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申诉/投诉和争议管理程序
Appeals, Complaints and Disputes Management Procedures

1总则
1 General
    本程序规定了申诉、投诉和争议的处理方式和CETC对提出申诉、投诉事实进行处理所遵循的程序。以确保CETC认证的公正性，维护受审核方利益和CETC的信誉。
[bookmark: OLE_LINK31]This Procedure sets out the manner in which appeals, complaints and disputes are handled and the procedures to be followed by CETC in dealing with the facts of appeals and complaints. To ensure the fairness of CETC certification, safeguard the interests of the auditee and the credibility of CETC.
2适用范围
2 Scope
[bookmark: OLE_LINK32]适用于对CETC的申诉、投诉和争议的处理，包括任何组织和个人对获证组织、机构管理部门、办事处、管理人员、市场开发人员、认证评定人员、检查人员的申/投诉。
Applicable to the handling of appeals, complaints and disputes against CETC, including appeals/complaints from any organization or individual against certified organizations, institutional management, offices, managers, market developers, certification assessors, inspectors.
3管理职责
3 Management Responsibility
3.1客户服务人员负责对获证组织、认证人员、认证评价结果及认证决定和有关分包检测机构的申诉/投诉和争议的受理及有关回复。
3.1 Customer service personnel are responsible for receiving and responding to complaints/complaints and disputes from certified organizations, certified personnel, certification evaluation results and certification decisions, and related subcontracting testing agencies.
3.2技术委员会负责对认证组织、CETC认证人员、认证评价结果及认证评定和有关方面对分包检测机构的申诉、投诉和争议处理。
3.2 The Technical Committee shall be responsible for handling the appeals, complaints and disputes of the certification organization, CETC certification personnel, certification evaluation results and certification evaluation, and the related parties against the subcontracted testing institutions.
3.3管理者代表负责组织有关责任部门分析不符合项原因，制订纠正和预防措施，并监督其实施的有效性。
3.3 The management representative shall be responsible for organizing relevant responsible departments to analyze the causes of non-compliance, formulate corrective and preventive measures, and supervise the effectiveness of their implementation.
3.4总经理负责对申诉、投诉和争议处理意见的批准。必要时对申诉、投诉和争议的处理结果向维护公正性委员会报告。
3.4 The General manager is responsible for the approval of appeals, complaints and dispute handling opinions. Report the outcome of appeals, complaints and disputes to the Impartiality Committee when necessary.
3.5维护公正性委员会监督各方对重大的申/投诉问题的处理。
3.5 The Safeguard Integrity Committee oversees the parties' handling of significant claims/complaints.
3.6综合部负责《申诉、投诉和争议处理记录》的存档管理。
3.6 The General Department is responsible for the archiving and management of the Records of Handling Appeals, Complaints and Disputes.
4管理程序
4 Management Programs
4.1定义
4.1 Definition
[bookmark: OLE_LINK33]申诉：是指对CETC已出具的，与申请认证组织或获证组织期望的结果有关的不利决定，申请认证组织或获证组织向CETC提出的希望其重新考虑的书面请求。
Appeal: means an adverse decision already issued by CETC in relation to the outcome expected by the certified organization, and a written request made to CETC by the certified organization seeking its reconsideration.
注：不利决定包括：拒绝接受申请、拒绝继续进行审核/检查、要求采取纠正措施、变更认证范围、不予认证、暂停或撤销认证、阻碍获得认证的任何其他措施。
Note: Adverse decisions include: refusal to accept an application, refusal to proceed with a review/inspection, request for corrective action, change of scope of certification, denial of certification, suspension or withdraw of certification, and any other action that prevents certification from being obtained.
[bookmark: OLE_LINK34]投诉：任何组织或个人向CETC表达的、有别于申诉并希望得到答复的，对CETC、申请认证或批准认证机构的活动不满的书面表示。
Complaint: A written expression of dissatisfaction by any organization or individual with the activities of CETC, applying for certification or approving certification bodies, as distinct from the appeals and expecting a response.
