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

ISR UERAF 3T BA iEshRISFHNFIRIR

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

RGN/ EFRIEI. THMSETIRERRITIE.

Scope JBH

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

S RERATYARFEEOANERERSEE. IEHEH/SOANERZRERERIADEER RN ER.
SR REFERTEAZEPY NI EERANHE, FERFHUERIIER, EKEIRSINAS
IFRSERRF. FNHBRIRFESHITEIC,

Responsibilities BAZS

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

RARZIR: JFADRNER—MATRWSEER] (FdARF0) |, ARFEGRZIIEINEA.
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

A REZE: SENDRER—NEBARRNSER ], WoBERAZIELITIESES L BA R
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: IRFERERER, £EFEEFESHEAZES BA BREBESERASR.
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/EFRIA (IRIBUUTEERR) FHE 2 N TIFEREAGTHERIAR.
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Definitions X
Dispute: A difference in interpretation of a requirement which justifies formal documentation for further
evaluation.

N SIRERHRBERIN, BEXH—STHEIEK,

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

Bif: — D RTFIHHIFINRER HAIZEREFFTFNAIENEK.

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

EEREEA BEFBERSSIEXFIMERARZAN/ERESENAR.

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.

"R, PEURMNENFIRFRNRE, AMESEXEFRERRIRA/SHFNE A TA.

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.

INRFNEERIFS BAERITR, BA ARNRRARREIRBINAMEFIN/BRIFRITEXT, FEHIEA
REFVERIFIIAR, SEEISENERF, FEEREGER Intertek AIERI], IXFFN/HIFA
FRICRARIF. FUNHIFETER,

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

IR ERTERVS/ASHENEN/ BT, AT, XMERMERLHRS BA BRI ISEHE,

Input: Disputes or appeal received from clients i\ : SEBEZE ISV EERIF
Output: Investigation result §fith: FELER

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

2 N TEERBIER/HRIFEAEERIAR

Technical Manager acknowledge receipt of dispute/appeal within 10 business days
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FRAZIRE 10 N IAFHPBAIWE T S/ B

Outcome sent to the client within 30 working days.

30 M IEERBREBRERKIEEER

Complaints, Disputes & Appeals log URL: iz, FNHNERIFAYGERE

Page 3 of 11

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

Open%20ComplaintsDisputesAppeals.aspx

Process Flow: 1972E]
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FNHERIFIE
1 Dispute received Mailbox Email, letter = A client shall, within 30 days of the
e fdmimsmto decision, submit a dispute in writing to
L'ocal Office  GOP208-INFO | Intertek by Email at:
HRFEETE R, 1S disputes.appeals.ba@intertek.com or
R, S regular mail directly to the local office.
o= EFRERTEMHAD 30 K2, LUEBE
FRIRRZFYABE Intertek EBFHEFEHE
it: disputes.appeals.ba@intertek.com
HREERIM A SN AE,
Dispute received verbally will not be
accepted.
LRSS R T,
2 Forward dispute Mailbox Forward to the appropriate Technical

information

ERFWUER

Administrato
r,
Local Office

e
. S
=

> E

Manager and/or appropriate Certification
Authority designee of the Intertek
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.

RifE 2 N TEB N REHARGEIEN/5
Intertek IAMEN A REAEFRIAUEAIRRRIS
ERPANIEREAR (Bli@Ed iEnable &if
EHINERENRAAR) .

HRFE SR R B i 4 S RIREEE
SIX—C BRI RIRIEL 75 ARBIRIRA
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ZEINEREAREWEIFH,

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

MEEWER, RAZENSSKEFZ
BEFVMIEIREHEIFLE.

Receipt of the Technical Complaints, Upload dispute into the Complaints, Disputes
dispute Manager Disputes and and Appeals Log.
INLE ==V RARETE Appeals Log FEASICERF. FNFERREESF.
Correspondence
BiF. YF0 Acknowledge and respond to the person
s > -+ sending Dispute within 10 days. A copy of
1‘ o5
FE E\ﬁlEEl = this acknowledgement shall be uploaded into
B{EIc=x the Complaints, Disputes and Appeals Log
SharePoint as an evidence of
acknowledgement. (see Note 1 below)
£ 10 N LIEE NAFHREISA TR E
Ao FHARSHM EEZE Sharepoint #2
. FNFNERRFEICHEER(EAARIE
B (W&EE1)
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.
RAETR FERBEFERAENRFNEZIRERESS
i FBEXHUENFHHEEA R,
(We&iE
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.

PRSI, S RATIRSHT
iPE, FETERERREEFNEEA

RTFIENR.
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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.

