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1 Purpose H ¥

Appeals and complaints from customers shall be handled speedily, professionally and by the numbers, to
avoid further damage to the relationship with customers and the company’s goodwill, meanwhile
safeguarding the company’s interest. And take this as the company's continuous improvement opportunities,
take effective corrective or preventive measures, to prevent duplication of problems.

P YRR N Tl RGN, DLRT b — B R E A R AR P B A R R s A E R,

[F I ERAP A R A i I LA A R RFEE SO L2, SRR 70 R0 2 IE ST e, DA 1b v )
HE M,

Definitions € X :

a) Complaintis a (written) grievance about a requested service that has not been performed according to
expectations.

FeVRTE 2 P PR L EOR I I 55 AT 2 B RO AT IS 1 (R #1128
b) Appeals is that customers dispute certification, inspection and testing result or data.

HFFR R O AE . RS a4 SR sl 1 570
Scope & i [

This procedure applies to all staffs of Shenzhen NCT Testing Technology Co., Ltd. (hereinafter referred to as
“‘NCT”).

PR PP - IR DI A TN B A BR 23 7] (BAR TR O A ™) =4 61 1

Authorization £ [R

Review / Addition / Deletion: NCT Management and QA
P /80 O R A R
Systems Implementation: NCT Management and QA
(ENILEUIE O3 ) R AN
Procedure 27

4.1 Receiving appeals & complaints and H11fFI#: ) 52 2

4.1.1 Any Staff receives an appeal/complaint, should confirm it with the customer immediately to
make the customer believe that the appeals/complain shall be investigated completely and
equitably; at the same time, notify the quality supervisor and the section manager.
TR PR, $8UF, BN 5% BN, R P o0 AT R RURR ST
AEWEHE A, JF ) B E EE A ] IR .

4.1.2 Quality Assuror shall register all intraday appeals & complaints, and fill out the NCT-QPPC-
7.13-01-FO1 “Appeal Complain Claim Record”. All relevant materials shall be submitted to
section managers and notify Quality Manager and General Manager.

FiEE RAERE R 2 R EICH R, 17F, JFEENCT-QPPC-7.13-01-FO1 (FIFHLIF R
WD 5 IHRACSRRMA IR P SR BRHR A e i 1122 3, [RI I A o S B L 22 B

4.1.3 The concerned section manager shall issue a formal acknowledgement of the receipt of the
case to the customer. And shall be acknowledged within 24 hours and investigation
explanations within 4 working days.

I FE SR — D ERXBIA--- R, RFRAUS CERE]. ZAE 24 /M NEIZ T EE
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ZHL, HAE4AANTAEH MR ERAES R,
4.2 Investigation of appeals/complaints i FIHEF ) A5

4.2.1 Upon receipt of complaints, the section is fully committed to take prompt investigation and
resolve the case, and satisfy the customer.

W FRRARUR A, BT RO AT i A, ORI, WA .

4.2.2 Investigator shall review relevant original records according to schedule. If the
appeal/complain is involved testing/inspection/certification result, section manager shall
analysis relevant factors, generally considering the following items:

AN G E T REATR AR A, ARAHRKKIES: R PR, SV LIRS
WESEIR, ] A AR T AT A s ma R S AR S R A SC R R AT A, TR BL R LA
Ji A T

a) Review relevant testing/inspection/certification method and operation procedure;

A A A 38 AR BT (0 5 A 4 5 45

b) Effectiveness of relevant equipment, reference materials and consumable materials;
For 25 i (A AR L4, BN 0T e L 52 ) 5 SR 0 o (1) ¥ R o 1) 01k 5

c) Check the raw data and data calculating;

o I Mol e HLAE R A

d) When necessary, perform repeated test.
SN e s =R b

4.2.3 When an appeal/complaint raises and doubts the compliance with the company policies or
procedures, or with accreditation requirements, or the integrity of relevant
tests/inspection/certification, quality manager should ensure that involved activity and
responsibility in those areas are promptly audited according to the Internal Audit Procedure.

—ANHYREF LTS ARBCR . B, SOARTHUR BRI 2k, B0 /A g A E
(K32 Ak AR PRBR I S o B 2 IS PR A0 S AR R AT 5% Bl AT A 5T e 647 [ P 350 o A R e 1) 22
RISREAT %

4.2.4 Section Manager or his/her delegate shall collect the investigation results, complete the
investigation and judge the appeal/complaint valid or not.

AR B E AR MR B A R, e, IFAIBIR T R R. R AL

4.2.5 If the complaint is not valid, an explanation as to why it is not valid should be given to the
customer amicably.

W SRARYFRTERI, B A M A UL AT AR R AN RO

4.2.6 If the complaint is valid or the recipient cannot resolve the matter, the customer may pursue
the matter further and lodge a formal complaint.
WERBLR A 200, BT A REMR UL I3, 7% P nT DASE g — 28 e s A I S T kAT
Fir.