争议：申请认证或获证组织与CETC在认证过程中就认证程序或认证技术问题不同意见的书面表述。
Disputes: Written statements of disagreement between the applicant or the certified organization and CETC regarding certification procedures or certification techniques during the certification process.
机构管理部门：是指技术委员会（认证评定、人力资源管理）、审核部（合同评审、审核调度）、综合部和市场部以及相关的实验室检测机构等。
CETC management department: refers to the Technical Committee (certification assessment, human resources management), Audit Department (contract review, audit scheduling), General Department and Marketing Department, as well as relevant laboratory testing institutions.
认证人员：是指认证机构管理人员、市场开发人员、认证检查员、认证培训教师和认证评定人员以及认证业务管理人员等。
Certification personnel: refers to the certification body management personnel, market developers, certification inspectors, certification training teachers and certification assessment personnel and certification business management personnel.
4.2 受理申诉、投诉和争议的范围主要包括：
4.2 The scope of acceptance of appeals, complaints and disputes mainly includes
4.2.1涉及CETC认证检查结论和认证决定；
4.2.1 Certification inspection conclusions and certification decisions;
4.2.2涉及CETC对获证组织暂停、撤销认证资格；
4.2.2 Suspension or withdraw of certification of a certified organization by CETC;
4.2.3涉及CETC认证检查等有关活动的合法性、公正性；
4.2.3 Legality and impartiality of related activities such as certification inspection;
4.2.4涉及CETC工作人员的违法、违纪行为及有损害申请组织（受检查方）合法权益的行为。
4.2.4 Violations of law and discipline by CETC staff and acts that damage the legitimate rights and interests of the applicant organization (the inspected party)
4.2.5 涉及获证组织认证过程中和获证后的违法、违规行为；
4.2.5 Illegal and irregular acts involving the certification process and after the certification of the certified organization;
4.2.6 涉及获证组织认证证书和标志的违法违规使用行为；
4.2.6 Illegal use of certificates and marks of certified organizations;
4.2.7来自其它方面对有关认证企业、认证活动过程或其他事项的申诉、投诉和争议。
4.2.7 Appeals, complaints and disputes from other parties concerning the certification enterprise, the certification process or other matters.
4.2.8若客户对股东关联实验室的检测结果提出质疑，需启动独立复检流程，由第三方实验室重新检测。
4.2.8 In the event that a client challenges the results of a shareholder-affiliated laboratory, an independent re-testing process is initiated and a third-party laboratory re-tests the results.
[bookmark: _GoBack]4.3 申诉、投诉
[bookmark: OLE_LINK35]4.3 Appeals and Complaints
4.3.1申诉/投诉的提出
4.3.1 Submission of appeals/complaints
认证委托方如对认证决定结果有异议，可在10个工作日内向认证机构申诉，认证机构自收到申诉之日起，应在30个工作日内进行处理，并将处理结果书面通知认证委托方。
[bookmark: OLE_LINK37][bookmark: OLE_LINK36]The operator or group of operators who has objections to the outcome of the certification decision may lodge an appeal with CETC within 10 working days. CETC should address the appeal within 30 working days from the date of receipt of the appeal and notify the operator or group of operators in writing of the result of the determination.
认证委托方如认为认证机构的行为严重侵害了自身合法权益，可以直接向认证监管部门申诉。
If the operator or group of operators believes that the behavior of CETC seriously infringes on its legitimate rights and interests, it can directly appeal to the certification regulatory department.
其他内容的申诉/投诉可随时向CETC提出，其提出方式应该是书面的信函、来人反映的方式进行，书面来函应由申诉/投诉人签字或者盖章，且申诉/投诉人应为申诉事宜的直接相关方。CETC及时收集有关申/投诉信息。通常情况下CETC对匿名投诉不予受理。
Other appeals/complaints may be submitted to CETC at any time in the form of a written letter or a personal response. The written communication should be signed or sealed by the appealers/complainant, and the appealers/complainant should be a direct party to the appeals/complaints. CETC collects information about appeals/complaints in a timely manner. In general, the CETC does not accept anonymous appeals/complaints.