HEREEFNHARNBES., WM
PBEAIBXRFNURIMRRT R, YUIHKiES
SCRNFRMRAIETR EHFIRT.

If necessary provide the client with progress
reports.

BVE, TREFEHHERS.

5 Outcome of the Technical
dispute Manager
investigation FARZE
FINEAERNER

E-mail
Complaints,
Disputes and
Appeals Log

R, FH0
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 RRBEEERENER, BRNENE
XIFERIRERIERIFANF].

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

BEXPERENEREICHERIF. F)
MEFEAE.

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

X5 EFNREHTHNT, HHRERS
R AN IEAN/ B IEfETE.

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.

ERERIVMIE, YIEFD/s TG ENE, R
{&BB GOP210 1.0 Z=45%0 2.0 = ERLL
H,

Outcome accepted : Technical Complaints, Close the dispute in the Complaints, Disputes
jEgER Manager Disputes and and Appeals Log.
ARSI Appeals Log. ik, FNFRIFEICAEHXAEX
’ifk. $AN iy
FRIFZICHE
Appeal received Mailbox Correspondence | A client shall, within 30 days of the dispute
ve|[z2DS Administrato BECR decision, submit an appeal in writing to

r

Intertek by Email at:

Local Office disputes.appeals.ba@intertek.com or regular
MR ESTE mail directly to the local office.

5 i EFREAEP SRS 30 K2R, LA
. HRHE R BRI E Intertek FF 4B

FaibuL:
disputes.appeals.ba@intertek.com =
REERBEHLESDINE,

Forward appeal

Mailbox

Forward to the appropriate Technical

information Administrato Manager and/or appropriate Certification
S RIF =R r, Authority designee of the Intertek

Local Office Certification Body responsible for the issue of
=g the related certification (this information is
o W available in iEnable) within 2 business days.
R, S The mailbox administrator must confirm that
NEE 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.

RfE 2 NTAFRREERERAZIE/EL
Intertek NI RIBRINIEREAIS
ERPTAEREAR (FIiEE iEnable Fif
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EHIANERERNEAAR) .

HRAE SR R U B E R EE S
X —S B FZ BIRI RIS AR AR
ZEEGAIEREA R CIEIRIRF.

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

MREBEF, RAZENSEREFEZ
BERIRMEI R EIFLE.

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

appeal Manager Disputes and and Appeals Log.
BOANKEIEN  RARZE Avpealslog  HEERRFENTIERE. SWAIERIFEL

Correspondence th

iRk, SN ’

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

SEB(=105 this acknowledgement shall be uploaded into

IB{RICR the Complaints, Disputes and Appeals Log
SharePoint as an evidence of
acknowledgement. (see Note 1 below)
£ 10 M IEE NAF EISEHRIFRE
Ao FEARNEHR EFEZE Sharepoint 1
. FNFHRREICHERIEAMARIE
B (L&)

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

. FIFRIE Intertek ETRRAER 3 LIRS
REFLE,

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

Manager
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BIFERS/

RARZE

ZRENFFE. WIEFAPENEX
ERIFAIRRIRTTZE.

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

EIFER SRS SKIESS AR AANIE
TE(EHFURRT.

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

BRI/ VB RTIZe AT SR B S5 RISk
14,

If necessary provide the client with progress
reports.

BVE, TREFEHHERS.

12 Outcome of the
appeal
investigation

EIFEERER

Technical
Manager

AR

Correspondence
Complaints,
Disputes and
Appeals Log

BfSICR
R,
BRIFEICAE

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

30 RWBHEERUNBIRERSNER
BRI,

The decision shall be the final decision of
Intertek.

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

LHRERAES Intertek BREZRIRTE.

B EREASICERF. FINUFHF
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.

XI5 EEEFNRERITONT, FHRERS
R EREEM IEAN/ B IEfETE.

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

BB EoRIEMIE, £HIEFN/SFRRhENE, M
{&H8 GOP210 1.0 E1570 2.0 EF k4L
H,

13 | Trend Analysis Director — Analysis report Perform trend analysis quarterly
FEE SRy Internal BEORSE S FEXNEEHITON
Auditing
R - ERE
1% Summary submitted to the Regional
Certification Managers and the Global Vice
President — Technical Management & Quality
TR S IR AR AR BB 2 1K
RAEHEMEEREISH.
Notes &+

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

BRIFEWEIFHN/BRIRIERT 10 RACIERERREE.

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.

S5RIFIEGCENARNARTS5EHFEZ. (FHAPRE. B REIFUBHIAR,

Records 105%

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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ATEX TS/ BRIRRNICRMACRENDF. SNFIRFRES, FHKER GOP202-iCRIEHISfEH1T4E

5.

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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