4.2.7 The decision resolving the complaint or appeal shall be made by, or reviewed and
approved by, person(s) not involved in the testing/inspection/certification activities related
to the complaint or appeal.
FRURAPAR IR YR RE MRS . SRR v SRR AT R R B I RS B8 AAIEVE B T RN
FRHAT -

4.3 Corrective/preventive action 24 1EF1 ¥ 1 it

4.3.1  Once investigation indicates that quality activities and test/inspection/certification activities
don’t stick to management system or customers’ requirements, section manager/quality
manager shall adopt procedure of NCT-QPPC-8.7-01 “Control of Non-conforming Work” .
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4.3.2 Quality Manager shall verify and evaluate the effectiveness of corrective or preventive action
implemented by the concerned section.
J i A NG A L PP AT S TSR EB A 2] L/ A e ) RO
4.4 Resolving appeals/complaints H1 1 F1HE1F A fifE ok

4.5

441

442

443

When a complaint involves tests accredited by external accredited scheme (Such as CNAS
etc.) and cannot be resolved satisfactorily within 60 days from receiving it, quality manager
shall notify external accredited scheme in written immediately.

BERY LM (0 CNAS Z8) IS, ARSI IEF G 60 KA ANBEN S oy, B+
LR DA T T 2O FAH S T AL

For a common appeal/complaint, whenever possible, section manger shall notify the customer
of the investigation results and resolving project in written immediately. If there is no any
feedback from the customer within 15 working days from the customer receives the
notification, the result is deemed to be acceptable.

XM RARR, RERTRE, BB N LA 807 2R 2 RS T A A R AR T %,
R PAERSEFZE R 15 TAEHNRR IR AN P B2,

To ensure that there is no conflict of interest, personnel (including those acting in a managerial
capacity) who have provided consultancy for a client, or been employed by a client, shall not
be used to review or approve the resolution of a complaint or appeal for that client within two
years following the end of the consultancy or employment.

NIREA MR, GRS S W e G s BT A R (B EE R TA
D), ESRE RIS HRRWNEL A, ARIRHRRAFEC VR IAR R AT S 2t .

Retention of records i 3% {547

Section Managers or their delegates shall consolidate all correspondence with customers, records of
investigation and taking corrective/preventive actions into a case file, fill in the NCT-QPPC-7.13-01-
FO2 “Suggestion, Complaint and Appeal Form”, register them in the form NCT-QPPC-7.13-01-F01
“‘Appeal Complain Claim Record” and submit to QA Department. QA should follow up the status of
appeal/complaint case and the corrective/preventive action adopted by the section.

FRT) 3248 B A ATT AR R 55 7 () i A A5 SR A A7 0 MR B M I/ TS5 48 Tt 10 s £ FR R SR T2 23 S
e, HENCT-QPPC-7.13-01-F02 (@i, HUFFMHIFE) , HFENCT-QPPC-7.13-01-FO1 (H
PRUFRIFICR) Thidss, B TR BRI TR YRR EIE O, FR TR B IE T
W73 435 e 1 56 B AT DU BEAT BRI

5 Related Procedures, Forms & Templates 1152, M AR

5.1
5.2
5.3
54
5.5
5.6
5.7

NCT-QPPC-8.7-01 Control of Non-conforming Work { ANfF& TAFE i)
NCT-QPPC-8.8-01 Preventive Action i[5 iti )

NCT-QPPC-8.7-02 Corrective Action (£ 1E##iti)

NCT-QPPC-7.13-01-F01 Appeal Complain Claim Record { HF#&JF & s ic %)
NCT-QPPC-7.13-01-F02 Suggestion, Complaint and Appeal Form (il . fUFAIHFE)
NCT-QPPC-8.7-01-F01 Non-conforming Working Control Record (A& TAFiC3E%)
NCT-QPPC-8.7-02-F01 CARs Tracking List {ZH 1F$£ it BRi535 )
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7 Reference Material &% % k|

7.1 "General requirements for the competence of testing and calibration laboratories” ISO/IEC 17025
G AR v 2 56 5 e ) ) — MK ) ISO/IEC 17025

7.2 "Product Certification — Requirements for the operation of various types of bodies performing inspection”
ISO/IEC 17020
G B AIE-R 5 R4 2K ) ISO/IEC 17020

7.3 "Conformity assessment - Requirements for bodies certifying products, processes and services" ISO/IEC
17065
CERTEE iy WREAIRSSVIENEZER) I1ISO/IEC 17065

7.4 "Criteria for accreditation and evaluation of the qualification of inspection and testing institutions" 2023
Char 3o For PUATLAL) B3 5T oA 8 PE A ) 2023

7.5 "Conformity assessment — Requirements for bodies providing audit and certification of management
systems" ISO/IEC 17021
(CEFEVPE BEAA R AZ AL ER) ISO/NEC 17021
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