投诉的提交、调查和决定不应造成针对投诉人的任何歧视行为。
The submission, investigation and determination of the complaint shall not result in any discrimination against the complainant.
4.3.2受理
4.3.2 Acceptance
在收到申诉/投诉时，客户服务人员首先应确认申诉/投诉是否与获证客户的认证活动有关，并在经确认时予以处理。如果申诉/投诉与获证客户有关，认证机构在调查申诉/投诉时应考虑获证管理体系的有效性。
Upon receipt of an appeal/complaint, customer service personnel should first confirm whether the appeal/complaint is related to the certification activities of the certified customer and address it when confirmed. If the appeal/complaint relates to a certified customer, the certification body should consider the effectiveness of the certified management system when investigating the appeal/complaint.
当收到申诉/投诉时，处理人员应首先收集和验证所有必要的信息，以确定申诉/投诉的有效性。
When an appeal/complaint is received, the handler should first collect and verify all the necessary information to determine the validity of the appeal/complaint.
客户服务人员负责对申诉/投诉进行受理并登记，填写《申诉/投诉登记表》，登记内容包括：申诉/投诉事实内容、申诉/投诉人员姓名、有效联系电话、联系地址和被投诉方信息等，并及时将相关信息向技术委员会反映。
The customer service staff is responsible for accepting and registering the appeal/complaint, filling in the Appeal /Complaint Registration Form, which includes the facts of the appeal/complaint, the name of the appeal/complaint person, effective contact telephone number, contact address and information of the complained party, etc., and timely reporting the relevant information to the Technical Committee.
4.3.3不予受理或终止受理的情况
4.3.3 Cases of rejection or termination of acceptance
CETC对无具体申诉/投诉人员姓名和有效联系方式的匿名信不予受理；
CETC will not accept anonymous letters without the name and valid contact information of the person making the appeal/complaint;
事实描述不清无法核实的；
Ambiguous and unverifiable facts;
其他行政机关已经受理或处理的申、投诉；
Appeals and complaints that have been accepted or handled by other administrative departments;
对同一申诉/投诉事项已经做出处理，且没有新情况、新理由的不予受理。
If the same appeal/complaint has been handled, and there are no new circumstances or new reasons, it will not be accepted.
4.3.4处理
4.3.4 Handling
CETC技术委员会指定与申诉、投诉方无直接利害关系、两年内未参与过申诉、投诉方的产品设计和管理咨询活动，且未涉及申、投诉方的认证或评定活动的人员进行调查，并将此情况告知申、投诉人。对申、投诉的决定应由与申、投诉事项无关的人员做出，或经其审查和批准，并应告知申、投诉人。CETC对申诉/投诉处理过程各个层次的所有决定负责。
[bookmark: OLE_LINK38]The CETC Technical Committee shall appoint persons who have no direct interest in the appealer or the complainant, have not participated in the product design and management consulting activities of the appealer or the complainant within two years, and have not been involved in the certification or assessment activities of the appealer or the complainant to conduct the investigation, and inform the appealer or the complainant of this situation. The decision on the appeal or complaint shall be made by, or reviewed and approved by, the person who has nothing to do with the matter of the appeal or complaint, and the appealer or complainant shall be informed of it. CETC is responsible for all decisions at all levels of the appeal/complaint handling process.
4.3.4.1根据申诉/投诉提供的线索，调查人员对反映的情况进行调查核实，充分了解双方当事人的全部信息，必要时进行现场调查获取证据，并以书面《申诉／投诉受理通知》方式通知申诉/投诉人或有关方。如果是针对获证客户的投诉，应在接到投诉后2个工作日内将投诉告知该客户。
4.3.4.1 According to the clues provided by the appeal/complaint, the investigator shall investigate and verify the reflected situation, fully understand all the information of both parties, conduct on-site investigation to obtain evidence when necessary, and notify the appealer/complainant or the relevant party in the written Notice of Acceptance of the Appeal/Complaint. If the complaint is against a certified customer, the customer shall be notified of the complaint within 2 working days of receipt of the complaint.
