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2.9 O| 9| H| 7|2t =2t Appeals and complaints BBIFHIRIF

1) KSA % KSA China = 25 0|3 HAIAIS 2 2E| 20 AlSat ZX[0| 0|Q|K| 7| & CtEE T2 A
UAO{OF otLt Z2 M A0 = S el= B2 ChE 2550| Z& k|00 ot

KSA and KSA China shall have a process for addressing appeals from the client and complaints from any
interested parties. The process shall include the following activities where appropriate:

KSAFMIKSAH [H R #I E—MEEEFRIFMASHXFRFNLRE. ZIBEERER TNEEUTE
&fl:
a) ==, EtSA =0l T A} receiving, validating, investigating; U, #IA. BAE
b) ==& 2 Z% determining the root cause; i EIR AR
AE A LEH AEZX 7 FSE S 22
ensuring that any appropriate correction and systemic corrective actions are taken;
IR REGE J LY E RS EfE e
d) ZAHE 0N B! A1HE K|S providing progress reports and the outcome; 32 EIHRIR &5 FILER
e) O|2H|7|, 22 & X FSH T Z=X|0f| LBt 7| F FX| maintaining the records of appeals, claims, and actions taken.

REHIF. RERFIRDVERNICR

=
A2 23

2)OIHMI7| Z2MAE RHY 22| EE AT ASF| & Z2 M A0k 2B E AFO| &S 0| X|X| 2OLOF BHCt

The appeals process shall not impact the timings related to nonconformity management or the certificate
decertification process.

IR RN A& EEFIAUBER IR Hid 2 A9AdE) 2 5

3) KSA % KSA China = HE 3!

=
3SHE o = o
Soste D BUE ASAYS e

= HAF

i

Rl
i
o
r o

& 7bsstn O[QN|7| B ST TR MA0] X0l QI
QI 1} CHECh= AE E | OF otot.
KSA and KSA china shall ensure that adequate resources are available and that the persons engaged in the appeal

and complaint process are different from those who carried out the audits and made the relevant certification
decisions.

KSA A1 KSA H [ B ORAEA 2 W W] I BEE, IR ORIES 5 B R R R KN SIANR HEAT S AZ AN A DA
UERE AN B

s =2 O|2[H|7| & 20| tet 80f o= Ct=at &Lt
The definitions of terms for complaints, appeals and disputes are as follows:
. PIRMFNAIRNEENT ¢
@ =2H0[ 2 KSA A KSA China 7} &2t MH| 22| F2 & A 2[F0j| 23 £ KSA 5 KSA China 2] 0| E
A MSAIZ| AL AF 2| FAIE ENEA & R2{7t A= 22, R 22 E= H| 3 KOl A| FAH =/ of AA L
BEE ASS YBCL BOHS AU O R LIS T 22 ALRO| o) HABILE
Complaints are matters that are related to the quality and reliability of the services provided by KSA and KSA China, and they

mean matters that are latent to/expressed by customers, internal employees or third parties that may significantly undermine
KSA's reputation or jeopardize the maintenance of its accreditation. Complaints are usually caused by the following reasons:

BIRRS KSA i KSA i
REMVRSHFRENTEREERNEIN , RIEFTF. ABRIIE=FBEIFRAWIETEIRE KSA F
KSA HEEESIRESINEESNET. HFEFEHRUTERERSIE !
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I MAFEAL Audit methods lacking expertise B #% 7 156 = L &0iH
MAtEHE Unfair audit activities BIAZSERI A4 1E
4

A Leakage of customer information & P15 B/t

kI ok r*

o N o Ho

1
o

SE0|Lt O] CHE 02| 20 Involvement in conflicts of interest or disputes of interest
B RABP RS F ML
- X2 2| Consulting ¥ i)
- 17, 1 oj2lQl T OfsBAXIZEE| 21 0|ojo| Bl
Obtaining unfair profits from customers, their representatives or stakeholders
NER. IR ERAZERXTT IR ET R FHIFE
- 7|EF KSA = 21F 7| 2o| HO| L= 0] 0f BHot= E&
Other activities that violate the honor or interest of the KSA or the accredited body;
HER KSA SIA AR RE R A S8 ER)
@0|2|X7|2t 1B HAC| Z1t S KSA ! KSA China 2| Z70]| CHsH =535t MH2Z 0|2#o|E @75t=
#9|3 weict
Appeal means an act of requesting an appeal in writing against the KSA and KSA China’s decision, such as the
result of a certification audit.

