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Appeal and Complaint Process Procedure
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Process: lodge an appeal- investigation - adjudication - put forward handling suggestions -
customer confirmation - analyze the cause of the problem - propose corrective measures -
implement corrective measures - verify the effect of measures
1.1 HREEH  Lodge of appeal
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The organization of applying for/accepting certification shall lodge the appeal to POSI within 10
days after receiving POSI’ s decision or actions. The appeal party shall submit a written
application and explain the reasons for disagreeing with the disposal suggestions of our company,
and submit relevant evidence as far as possible. The appeal shall be submitted in written and with
the signature and seal of manager of appeal party to the Management department of POSI.
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Management department shall immediately report it to general manager and management
representative after receiving the appeal, and conduct appeal investigation.
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Methods of investigation include holding a hearing, listening to the presentation of sides, on-site
investigation and consulting written documentation.
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After investigation, written handling suggestions shall be submitted to the management

department for audit and is approved by management representative.
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During the processing of the appeal, the management Department may provide the appellant with
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a progress report on the processing of the complaint by telephone or email.
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After the appeal is submitted to the POSI Management Department, a decision must be made on
within 30 working days, and the Management Department shall promptly notify the appeal party
and the responsibility department of the final decision on the handling of the appeal in writing.
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When the appeal party satisfies the final handling suggestions, the management department of
POSI shall responsible for supervising the implementation of the related actions.
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When complaining partties don’t satisfy the response from POSIL they shall lodge appeal or
complain to national certification supervision department. complaining parties can appeal

decisions to AB.
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Submit a complaint - accept - investigation - put forward handling suggestions - customer
confirmation - analyze the cause of the problem - propose corrective measures - implement
corrective measures - verify the effect of measures
2.1 HiFf)4E Lodge of complaint
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Complaints shall be proposed in written to management department for involved incidents of this
complaint (within a month after the incident), the complainant shall provide the incident details
and evidence with signature. Generally, our company shall not accept the anonymous complaints.
2.2 FEUFR A FI4LFE The investigation and disposition of complaints
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After receiving the complaint, the management department shall organize relevant departments
and personnel according to the complaint to carry out the investigation and evidence acquisition
for this complaint. The major complaint shall be immediately reported to general manager and
management representative.
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If the complaint aims to the organization which has been certified by our company, it shall contact
with the organization and require it to make written explanation for the problems of this complaint,
and submit the relevant evidence. If necessary, our company shall conduct on-site investigation. It
shall also consider the effectiveness of customer’ s management systems on the process of
investigation, such as requiring customer to take appropriate corrections and corrective actions. If
the management system of client does not be implemented effectively, it shall be involved in the
certification reducing, suspension or withdrawal for management system.
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If the problem of complaint is the responsibility of our company, the investigation and verification
on the complaint shall be carried out by our company, and the on-site investigation shall be
conducted if necessary.
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The investigators shall make handling suggestions according to investigation results, and it is
assessed by management department to audit and is approved by management representative.
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In the process of complaint handling, the management Department can provide the complamant
with the progress report of complaint handling through telephone or email If the complaint is
against a certified customer, POSI shall also inform the customer of the complaint at an

appropriate time.
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After the compliant is submitted to the POSI Management Department, a decision must be made
on within 30 working days, The management department shall comnunicate the final handling
suggestions to the complainant.
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When the complainant satisfies the final handling suggestions, the management department of our
company shall responsible for supervising the implementation of the related actions. If the
complaint aims to the organization which has been certified by POSI, it shall require this
organization to take corrective and preventive actions for relevant contents and report it to
management department. The management department shall confim the feasibility of submitted
corrective and preventive actions. If necessary, POSI will make the on-site verification the
effectiveness of corrective and preventive actions.
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When complaining parties don’t satisfy the response from POSI, they shall lodge appeal to POSI
or lodge appeal or complaint to national certification supervision department. They are entitled to
complain about POSI’s actions / decisions to AB.
3 il '5{#% Records and confidentiality
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The management department shall remain all records about the appeals and complamts as well as
the remedy action of certification.
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The workers who handle the appeals and complaints shall be responsible for confidentiality to the
non--public information.
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It was confirmed by investigation that the fees caused by appeal, compliant and dispute shall be
paid by litigant or its agent when the reasons of the appeals and complaints are insufficient.
4.2 AL, PEURRELRIROT, ST EAERRTT, AR S BN URT S
When it was confirmed through investigation that the reason of the appeals and complaints come
into existence and the responsibility shall be assumed by respondent. the fees caused by appeals
and complaints shall be paid by respondent.
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When it was confirmed through investigation that the litigant and respondent shall be responsible
for the appeals and complaints at the same time, the relevant fees shall be paid by negotiation
between both sides.
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5.1 Submission, investigation and decision on complaints or appeal shall not result in any
discriminatory.
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5.2 The decision to be communicated to the appellant or compliant shall be made by, or reviewed
and approved by, individual(s) not previously involved in the subject of the appeal or compliant
6 LKA Sy contact

I /= HLIE: 021-68583895

i #i: Info@posicert.com

Phone: 021-68583895

Email: Info@posicert.com