4.3.4.2 申诉处理过程应至少包括以下要素和方法：
4.3.4.2 The appeal handling process shall include at least the following elements and methods:
a) 参考以前类似申诉受理、确认和调查申诉的过程，以及处理结果，决定采取何种措施以回应申诉；
a) Taking into account the previous process of receiving, confirming and investigating similar appeals, and the outcome of such appeals, to decide what measures to take in response to appeals;
b) 跟踪和记录申诉，包括为解决申诉而采取的措施；
b) Follow up and record appeals, including the actions taken to resolve them;
c) 确保采取任何适当的纠正和纠正措施。
c) Ensure that any appropriate corrective and corrective actions are taken.
[bookmark: OLE_LINK39]4.3.4.3投诉处理过程应至少包括以下要素和方法：
4.3.4.3 The complaints handling process shall include at least the following elements and methods:
a) 受理、确认和调查投诉的过程，以及决定采取何种措施以回应投诉的过程；
a) The process of receiving, confirming and investigating complaints, and the process of deciding what action to take in response to complaints;
b) 跟踪和记录投诉，包括为回应投诉而采取的措施；
b) Tracking and recording complaints, including actions taken in response to complaints;
c) 确保采取任何适当的纠正和纠正措施。
c) Ensure that any appropriate corrective and corrective actions are taken.
4.3.4.4自申诉/投诉提交到CETC技术委员会后30个工作日内，技术委员会对申/投诉做出决定，在重大申诉、投诉和争议情况下由CETC总经理做出最终决定，特殊情况处理需延期，由总经理批准。
4.3.4.4 Within 30 working days after the appeal/complaint is submitted to the CETC Technical Committee, the Technical Committee makes a decision on the appeal/complaint. In the case of major appeals, complaints and disputes, the general manager of CETC makes the final decision. In special cases, the handling needs to be postponed and approved by the general manager.
4.3.4.5对贸易方或消费者的问询，根据其内容，责成相关部门在24小时内给予答复，对重大问题部门无法答复时，应及时上报总经理决定后给予答复。
4.3.4.5 For the inquiries of traders or consumers, according to their contents, the relevant departments shall be instructed to reply within 24 hours. If the departments cannot reply to major problems, they shall timely report to the general manager for decision and give a reply.
4.3.5裁定和通知
4.3.5 Decisions and notices
技术委员会调查组对申诉、投诉和争议提出处理意见，处理意见应公正，并获得双方人员认可，对裁定结果应报总经理批准后发放到申诉、投诉和争议对象，获得申诉、投诉方接受后，该申诉、投诉得到有效处理后方可完毕。
The investigation team of the technical committee shall put forward opinions on the handling of the appeal, complaint and dispute, which shall be fair and recognized by the personnel of both parties. The ruling result shall be submitted to the general manager for approval and then sent to the object of the appeal, complaint and dispute. After receiving the acceptance of the appeal and complaint party, the appeal and complaint can be completed only after being effectively handled.
申诉、投诉处理结束后，应与客户及申、投诉人共同决定是否应将申、投诉事项公开，并在决定公开时，共同确定公开的程度。
After the handling of appeals and complaints, it shall jointly decide with the customer and the appealer and the complainant whether the appeal and complaints should be made public, and jointly determine the degree of disclosure when deciding to make them public.
当裁定结果发现是申、投诉出现错误或不合理行为时，对申、投诉做出有效回应。
When the result of the ruling is found to be an error or unreasonable behavior in the appeal or complaint, it shall make an effective response to the appeal or complaint.
4.3.6费用
4.3.6 Fees
申诉、投诉处理的费用确认，与申/投诉有关的合理支出应由责任方（人）承担，如责任方不服可诉请法律渠道予以解决。
The cost of appeal and complaint handling shall be confirmed, and the reasonable expenditure related to the appeal/complaint shall be borne by the responsible party (person). If the responsible party is not satisfied, it can request legal channels to solve the problem.