HIFZIEETXT KSA il KSA HHANRE ( BlIAEEZIER ) R HPE LIFRMITA.
@ =7YO|2t S 2HOILt O|2fH| 7| of CHSHO] &2 2| =|X| G CHE El= S EfE 2Lt
Dispute means a state of conflict without mutual agreement over complaints or appeals.

SR EEARBBOIRE HIRA R R ER TP RIS,

(1) O|2| K| 7|2 =2t} 2t M Q) B Aok Chga Z Lt
Responsibilities and authorities related to appeals and complaints are as follows.
SHIFMRIFAXMERSRMNRAT.
O SE2F(KSA China 2| B2, General Manager)2 &2t & 0| 2|H|7| X{2|0f| & 0fSt= Q10| 3T # AL 8
RIS ZA0|| 2oStK| @2 XS 2| OF SHLt Executive Director of Certification Division (In the case of

KSA China, General Manager), shall ensure that the number of people participating in the handling of complaints
and appeals is not involved in the relevant audit and certification decisions.

NIERR AT L F (KSA HEPARAI) NBRESSRIFMPIFMEN A RS REXNERZIAIERE.
@ #3& MEHZE(KSA China 2| B, Manager)2 M| 7| &l =T S O|2|H2|0f CHot & 0| UCH.
Director of related teams (centers) (In the case of KSA China, Manager) shall be responsible for the complaints and
appeals raised.
FHOGHIBN () MIEE (KSA FEEZEED) RO SRR 5T .
(2) =28 A 0[N 7| M| Z2M A= Ch3at 2Lt

Handling process of complaints and appeals are as follows. 3% 1FH BIFHLE L RO T

O ®=E Xt Application process H i id
-2 OO H|7| Y2 SHH2 2 HZ 7SS 5 KSA or KSA China 2H|0|X[ S Sl 7| &StL.
Method of complaint and appeals shall be publicly accessible through the KSA or KSA China website. An appeal is
an act in which KSA's decision, including the results of the certification examination, is rejected and requires a written
appeal.

BIRM BIF 77 7ERL ] £ KSA 59 KSA H e P uh A FFERS H
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IFRIE KSA WIRTE ( BEANEHEESR ) REEAFEBE LIFNTA.

=} o|

= -

=0 X O[oH| 7|7t kW, ST BHE A= O|F | RALSH O|2|X|7| AUHE Z=ALSHO| EtEEE St
o =XE Fg AAXE Z Fdol giALE oj Atast 28H2 XK Q10| si&SHY =
HZ|XHo| A S 2510, A=A 2 22 SO Eo| 7|Z5tn s A 205t = F

Al Eyely—} _'f'_

AtdE ST S OIS H| 7| XA 22 RE 7 L O|LHOf| SESHC)
When a complaint and an appeal are received, the person in charge should investigate the results of previous similar
complaints or appeals to determine the validity and decide what action to take. Unreasonable or very minor complaints
shall be resolved without delay and notified to the complainant. Otherwise, they will be recorded in the register of
complaints and appeals (MP-CS-F1), reported to the team Director, and reported to the complainant within 7 days
from the date of receipt.
W BB R R G, 5T AN B e BT AR R sl AR 45 SR, DA € A Rt R AP . A
BRI BRI RIS, FFRERIVR N B, CRC SRR RN YR EICR (MP-CS-F1) 1, #kik
GHINTE, JFERERFZ HE 7 RIS SRR
@ A 2| = Xt Handling process 4bFHid F2
= A ojeNE[= B2 2REH 2/ E OILH01| ﬂ 2lgs Aoz ofLE HE/AARE N, Az |
o|H4E S 4T AIU0| RTEIE FL0|E 2B I 0|oIF7|Rte B E Holohol X2l 4 ck
In principle, complaints and appeals should be handled within 2 months from the date of receipt. However, if a

considerable time is required, such as revision of laws and regulations, collection of data and collection of opinions,
it can be handled separately with the complaints and appeals.

JRI E, . YRR ESZEZ HiZ 2 M H WA, H2, R FREAH KR, WS ITEEEm. Ik
TR EER A, FTRLSHR. iR AL,
_ 5H|:|- A-||E1i ZEA|-§ = HKSA o| DA-|A|- = Alol-l I-g| _ﬁl_&‘l'ég“z'sok
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The team in charge should identify any nonconformities in the documentation or implementation of KSA through an

investigation and take immediate action to respond to the status quo if necessary.

