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H SR AE IR
Complaint and Appeal Control Procedure

1 Hi (Purpose)

AU AUEAR K F RS R S RO AL B, B &% 80 T 1HR BT, ORp
FHRTT EiEM e, R FEEVE. A 1B @R 4B VAR TR 2 M AIAL
AL, R8O IR ST i E AR K A

Standardize the handling process of certification-related complaints, appeals and
disputes of the institution, clarify the responsibilities of each department, protect the
legitimate rights and interests of relevant parties, ensure the legality, impartiality and
efficiency of the handling process, maintain the objectivity and authority of
certification work, and provide a basis for continuous improvement of service quality.
2 WEHFEHE (Scope)

KRR IEH TR (g7 SRUFZHE. FHADRI R AR T ) B AN LA
NI AR R, SRURAR R A A R Sl

This procedure applies to the reception, investigation, handling, feedback and
record management of complaints, appeals and disputes raised by relevant parties
(applicants, certified organizations, other stakeholders) against the following matters
of the institution:

2.1 NIES 2S5 R AH G715

Objections related to certification audit conclusions;

2.2 WIEBTARE . HUH . TERRPUE 7

Objections to decisions on suspension, revocation and cancellation of certification
qualification;

2.3 YWIETAE NS, E SV EMR T SR AT 9

Disciplinary and irregular acts of certification staff that damage the legitimate rights
and interests of relevant parties;

2.4 INIEFRIZIESI A EME . AR, JEERLEF G

Objections to the legality, impartiality and non-discrimination of certification audit
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activities;

2.5 AUV IR 5 5 B0 A 5 1003

Other disputed matters related to the certification services of the institution.

3 3% (Responsibilities)

3.1 ZEA#8 (General Department) :

- AITHEFS — IR, Bl RS K RHARS;

Responsible for the unified reception, registration, numbering and material filing of
complaints and appeals;

- PRAMESCER I R S AR S AR, BRERAC AL

Coordinate relevant departments to carry out investigation and verification work and
track the handling progress;

- AATTRCBREE B P A STk B K 4R

Responsible for the written notification of handling results and the maintenance of
record accounts;

- G fIF R (R BORALERAR SGIT SRR .

Compile and update the "Relevant Record Forms for Complaint and Appeal
Handling".

3.2 $iRZE 514 (Technical Committee) :

- PITAPNEF 24518« BORE A 5B AR JREAT Lk 1P 5

Responsible for the professional review of complaints and appeals related to
certification audit conclusions and technical aspects;

- PRBEHORSCRE, B E Ab B e W R R A e

Provide technical support and assist in formulating handling opinions and rectification
measures.

3.3 ML 45ER1] (Relevant Business Departments) :

- WA CE TR RHRUFAE, SR CUEE M R

Cooperate with the General Department in complaint and appeal investigations and

provide relevant evidence materials;

- X LA T THR DT A H R S T H )0 A e A 5
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Put forward preliminary handling opinions on complaints and appeals involving the
department's responsibilities;

- TSR AR O it O S R RAT R L

Implement approved rectification measures and feedback the implementation status.
3.4 52415 (Top Management) :

REORE AR ER. BAHE, BILASHE,

Top Management covers the Chairman, General Manager and Deputy General
Manager of the company.

- 5 HBOFEIUE B FH R RN R LB 6

Personnel with a direct interest in the complaint or appeal matter shall voluntarily
recuse themselves.

- S PR AL TR I B 8 410 e E R IR

Approve the final conclusions of complaint and appeal handling and decision-making
on major matters;

- B A PROUR AL R I R R B B Bl 0 R BRSO R

Approve the cost sharing and major rectification plans involved in the complaint and
appeal handling process;

- BAEFRE B AP R IE IE A 45 Fam A

Authorize the General Department to send official handling result notifications to
external parties.

3.5 HIFALHEE G1 (Complaint and Appeal Handler) :

- HEGEE MR E T NEAE, AT R EURI H R EREE AR P

Designated by the General Department, responsible for the daily follow-up of
complaints and appeals and material collation;

- WRERACERIS AT SRR PP BRSNS T B sttt

Ensure the handling process complies with procedural requirements and timely
feedback progress to relevant parties.

4 ¥zE#|FEF (Control Procedures)

4.1 HEYFIFEH (Submission of Complaint & Appeal )

%5 0 k11 It
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4.1.1 HYFHEH (Appeal Submission) :

FR TR AU AIE SR AE  FRARURALBR S SRA R B, 75 AR B AH <8 A s
30 NTAFHA, BLBmEA (EAEER. . Brmih) maia it
R, HE (RIRRIER) » BIEHRIRED . VR EAMIEMME, &7/
LR iR

If the appellant has an objection to the certification decision and the result of
complaint/appeal handling of the institution, he/she shall submit a written appeal
(including paper letter, scanned copy, e-mail) to the General Department within 30
working days after receiving the relevant notice, fill in the "Appeal Application
Form", specify the appeal reasons, claims and relevant supporting materials, and
sign/seal for confirmation.