4.4争议
4.4 Disputes
当任何一方对事情的理解有分歧并产生争议时，要充分地交换意见，以平等协商的方式力求达到统一，必要时，可以咨询上级主管部门仲裁。
When either party has a different understanding of the matter and a dispute arises, it shall fully exchange views and strive to achieve unity through equal consultation. If necessary, it may consult the superior competent department for arbitration.
4.5记录
4.5 Records
     由综合部对申诉、投诉和争议的有关文件和资料及处理记录进行归档保存。
The General Department shall file and keep the relevant documents and materials of appeals, complaints and disputes and the handling records.
4.6约束规则
4.6 Constraint Rules
4.6.1申诉、投诉和争议处理工作人员、维护公正性委员会成员对因其职能可涉及到的任何与申诉、投诉人及有关方面的非公开情况负有保密的责任。
4.6.1 Appeals, complaints and dispute handling staff and members of the Safeguard Integrity Committee have a duty of confidentiality for any non-public information relating to appealers, complainants and interested parties that may be involved by virtue of their functions.
4.6.2 参与申诉、投诉和争议处理工作的所有工作人员均应保持客观公正。
4.6.2 All staff involved in the handling of appeals, complaints and disputes shall be objective and impartial.
4.6.3 与申诉、投诉和争议事实有利害关系的工作人员均应回避该申诉、投诉和争议的处理工作。
4.6.3 Staff members who have an interest in the appeal, complaint or disputed facts shall withdraw from the handling of the appeals, complaints or disputes.
4.7纠正和预防措施
4.7 Corrective and preventive actions
    对申诉、投诉和争议中属于CETC的问题应由管理者代表责成有关部门和人员查找原因，包括判断CETC管理体系是否存在问题，需采取纠正和预防措施，限期改进，纠正和预防措施实施完成后由责任部门写出书面报告，管理者代表负责评审其有效性。
For CETC problems in appeals, complaints and disputes, the management representative shall instruct relevant departments and personnel to find out the causes, including judging whether there is a problem in the CETC management system, corrective and preventive measures shall be taken, and improvement shall be made within a time limit. After the implementation of corrective and preventive measures, the responsible department shall write a written report, and the management representative shall be responsible for reviewing its effectiveness.
4.8技术委员会应及时向CETC总经理/管理者代表报告申诉、投诉和争议的处理情况，当申诉/投诉和争议有集中的发展趋势和情节严重者，总经理应组织管理评审。
4.8 The Technical Committee shall report the handling of appeals, complaints and disputes to the general manager/management representative of CETC in a timely manner. When the appeals/complaints and disputes have a concentrated development trend and the circumstances are serious, the general manager shall organize a management review.
4.9 对重大的申诉/投诉和争议处理情况，总经理应向维护公正性委员会报告。
4.9 The General Manager shall report the handling of major appeals/complaints and disputes to the Safeguard Impartiality Committee.
4.10当申诉/投诉和争议得到解决时，技术委员会应将解决方案形成《申、投诉处理决定书》，并提交申、投诉各方，同时双方共同商议决定是否将申、投诉事件公开以及公开程度。
4.10 When the appeal/complaint and dispute are resolved, the Technical Committee shall form the solution into a Decision on Handling the Appeal and Complaint, and submit it to the parties to the appeal and complaint. At the same time, both parties shall jointly discuss whether to make the appeal and complaint public and to what extent.
5有关记录Related Records
CETC-EU-OP16/01《申诉/投诉登记表》Appeal/Complaint registration form
CETC-EU-OP16/02《申诉/投诉受理通知》Notice of acceptance of appeal/complaint
CETC-EU-OP16/03《申诉/投诉和争议处理记录》Appeals/complaints and dispute handling records
CETC-EU-OP16/04《申投诉处理决定书》Appeals/complaints handling decision
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