G /NS Y B E KSA B SCAF B S P T AT S T, F A A B 7RIV RH Bt SO IR o

SHS MEf S0HL0|O|X 2| S ALBSHO] RO FARSHD ChM £33 ZX|BHCH AAZA L Y HAE L
= 5240 BT 22| X0l =ot0f M2 etet.

The team in charge should investigate the cause and take action after establishing countermeasures by using a
complaint and objection handling report (MP-CS-F2). The cause investigation and establishment of countermeasures
shall be handled in accordance with the nonconformity management procedure in clause 2.4. of Rule 5th.

=/NEN A RSN EIR S ( MP-CS-
F2)ﬂﬁﬁl9¢mﬁmﬁ%ﬁ)ﬁmﬂy’ﬁb FRRBBERITRSEMNE 5 HEE 24 FAFEERRER) T

o

- ASEAOf Lol M 3 A2 5 E 2 20| Y=gl F2, A7 Atz 22| HALE SOl O HES ZAFRICE =AMZ
M2 7Xof 2ot Aoz THEEH S T2 M A0 2 otrt,

If a complaint is received from a third party about the certified organization, the contents of the certification will be
investigated through the surveillance audit. If the investigation indicates that the system maintenance failed, the de-
certification process is started.

Ao BRI RN 5 =7 S UEH B UR, PR @ B s ORI B VIER A . R &R IR R e R,
PR J& SR T R .
- B ASIPEE 2ottt QIS MALS M IPEON &= ol Ot BE SC2 Qo M= 2EH X7|E&=
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CrEat 22 2FANS2 SR ZHEoHK| o8z, JQIEAL, XY 52| 8 BXE AKX 1
=HO| ARQHOf h2f 2t T2 M A0 BEHAZLKSA 2| QS HPEAE S=o| 2ot HEA7|= Yoz
XNe|otot 2t 32 S YT EAE /i gttt

However, the following requirements raised by the customer due to lack of mutual understanding during the entire
certification audit process, including the contract process, are not considered to be a complaint, so the staff of each
process shall fully explain and convince the KSA's certification process in accordance with the issues of dispute
without going through the process of establishing the cause investigation or action. If necessary, the certification work
procedure shall be revised.

BR A HTERNMAIEZIRE (BFEEEERE ) PRZEE THMSHNEFRENIUTERTHAA
Bk, Bt , BMEENRINREFNOBAESHFHFRR  KSA  AEIRE, @ A ©
S RRBERRBITHNEE. HLEN , MEITAETFERER.

5! Z7HZ X} Reply and Disclosure Procedure ZE i B2 5

5

©
ot
r=

SEEME = XS AEZAD U A EZKALE X2 = 7 L O|Liof s =& S o8l 2HAH X EHSICH
o o = o o T o - o
=HRZ|RF B =2 CULHE SO et HE /X7 TR FEO| &, KSA X KSA China 2322

u]

Hl 2 3= = XH0|| 2t X 2|SHEL The team in charge shall notify the organization and stakeholders within seven

days of final review results and completion of corrective action. In the case of information such as complainant and
complaints that needs to be kept secret, the information shall be handled in accordance with the secret handling
procedure of KSA and KSA China operation.

oot A A NAEREHERBESERNYEEETKEN 7 RRNBAERMFZEXT.
WTRERBHRFANIBFEFRFR |, MR KSA Al KSA ' HEERY (R BN ETR F# TR,
- M| 3 ALof| ofsh z=E{of Chet 2 2Fo] H&l B2, HAETH A7|0f 3 =X oA = SE St
In the event that a complaint is received from a third party, the organization shall also be notified at the appropriate time.
MRWRIEBE =758 , M FEE SRR E HELR.

- =20 B2, KSA X KSA China= =% Sl S2HH|7|Xtet eA| sl e S 2| W&t o
ARIX|ol O & 2|1 SHY 2 o= HANK| S7HY ARAX|E 2Bt
In the case of complaints, KSA and KSA China, together with the organization and complainants, determines whether
and to what extent to disclose the content and solution of the complaints.

X TFHRIF , KSA Fl KSA [ HER[AMBIFA—EBERETURES KEE LI GERRNRBTNERG =
-ZXZNE SEY2 20 A O[QN|7|Ats SER2 LREH 7 L Lo 0]2|F HM7IE 4 UL
Complaints and appeals notified of the action results can be raised within seven days from the date of notification.
XFATEh A R R BRI THGE R B iR B R .
- X O|o|X| 7|2t Atetof CHEHO] Q1B 25 EHKSA China 2| 2%, General Manager)= /RIS Z
THMBL0f M| BTt

Special committees should be formed and handled on re-raised complaints and appeals, and Executive Director of
Certification Division (In the case of KSA China, General Manager) acts as chairman of the committee.

