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1. Introduction /44
The organization takes very seriously any and all complaints made in connection with its products and
services. This procedure sets out a method of dealing expeditiously and impartially with complaints made
by customers and other (external) interested parties.
AZH VR H N O A7 5 L AR 55 R IR R BT A 8F . ANFE 7 e 7 — PV s A 4 1F S kb 3L
AEAR AN AR5 $ ISR T i
2, Abbreviations and Definitions %5 flxE X
Complaint: Criticism of the Certification Body, or of the qualification/ assessment process.
Fer: AAENUBIAEPE, SO0 SRS DIE/VF A I A2 L PP
Appeal: Against a decision made by the certification body
HfR: SORFEATERLAS BT AR t B e
Other applicable abbreviations and definitions are listed in the Quality Manual
FiAthodi ) 5045 5 A E AT ot & 0
3. References &% CHk
General references are listed in the quality manual;
— MR 22 SCHR B AE S T
ISO 9001 Quality Management system - Requirements
ISO 9001 Joi A PR A R—EEK
ISO 17024  Conformity assessment — General requirements for bodies operating certification of
persons
ISO 17024  SAXVFE— N BRI VAL A — BLER
ISO 9712 Non-destructive testing — Qualification and Certification of NDT Personnel
1ISO 9712 TEHURMI-NDT A G 1 58 4% 4 52 FAAIE
GBT 9445-2015 ikl A f3 B3 k% %5 € 5INIE
4, Responsibility and authority 33/EFIAR
4.1. All individuals involved in the handling of complaints and appeals shall be impartial (QP 01 refers).
JIT 2 5 A BEBLR MRS NN 22 IE(Z i QPO1)
4.2. The Head of certifications, shall be responsible for reviewing complaints and deciding on or
recommending an appropriate course of action.
VAERST T 5T AR DT o 4 F, R B — N & AT 30 5 & .
5. Information for complainants or appellants & 33 1F A\ B B A\ B % &

5.1. All complaints or appeals must be made in online or writing, using the appropriate form referenced in
this procedure. The individual will need download F-15 Complaints and appeals register and fill the form.

Then email F-15 Complaints and appeals register #t 1 5 H f 52 # & i & to jiebaixuel@ccicshaanxi.com or
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mail to 10 Hanguang North Road, Xi 'an City, Shaanxi Province, Jiebaixue Liu, 18710516309. Each

complaint or appeal will be acknowledged, investigated and resolved. Verbal complaints will not be accepted.
JITARRECR YR A BB AR B, IR AR e B HiE . DR 2R3 F-15 $RAn
ERECMIFES XK. RFHETE TR REF1S RIFMHFELRIFESRIFZEFILRE
jiebaixuel@ccicshaanxi.com EHf 77 28 PG 44 V5 22 117 &% Ot L% 10 5, Jiebaixue Liu, 18710516309, 4 —1i#k
PRE R ER AR RN . IR AR . ANEeS LR

5.2. Complaints may be made by any individual (e.g. a certificate holder, a certificate holder's employer, or a

client of an employer) against the qualification and certification process, the CB administration body, an ATO,
or a certificate holder.

RN B, AEBFEA A EBEA AR R EBUE BRI B RS AAER . CB & BHL .
ATO EGE-BREA AR 1 F.

5.3. Appeals may be made against a decision taken by the CB not to award a certificate, to withdraw or
cancel a certificate, or not to renew a certificate, or reduce the scope of a certificate.

A CB AMUACIEFS« JI] BV IE 15 ANEEREAIE 1 B/ IE 5 Y6 [ i o 32t .

5.4. Submission, investigation and decision on appeals shall not result in any discriminatory actions against

the appellant.
XFHYRHIIRAE S A AR E AT B R ACRBUE (BT
5.5. Any action determined by the Complaints and Appeals Panel regarding a substantiated complaint

will be notified to the complainant, the ATO or the CB (as appropriate) at the appropriate time.

BOUR S H RN LB CAIE SE BRI D€ I RIAT 3, R AE S 2 I RLE FI IR . SR BRI AP BOAE ALY
(BLIEBLTED

5.6. The Scheme Committee will meet and review all relevant material within 42 days of receipt of a written

complaint or appeal and decide upon the appropriate action to be taken by the Head of certifications.

