Complaints and Appeals
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It is the goal of the TUV Rheinland Group to provide a high level of service to our customers. If you
believe that we have failed to match your level of expectation, please do not hesitate to use our publicly
available complaints and appeals system. This will help us to improve our service delivery in the future.
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You can submit your complaint or appeal by mail to one of our offices in Greater China, via e-mail to
service-gc@tuv.com or via the feedback form on our website http://www.tuv.com.
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Complaints

B

Definition:
7E X

Expression of dissatisfaction made to TUV Rheinland, related to its provided services or the complaints-
handling process itself, where a response or resolution is explicitly or implicitly expected. (Derived from
ISO 10002 clause 3.2)
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Process:

R

After receiving a complaint, the complainant will receive a confirmation of receipt and the complaint is
registered in a database under supervision of Central Customer Service who is responsible for the overall
complaint handling process.
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Central Customer Service will review the complaint and assign a complaint manager who is responsible
for:

¢ Analysis of the causes

e Stipulation of corrective actions

o Verification/inspection of the effectiveness of the corrective actions

o If necessary proposal of preventive measures

¢ Information of all the persons affected by the corrective/preventive actions, in particular the client.
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All the information and processing history is documented in the complaints database.
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If the complaint concerns a certified customer, the investigation of the complaint will take account of the
effectiveness of the certified management system. The certified customer is informed about the complaint
and if necessary a statement will also be requested from him.
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After the investigation has been completed, the customer will be informed of the investigation result,
correction / corrective action where applicable, and asked for his acceptance of the result.
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If a complaint is about services accredited with another company in the group, TUV Rheinland Greater
China will share this complaint with the holder of the accreditation.
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In cases in which no amicable solution can be found, the appeals process will be initiated. In this case the
corrective action stipulated by the committees will be implemented.
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Appeals
HHif

Definition:
7E X

An appeal is a written request by a party (appellant) who has received conformity assessment services
from TUV Rheinland, for reconsideration by TUV Rheinland of a decision made regarding the provided
conformity assessment services. (Derived from ISO/IEC 17000 clause 6.4) Such decision includes:
rejection of application for testing/inspection/certification service, rejection for continuing
testing/inspection/certification task, request for corrective actions, withdraw certificate/report, suspend or
withdraw certification, etc.
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Process:

R

The appellant needs to submit the appeal to TUV Rheinland in writing. It will be send to the certification
body manager who will register it and provide confirmation of receipt to the appellant.
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The certification body validates and investigates the appeal. It will be ensured the persons who are
involved in the appeals process have not carried out the related audits or made the related certification
decision within the last 2 years. Results from earlier appeals are taken into account during the
assessment.
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The appellant will be informed of the progress of the appeals process and the result in good time.
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At any time, the appellant may ask for an impartial review. The appeal is then referred to the Appeals
Review Board, which consists of the President of TUV Rheinland Greater China, a neutral Division
Manager, and the Quality Manager. If the party requesting the appeal objects to the members of the
Appeals Review Board or its decision on the appeal, the appeal is referred to the Advisory Board for
review and resolution.
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The submission, examination and decisions relating to appeals do not lead to the appellant being
disadvantaged.
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