MfEEIER of type of communication or by sending an Email at

complaints.ba@intertek.com. A detractor
comment received via the NPS process is to be
treated as a complaint.

ET—H1EEEE R Intertek A EIBITILIR,
LR EIE. BT REMEEAEN, &
AIXEBFHHGE:

complaints.ba@intertek.com. i@iT NPS i g

RE|—FRnENE R EA— DR,
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Information Mailbox Email Information forwarded to the appropriate
forwarded to the Administrator = HFHBE Technical Manager for action within 2 days.
appropriate individual = ERFHETIEST £ 2 RABIRIRER A B EEN R AR EIEREE
BIERELREEN ft o
AR
Detail of complaint Technical Complaints, Upload Complaint into SharePoint Complaints,
logged Manager Disputes and Disputes and Appeals Log
FiEKIFIFE RAREZE Appeals Log 7t SharePoint #if. FMBIFHEEE#HK
ik, #UHMEB  FREAE.
IFEE
Verify the validity of Technical Within 10 working days review the nature and
the complaint Manager content of the complaint and determine whether
IR B HARZIE this is a valid complaint or not.
£ 10N TEARITFHEKRIFERFAS, FHR
EHRB=—NMEMIIR,
Complaint invalid Technical If concluded as not valid, then inform complainant
TR IK Manager within 10 days
FAREE Update the Complaints, Disputes & Appeals log
accordingly
Process ends.
WRMETLY, AL 10 RABHIRIFA
MM E R FIUFRIFAE
MIZLER .
Complaint valid — Technical Complaints, If concluded as valid acknowledge receipt of the
acknowledge receipt Manager. Disputes and complaint to the complainant within 10 working
BYIRIF-SMEE BAREZIE Appeals Log days and start investigation. (see note 6 below)
0y IR FFIE | Update the Complaints, Disputes & Appeals log
N = accordingly
MRHEBY, 7 10N TIERARSHHIFA
KIFEEWH B FRAE. (WUATEE 6)
MRt EHRF. FNABIFEE
Perform investigation = Technical Investigate or assign the task of investigating the
HITIAE Manager complaint to a designated investigator who has
HARZIE not been previously involved with the subject of
the complaint.
Special on-site audit will be arranged if needed.
BERSEOFBAEESZBREGREEA,
ZAEAZRIRBEEZFEHZH.
NEFEZRRATARN IR E %,
Perform on site visit Lead Auditor Report Complaints received from Accreditation Bodies,
MITINIATE % BHizE RE Sector Authority Organizations, or clients’
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customers may require an on-site investigation
review visit (See note 1)

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

Continue with off-site investigation.

RIS B TIARTHLAE, 1T ELELR . S
FPHZE PR AT RN TE A AR 1 T
T (WgED

Mz G 5 M TIERRERRRE.
PEHITIENIAAE

9 Continue with off-site | Technical Resolve complaint through an investigation and
investigation Manager or validation process with decisions made on what
eI TIEINIAIAE  designated actions are to be taken in response to the

investigator complaint

AL BT AEMIIETE R A RREF, BEE5xt
ERHIAE FIRE SR BN HE X HEHE o

A

10 | Recommendation Technical Complaints, Document the recommendation in the

=0 Manager or Disputes and Complaints, Disputes & Appeals log. (See note 2)
designated Appeals Log EFRIF. FUFARIFAZRBERTEN (W&
investigator ik FWFE  5F2)

RARZES, FHE
EHHiEE
A

11 | Review and approval Technical Complaints, Review and approve results of the investigation

TR R AtE Manager or Disputes and (See note 3)
General Appeals Log Certification suspension or withdrawal will be
Manager Correspondence  processed accordingly if investigation concludes it.
WARLZES, | #%iF. $FIHE  Inform the complainant of the results and the
B4278 N = decision of the investigation within 30 working
= days of receipt of the complaint (see note 4 and

note 5)

Update results in the Complaints, Disputes and
Appeals Log.