NETXSEF R BN RIFMBIFRILEIER AT AR |, FEHINESHATE S (KSA HEH 2858
BEEREER.
@ 7| & Record it 3%
™ W MElE RE 20 U 0|9 TSR “IATF-SP-QC-9.0 215 7| #7578 FXto| wat
QI E E= MAH O 2 2 2E|0{Of SHC}
All complaints and appeals received and processed must be kept on paper or electronically or on pin

am
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printed materials according to 'IATF-SP-QC-9.0 Records required of the certification body’.

YR AL E R P A SO BPIFE AR B IANET MG ESRAIICR IATF-SP-QC-9.0" , RAFTERRHE 7
ITENIRR L.

= St i3l
- SR Ao

Chet Ol2lX| 7|2 B, F X E2 7| F22| 5t0]of BHCf.

In case of appeals to the issue of nonconformity, records are maintained by nonconformity.
MEXWAFEIMEL LIF , MBI TSR LT
(3) 2HgE

OFOf| CHSF AP =X W2 CHS Db 20} Corrective actions against customer complaints are as
follows.
HYE P RIFRL IE SR T

O D ZT Y& Details of customer complaints B IIFIER

@ EME SM ZAHE A2 R ZEAE S 220 32, BN £

Detailed problem investigation (including problem investigation period, problem investigation team and,
if necessary, horizontal development)

FANOREE (SEREEAER  EENE, LEN, EEy R )
@ 2H™7|& (ol ~ol 25} A-S) Describe the problem (eg KSA failed at ~)#t[aI&R ( 140 KSA KEE...)
@ AMEE@EHZX], ZR Al 4] 1F, L]
©® 222 17 248 23 Root causes(including period and analysis team)
RARRA (BFEN AR/ )
# QOIM 7= 2t 2H 82,5 Why 7| B2 0| 8510l 2222 =&5t= A2 »ERE ¢
In principle, for each problem described in 3, the root cause should be derived using the 5 Why technique.
BN L, TP #ERNFANEE , NEMA 5 Why RARESHRARE.
® AMEEKX| A=, L™t HSMF A Corrective action plan, schedule and evidences of implementation
YIEHE TR |, BB MRS
 OOM 7|zt 4 22/ B2 AEEX +=dt= AS AEcz ¢
In principle, corrective actions should be performed for each root cause described in ®

WL, REE+ AR S MRARE St IE .

ot

@ 988 =X, B8 Al validation of the effectiveness of the corrective action, if necessary

R ERIIEM IEE R AL

(4) AERA-A2= ?lof EXtof wet HYE AEZXEIAME g AEFA MEsH7| Hofl AIZ=X|Q
rad A HE GO 5 Eotota o|HS 7 EI5H0{of Bt
The Certification Committee shall evaluate and comment on the validity and adequacy of the corrective actions before

submitting the corrective action report prepared in accordance with the above procedure to the team director in
charge

EERER LR FERNMYEERIRERR il 7T i BA F =
Al INEZ RSN B KR AR M T 0 EH TR A IF2 2.
) Fad =l 3 240 oot == M| A= oS3t 2Lt
The process for validation and analysis of the effectiveness is as follows.

BRERIGIEM DTSR T .

O FoHT ZE A KO 2utel rud2 ESHE Al HESC

IATF-MP-CS 2.9/r9 2022.07.01
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The validity of all corrective and preventive action results taken shall be reviewed during management
review.

EEEIFFEHE , NIFE AT R T AL E AT 18 5 45 R AV E L.
@ B 2HMEH IATF EEXHKSA China O] ZS, KSA China IATF 16949 EHEXHIATF £ LM =l 22X
FHE AIE S o =X| Z0E M5l ASHE E= 232 (E st 490 ME Tttt
Staff in charge of IATF 16949 certification at the Certification Management Center(In the case of KSA China, KSA

China TATF 16949 administrative staff) analyzes the nonconformities, corrective actions and preventive ac
tions taken, and submits them to the management review or the steering committee (if necessary).

INEEE fOREIATE 16949 NEM AR (KSAHEZKSAH EFAFTIATFREEA D XAFEIN. ik
MBS BT 0, LR, BERRGERTFEIESERS.
(6) 2ol M| X v &M Ao Tt YA 2 Chap 2T
Principles for the settlement and liability for disputes are as follows.
RRF W RN FS=ZEDOT
@ O|2|H| 7| Xt2} KSA =2 KSA China O] = 20| 2 He[A 2|0 X2[AD0| S=5HX| @
77|l RHEsHE AN sfATHCL.
If the complainant or KSA (or KSA China) does not accept the result of the Steering Committee, it will be
resolved through a voted interpretation of the arbitration or the accreditation body.