4.1.2 ¥F/4HE Y (Complaint/Dispute Submission) :

BT S B E R IR AR AR, HE (K
WA RIER) , TSRS R BiaSEse, R KR TT, IR 4HE
FUEIM B HAE 7/ w5, A BUREA ZAEA RN, AT 328,

The complainant/disputing party may submit by written letter, on-site submission,
e-mail, etc., fill in the "Complaint/Dispute Application Form" , specify the reasons,
specific facts, claims and contact information of the complaint/dispute, and provide
relevant supporting materials with signature/seal; anonymous complaints without
valid supporting materials will not be accepted.

4.1.3 Bt& 730 (Contact Information) :

- Bk& A\ (Contact Person) : ik=E

- M4 (Email) : baqaracert@gmail.com

- Hudk (Address) = JEITHERX KB 6 5 4 2+ 1

F15, 4/F, No.6 Tianyang Road, Jimei District, Xiamen

- W4 (Postal Code) : 361024

42 HEUF IS B0 (Reception and Registration of Complaint & Appeal )

4.2.1 ZZEHREIURAC B L SR HR BORAR S, 1 AR H A S8 RS A

B EHE 52 (B HIEER. AR, % : MBIASER, HE (H
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BRI EIE RN, @ s R JT£E 5 AN TR H bRk, Ja R AR
IERIA A TR -
After receiving the complaint and appeal materials, the complaint and appeal handler
of the General Department shall complete the information verification within 1
working day to confirm whether the materials are complete (including application
form, supporting materials, signature/seal); if the materials are incomplete, fill in the
"Notice of Supplementary Materials for Complaint and Appeal" , and notify the
complainant/appellant in writing to supplement the materials within 5 working days;
failure to supplement within the time limit shall be deemed an invalid application.
422 MRISEA HAF& RN, ARFLEHEE RHE (FRIFEILER) , %
“ABC-TS-S43- 7 5 UMAT G — %5 (fl: ABC-TS-2026-001) , ics&HI#LIF
JifE R FHlL YRR IR MRNS AR BE R, PR RIFERE A K.
If the materials are complete and meet the requirements, the complaint and appeal
handler shall fill in the "Complaint and Appeal Registration Form"
(ABC-QR-TS-004), conduct unified numbering according to the rule of
"ABC-TS-Year-Sequence Number" (e.g.: ABC-TS-2026-001), record key
information such as the complainant/appellant's information, reasons, claims,
reception date, and material list, and enter it into the complaint and appeal
management account.
4.3 HELFHAE 5#5L (Investigation and Verification of Complaint & Appeal )
4.3.1 ZREMEFICTENE 2 D TAEHN, R BOREHEEA, P55
AT BRZ RS IR E N 5 HRUFFIH B E R R &/ 30
, AMIZHIA L,
Within 2 working days after the completion of registration, the General Department
shall coordinate relevant business departments and the Technical Committee to form
an investigation team according to the type of complaint and appeal; personnel with a
direct interest in the complaint and appeal matter shall voluntarily recuse themselves

and shall not participate in the investigation work.

432 HEANAR: BOH=ANHM, HPEb—- NARIEZFHSLR, KT
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FURR TR E N DL A — S0, midE H5Rm .

This committee shall consist of a minimum of three persons,

at least one of whom is an Islamic affairs expert. Decisions regarding appeals shall be
taken unanimously, not by

majority of votes.

4.3.3 A /NAAE 10 DN LAEH N FEBOAEZ S BRI CER . AIRMHERA
AL RERNBATISEGE, HE (RERFRAEZSRE) , WRIEEHESE. B
S AP W

The investigation team shall complete the investigation and verification within 10
working days: review relevant documents and records, interview relevant personnel,
conduct on-site evidence collection if necessary, fill in the "Complaint and Appeal
Investigation and Verification Report" (ABC-QR-TS-005), and clarify the
investigation facts, evidence and preliminary handling opinions.

4.3.4 SRR T AR AT O BRI, XS BRI E B A N A SO SRR A
B UARE, A ERE R =7

The investigation process shall strictly abide by the confidentiality principle, and keep
the complainant/appellant's information, investigation content and relevant evidence
materials confidential, and shall not disclose them to irrelevant third parties.

4.4 HHRFIAFE 5 H L (Handling and Approval of Complaint & Appeal) 4.4.1
BF/4 b (Complaint/Dispute Handling) :

- HERSETERE, A LS RAEIRE LI AEE R, 5 ADTAFHNRZEE
o = T L

After the completion of investigation and verification, the General Department shall
summarize the investigation report and preliminary handling opinions and submit
them to Top Management for approval within 5 working days;

- FREOURIE S AN TAE A WA A F g, MR PEE I (0. 4EFpJRE . Tt
R AMETT R BRMERNRTHUESE)

Top Management shall make a handling decision within 5 working days, clarifying

the handling opinions (such as: maintaining the original decision, ordering

%8 U k11 It
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rectification, compensation plan, investigating the responsibility of relevant personnel,
etc.);

- PR PUE TG R R E 1A A A SE IR (BSR4 3UEE e 1)
The handling decision shall be completed within 1 month after receiving the valid
materials and form the "Complaint/Dispute Handling Decision".