WHEEHERAESER (W&E3)

MR PEWHEHAITEIFTOEHAVADRE,
MRz THRAE

EEWEIRIFA 30 M LIEHABHIRIFAL
RUKBERE (WEF4F15)

ERIF. FFRIFASREHNS
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12

Trend Analysis Director — Analysis report Perform trend analysis quarterly
REEAT Internal SRS Summary submitted to the Regional Certification

Auditing Managers and the Global Vice President —

RERE#Z = Technical Management & Quality

i BEEHITEE SN

HEW%E FIEMERIIAERNRER 2R
Zathiass

Note 1:

#iE1:

Note 2:

% 2:

Note 3:

%31 3:

Note 4:

#iE4:

Note 5

In the case of investigation of complaints related to certified/audited clients, the special visit (short
Notice or unannounced) is to be conducted in accordance with the requirements of GOP103 — Audit
Execution Process or the appropriate customer specific requirements.

3B XK/ FZEPRIIFRIEZ, KB GOP103 -FiZzLiEdZNEXERKSENER
B R BRI THI A % (REHiR %H‘JZEIIE BE) .

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

WEATRESBERIER PROAEERYER, AEEF80EH. $HXEER, KR GOP209-&iF
RESHE IR ERAITHENIRE.

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

MRKARZEBZ G EEE RGP, THERAMERAISTHEZENESEEERM
o

If the investigation cannot be completed within 30 working days, the complainant will be notified of a
new date of completion.

WMRIFEANREE 30 M TEHATTER, TBFIFA—THBISEREE.

: 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.
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#E5: HIFAEERERBTEFNEKX", ARGANFTERBLNEFEZER. WRITEIE
B HIRTIAIE/ FZ R ANENK, BANEE Intertek £IRFHMEREREMN (FHMEREE
ySIDI

Note 6: Unless a decision is forwarded to the complainant within ten days of receipt of the complaint.

#E 6: FRIFEEBURIFGEM 10 XA, ERRELRELS THRIFA.

Note 7: 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”.

#3F 7: EHXFRERAE SharePoint #2if. FWFRIFHERHEIE, BSHXH WI216"4% 1K, FiUFIER
IREERMAZARIFR N TIERS

Note 8: For the term “Technical Manager” referred to in the above, this may refer to the term “Program
Manager” or “Account Manager” in the Supplier Management operation.

#E 8: X ERRRINBARZIR —i7, WATLIRMRA “HIBERE” 37E SMBIEEEPMN “&
P& .

10. JAS-ANZ Specific requirements JAS-ANZ 45 EZR

The following requirements apply in the case of complaints:
AT EEKIE A T 4%k

Issued by clients holding JAS-ANZ certifications
JAS-ANZ TAIEZR FHIIRH Y

Against clients holding JAS-ANZ certifications
IFFR1E JAS-ANZ NERIZ

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.

1&kH8 GOP216-INFO ¥IzE, #ZIFAILIFAIRT Intertek $RIFAIBTFEMLERAH, AIFIRIFITITLE IAS-
ANZ,

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.
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MRKIFREESZERAERNBEABR, WIZIFAA EFAZESKESREAREESRERIT.

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:

MRBIFREESERPAEN=ZNA AR, MNZIHIRRZ T4 JAS-ANZ, FTEXMIFERT, 1%E JAS-
ANZ IRIEATER

A copy of the original complaint

RIS EN

records of the review of the complaint

KIRETEEHEIE R

a copy of the response to the complainant

)52 I A i LS i 2 ) 2 BN

any other records that inform the background to the complaint.

HHRIFEXEREMIER.

11. Records

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

FRBXTHRIFMICRMFICREIRIF . FIMBRIFEEHIZR GOP202-iE RIZFIT F2H TR ST

REVISION LOG

Revision # Description of Change Release Date

8 Addition of references to the terms used in the Supplier Management 25-SEP-2017
operation.

9 Addition of section 10 — JAS-ANZ Specific requirements 25-JAN-2019
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