IWIEZR A 2 AR B I BRE R URE 1K) 42 RINJT I8 EPTA A MRL, I S e 45 8 MR IE 24 4T
.

5.7. The Constitution, Terms of Reference and Method of Working for the Complaints and Appeals Panel

are included in this procedure.
R R /N ) B AR . BRBLTE R TAE 7%
6. Process iI7%

6.1. The Head of certifications will endeavour to deal with complaints and appeals without recourse to
committee. Where this is not possible, or where the complainant or appellant insists, the matter will be put

before scheme committee.
UIIE 4K 55 A B BERRI R, ARG 2. IORATRE, sl IR NS R IR RS, iR e 1)

ERESS

Page 3 of 8




/_\ COMPLAINTS AND APPEALS
CIC ‘ ‘ QP 09
\/c BRI

6.2. Ordinarily, complaints are handled by correspondence with the complainant/appellant who may submit
written representations.
— R, R E SRR VR ARG AR, R AT RAS T R .
6.3. As part of the investigation, the Head of certifications will correspond with all appropriate parties,
including the complainant and the certification holder or the ATO or the CB, in order to determine the facts
relating to the complaint or appeal.
PENIHAE R — &7, VIEEE RSP E S &85, BRI MERA ABATO 2 CB, L#iE S
BRI YR R F S
6.3.1. People having a direct interest in the complaint or appeal are not allowed to be involved in
communication complaints decision to complainant
SR EFE BRI E X RN LA S 5 RHF MER BT e
6.4. On receiving a complaint or an appeal, the Head of certifications will decide whether there is sufficient
information to consider the complaint or appeal and make a decision.
FEWCEIRAURECR RS, TR B R e 2 A R8I BORR T IS SO B YR IR g
6.5. Once sufficient information has been obtained, the Head of certifications will decide whether to manage
the complaint or appeal himself/herself or escalate to Scheme Committee. In the case where a complaint is
against the CB, Scheme Committee will take up the matter. In all cases, outcomes will be reported to the
Certification Scheme Committee.
— ERMGE W BTRE, DR T E R UE & AL EIROREOR B R R, BT R R iR, R
LR RE S EAENT, FHs RE S S IE T RIZE R 2.
6.6. Once the complaint or appeal has been considered and a decision has been made, the outcome will be
corresponded to all interested parties .
— BRI JF OB B CAE ke, HE RIS BT H K& 7.
6.7. Depending on the outcome, the complainant or appellant will have 15 working days to appeal the
decision. After the appeal against the decision has been considered and adjudicated upon, no further
appeals will be allowed unless new evidence is forthcoming.
R UREE R, AYRANBCR YR AR 15 ASTTAE H RIS TR0 12 008 52 1 H R FEXT 20k 58 B F RT3 B SO,
P, BRAFAFTRIESE, & WAS fevrdt— P R R,
Guidance on outcomes 4R 155
7.1. Appeals Hiiff
If it transpires that the CB has made a mistake when making a decision not to award a certificate, to
withdraw or cancel a certificate, not to renew a certificate, or reduce the scope of a certificate, then the
decision should be reversed as soon as possible without further costs to the appellant.
mARKA, CBAL T — MR RE AR TAES, WU SO IET, AHEFE, S0 ERrEE, Ba
TR TE 2SRRI FfR NBCAT JE— 2D B AR
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All other appeals will be considered on their own merits; however, no decision by the Scheme Committee
should be seen to be circumventing due process, in as much as, a certificate holder must have

demonstrated his/her competence by passing the appropriate examination in accordance with the rules.

AT Hofth B URR AR P HLAS B (M SR REAT B RS s R0, TRl 0 2 IR A AT R AN I e AR D R I 4 R
PONIEAS 358 N6 Z5URR A A U e o 3 24 £ 2% 4k AIE B 3

Other decisions by the Appeals Panel could include ‘issuing a certificate subject to certain conditions’, ‘re-

sitting part of an examination’, ‘gaining more experience’, ‘additional surveillance’ or any other measure

that is seen to be fair and appropriate.