MBERIFAZ KSA (L KSA F1[H) TEZIBESE[SMNER | WG H ARV ZTIA T SR,

(2 KSA Z2 KSA China 2| = 30| = 716t 1 10| A && 5 KSA 2 KSA China 0| M ot ZX}0[2(2
HHO 2 S ZSIaX & AR, IS FME & (KSA China 2| 72, Manager) 2 3|ZH(KSA China 2| Z2,
CEO&Chairman)2| $ 912 S50 Mz At & HELCZ Q1S MU == QUL
In spite of KSA or KSA China efforts, if the client intends to resolve the matter by a method other than the
procedure prescribed by KSA or KSA China, such as legal proceedings, the Director if the Certification

Management Center(In the case of KSA China, Manager) may appoint a legal representative such as a lawyer
with the approval of the chairman.

RE KSA B, KSA METED, BNREFITEEL KSA = KSA
MEMNRFZINEMTTE (FIaLERER ) FHREE , WAEEEPOH K (KSA FH 2 B & 3)
TEKRE S KIENER T ES 23R, .

o

PR,

B2, BN =

mjo
rir

@ ASSHME H(KSA China 0| 42, Manager) 2 I TEEOZ Qlgl UMst= QS Hotstn &5l
CHot ZA|EOHEHE S)S HF0{0k

20k & X|2|df O] S RS0 KSA o 2o Ldlist= Hi&f & o

okCt
The Director if the Certification Management Center(In the case of KSA China, Manager) shall prepare
measures (insurance, etc.) for the liability for damages arising from the operation of KSA in consideration
of the risks resulting from certification activities and the areas in which they operate and geographical
conditions.
IWIEEE O (KSA FE RS NARE LTS ) B A2 10 RS L SAIETE B BT A 1) DX S5 A dh 2
A, H5E KSA TR E SRR AR I FH I TR IR i (fREESED .

DKSAC 2% U Q24D BB 20| LAYSL0], KSA O] HMAIRE BZE FS KsA
H7IEF RO Z 0] 2 Hi &M S TICE
In the event that a dispute arises concerning the operation and performance of the KSA and is determined
as the reason attributable to KSA, KSA shall be liable for compensation in accordance with the insurance

and other methods covered by KSA..
WA KALE KSA @B TAREATA RS, FEE AT KSA BB, KSA R4 KSA AR IR

il

JteiE 2

rir
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1 HAth v A R R 454 T A
(5) N2HOFET X AF Customer Satisfaction Survey 25 F' i = 5 ] &%

D KSA 5! KSA China & A 2 AZ = Ab(post audit survey) X E & (client) ! DO 2 2 O| I| =44 g Ht
=CHEL KSA China = OfE of B4 D3 o= NMUZE ZALE HA[SHLD KSA Of E05HCH KSA
=AtE O|E st EH7F M If MAESH =X E F|oHCt

KSA & KSA China carries out post audited survey(s) in the year and receives feedback from the
organization (client) and customers.KSA China has to conduct a customer satisfaction survey for
customers monthly basis and report is to the KSA. KSA shall check this and take appropriate action when
a problem arises.

KSA H KSA $+EHEFEKEHITRIEBEE(post audit survey) , IFHWHR (B ) MMEFNRIE. B2, KSA
China BANMEHIT - RME#EERE , 60 KSA R, KSA 5 8
STEPHTIOE | FHE HERREAT R EUE 418 1.

@ KSA S KSA China = Ofd 1 ZtS 24513, 0]9] & 7|7t US Al &7 Z2 M 20| w2k M2|5HH,
FdSHE A A EIt Al grEoiot
KSA & KSA China analyzes the results every year, processes them in accordance with the above

procedure if appeals and complaints are raised, reports them in the management review and reflects
them in the evaluation of auditors.

KSA 1 KSA o [H BEX) i & ERFT /N, JIF IR Ll R Bk M f, EEEIFERES AT
WREHRREXNSFZROTEN $.

@ DAUELE EALHRI= -2 O3 2tAX= 2 Fottt.

The scope of the customer satisfaction survey shall be determined by domestic and foreign stakeholders.

JOR 6 55 PR A 22 ) e ) e [ P A 2 AR 5T B
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