4.4.2 HiF4H (Appeal Handling) :

- CREHRART R R SOR AR RACEAR R A AT LI, BORE R AE T
ATTAF H N PP R

The General Department shall submit the appeal materials and investigation report to
the Technical Committee for professional review, and the Technical Committee shall
issue review opinions within 7 working days;

- A A TERH BB B VR EE T R, 5 A TAR H NS R T it
The General Department shall form an appeal handling plan in combination with the
review opinions and submit it to Top Management for approval within 5 working
days;

- RESUFLE 5 A TAEH AR BF b e, B CRIFRE e 1) , b8
e FAEWERIA R IRMEE 14 H N 5Ek.

Top Management shall make an appeal handling decision within 5 working days,
forming the "Appeal Handling Decision" , and the handling decision shall be
completed within 1 month after receiving the valid appeal materials.

4.5 #ERLE NS 45t (Result Notification and Feedback)

4.5.1 ZEEEN R RALERER 3 N TEEN, K (RF/A Uk E )
5 (FRRACER SR E ) DL (ARB S BT HEPE ) 3838 W R I JAf =%
WHETT, HBERAZ TN SICRILIATE D .

Within 3 working days after receiving the final handling decision, the General
Department shall deliver the "Complaint/Dispute Handling Decision" or "Appeal
Handling Decision" to the complainant/appellant and relevant involved parties in
writing (paper document, e-mail), and have the recipient sign for confirmation or

record the delivery status.

#
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4.5.2 FRHLFIT N AL R SSRGS, NAE R vE e 15 A TTAFH NS
BRNZREEE, SR E LT R A LA E ZOA AT LA . IR ATt — 20 F R/
BARRIBR Je g iz

If the complainant/appellant has an objection to the handling result, he/she shall
inform the General Department in writing within 15 working days after receiving the
handling decision, and the General Department shall inform him/her of the right and
channel to file a further appeal/complaint with the national accreditation body and
certification supervision department.

4.6 JE2EREF 5% (Follow-up Tracking and Rectification)

4.6.1 FHIRME 5 HR 1 75 1 IR AL PR ok 8 v SRR B it , S (RS IR )
ERE IR AR B LR AR SR a MM DTER PR B R S 00, W DR BE LRI AL
Relevant business departments shall implement rectification measures in accordance
with the handling decision, fill in the "Rectification Implementation Report" , and
submit it to the General Department within the specified time limit; the General
Department is responsible for tracking the rectification implementation to ensure the
rectification is in place.

4.6.2 AP RSP AERAOCH A CniAE . RIS, HITET A, A
PRI PTG SR 2 v J2= R A Ja AT

Relevant expenses incurred in the handling process (such as investigation fees, testing
fees, etc.) shall be borne by the responsible party, and the specific sharing plan shall
be implemented after approval by Top Management.

4.7 i xXEH (Record Management)

4.7.1 ZE NIRRT R R IE S CEHIER . AbE@E A, Bidk.
WA A E . Bk S R RIESE) BTG AR, O T R
W73 FRAF T

The General Department is responsible for the unified filing of records throughout the
complaint and appeal handling process (including application form, supplementary
material notice, registration form, investigation report, handling decision, rectification

report, delivery certificate, etc.), and classified storage according to the document
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numbering rules.

4.7.2 WRAAFIIRR: VR RAC R AORAF R A T 5 45, W R E KRG
B IeT, KR

Record retention period: Records related to complaint and appeal handling shall be
retained for no less than 5 years; records involving major disputes or legal disputes
shall be retained permanently.

4.7.3 XA FREFHE CUFEHTET) FRUE AT, WEBA RSP 75 R
G (CUHERIEICRD , AN AL R 7 2 = S A

The inspection and borrowing of records shall be carried out in accordance with the
provisions of the "Document Control Procedure"; internal personnel shall fill in the
"Document Borrowing Registration Form" when borrowing, and external units shall
obtain Top Management's approval for borrowing.

5 FiEitF*#£ M (Quality Record Forms)

Fr5 RS T R AR LR
(No.) (Record No.) (Record Name) (English Name)
1 HF RS 3R Appeal Application Form
. o b Complaint/Dispute
2 PR/ UL R 7 2R pamy P
Application Form
NN, Notice of Supplementa
AR IE oo O SUpp ey
3 N Materials for Complaint and
1
Appeal
4 R B0 2 Comp?aint ?nd Appeal
Registration Form
Complaint and Appeal
5 FH B R U A% SR Investigation and
Verification Report
6 PR/ G B R E Complaint/Dispute
+ Handling Decision
7 FH AL E e S Appeal Handling Decision
s Rectificati
8 S AR A cctification

Implementation Report
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