RN 2L ) FoAth 8 T RE RS AR TR LL SR A R UIE L RS IR — . SRR EZRR. sk

AL BAT AR A R g 22 P 2 5 T

7.2. Complaints i

7.2.1. Certification process - For the purpose of this document, complaints about the Certification
process is confined to published CB documentation and local procedures used to manage the
certification process; complaints about individuals’ use and interpretation of documented information
and local procedures are likely to be made against the CB. As the published documents undergo a
rigorous review and approval process, it is unlikely that complaints will be made against the content of
these documents; however, if a complaint is made and upheld regarding these documents, then the
document in question will be referred to the Scheme Committee for review and recommendation.
WIE R -FUA S F . A YGEE R B HRR IR T 2 A A1 1) CB U AT 18 B IE R A% 1) A HU 2 e 3L
s AEAS NAE RIAI AR SO A5 BT AR PP O 5 T, AT RES S CB et %ifr.  H T A SR 4 id 7™ 4% 1
B A FIAHERR T, AN K AT AR I B ST (1) Y 23 AU s (ER, R I B ST {38 4R R R 4 S RE, T
ARG AT T R A AT s A AL
7.2.2. CB-If a complaint is made against the CB, then care should be taken to confine the investigation
to the use and interpretation of the CB documentation and working procedures; If it transpires that a
complaint against the use and interpretation of the CB documentation and working procedures is upheld
then the matter needs to be rectified as soon as possible and if appropriate an apology issued.
CB-4n54xf CB 2 4% ir, T MLy ke R Ay Bl BR 1 72 CB U AT AR RE Py A8 I AN RE Ly n R IR
CB A LAERE 7 (4 A AR R RS BNIESE, IR ZRRT BLAIE, FFIIE S0 .
7.2.3. ATO-With regards to a complaint against an ATO being upheld, it is very difficult to predetermine
penalties without knowing the severity of the offence. However some suggestions are listed below in
descending order:
ATO-Xf THUESEXT ATO By s, ARMELEA FIEE S AT N I AR BE (S 00 T AP e e A ¥ . 2RI, I
FIEFPHIH T — L
Mild response & E k™

® |etter from the Head of certifications pointing out the error and requiring specified corrective action.
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YNIE 45 H A IR O SRR IR A 2] TR I ) S0 A5
® | etter from the Head of certifications demanding better performance in the future
WIE 5 (0 B SROR R BE 4 AR B S

® Require an ATO to re-train,

FOR ATO #E2 HF R

® Temporarily suspending operations of an ATO
) ATO 21T

® Immediate surveillance audit of the ATO

XF ATO FSZ R AT B o %

® |mmediate reassessment audit of the ATO

X§ ATO 7BV HEAT BT DAl A%
Uncompromising response 5&f# jx B

® Withdraw ATO approval

Mg ATO ¥ r]

7.2.4. Certificate holder—If a complaint is made against a certificate holder, it is likely to be for one of
two fundamental reasons, either there is an issue relating to technical competence or there is an issue
relating to the Code of Conduct.

EBEFA N— RXEB R AR B BUF, IRATREA AR K 2 —, Z AR 5HEOREE A R )
B, G ST HENA SRR 1] R

If a complaint is made about a certificate holder's technical competence, then only penalties relating to
the Method should be considered. However, within the Method, it may be possible to apply the
penalties to one or more Categories. If the complaint is more generic in nature, it may be appropriate to
apply penalties to the whole NDT Method. Penalties could include:

AN SRRUE B R AR BE R R, W RIS 5076 A R4 T . (H2, fEZI%d, TR —1
BN KA o W R VRENE BT B, B AT REX BN NDT J7 i FH AL 111 & 0d 4. 4b i vl fg

(EEGE

) Immediate re-training and re-examination in the Category

7 R EAT B 1 I R T

) loss of Category and/or Method certification for a short period, then restore certification

RN R R R ATTIAIE, U EEE R IE

o loss of Category and/or Method certification for a short time, then re-training and re-examination
T A 2R 22 S8 RN TV IE ) 2 5 U1 A I = A%

o loss of certification for a year or more and reversion to initial candidate

M 1R EINE, BEEONIIEHRE A
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Note: all of the above penalties should have a time period associated with them.

R BRI AR TN A 5 A ISR 1R B

If the complaint is about a certificate holder not complying with the Code of Conduct then penalties
ought to be considered for all Methods and not just the Method for which the complaint applied to, for
example: if the certificate holder is found guilty of falsifying ultrasonic reports and, in addition to
Ultrasonic Inspection he/she holds certification in MPI and Radiography, then the penalties should apply

to all three Methods. Depending on the severity of the offence, penalties could include:

. loss of Method certification for a short time, then reissue certification
RN 2R 2278 E, T B3 AU IR

. loss of Method certification for a longer time, then reissue certification
JHENIEE R I TR, U B3 AUA AAIE

. loss of all Methods certification for a short time, then reissue certification
FEFELIN 18] N 25 2R BT A7 D7 VEAIE, D EER AU DR

o loss of all Methods certification for a longer time, then reissue certification
ZRFTAA T3 3N AR R I 1), 0 58 A& IE

) suspension for a year or more and reversion to initial candidate
P —FE UL, BHRAYIIRRE A

o Reporting to the authorities
ENEIR IR aE e

Note1: all of the above penalties should have a time period associated with them.
I BRI ARSI A 5 A R 1A B

Note2: Any substantiated complaint about a certified person will also be referred by the certification
body to the certified person in question at an appropriate time.

T 20 AUEAUAS JRZBZE A 4 I (A1 0] o — R N AR AT R 5L I VR 2 i RFIE N 1o

8. Complaints and Appeals Constitution, Terms of reference and Method of Working
BRM R ER, RAVEENTESE
8.1. Constitution 5 #f%

8.1.1. The Complaints and Appeals shall be constituted of not less than three ordinary members of the
Scheme Committee they can include Head of certifications And one other to be concerned solely with
the interests of the complainant or appellant. At least one member will have technical expertise relevant
to the complaint or appeal under consideration.

FF SR A D T =20 R 012 B B s R LR, AT B UE 5, T 5 — 2 W R &R A
BRI RS . B — 2 ROV B 5 IEEE S P BRI R A REIHRAR T K.

8.1.2. No person having a direct interest in the complaint or appeal shall serve on the committee. One

of the Scheme Committee members will chair the meeting.
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8.3.

BRBCR A BN FH R AN ANFER AER T RIR A 10— 2 R0k ERRX R

. Terms of reference BRA it [

The Certification Scheme Committee for assessing individual cases of complaint or appeal.

PRAE A A BR R PR AN R AR RIZR 4

Method of Working T.4F J5

8.3.1. The Head of certifications will gather all necessary information from the parties concerned in
order that the case can be fully assessed.

WAE BB A RS TR A BERE R, CMEX R AT 787 VAl

8.3.2. A meeting shall be convened within 42 days of receipt of a complaint; a scheduled Scheme
Committee meeting could be used to facilitate such a meeting — subject to conditions of confidentiality
and impartiality.

RIAEWCEIBER T 42 RN HTFUG BUE THRIZE B S BN T & DR A IER) 564

Note: If an appeal or complaint is urgent, the Head of certifications has the authority to convene a
meeting as soon as the appropriate information is gathered.

A MRAYREEMRE S, VAEEE A BAERCERIE 2 805 B L H H IRl

8.3.3. The meeting shall take into consideration all of the material submitted when reaching a decision.
Where the meeting is able to reach a unanimous decision, the Head of certifications will implement the
decision and submit a brief report of the circumstances and decision to the next meeting of the Scheme
Committee.

SVAEAR RIERS, R ERI TR T MR R W RERS 1A B — B E , VIIE EE R AT Z ik
T, TR G N IR RS A FRAF LA TR 2 B ] EE AR

8.3.4. If the decision of the meeting is not unanimous, it shall be referred to the next ordinary meeting of
the Scheme Committee whom shall either make a decision by a majority of 75% of attending voting
members.

N2 W R E B AT — B A, NAIRAZTHRIR R i R IR B2, 122 2 N BL 75% S #5572 R B 1 1
ZHUEHE

Records 2%

F-15 Complaints and appeals register ¥t 5 Hf 2 & il %
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