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Appeal and Complaint Handling Procedures

B&Y

RAIE -

1) A H R/ SRS 3 A TEAL

2) A R BREAS 2 AP ARG Ab 2

3) AT ER/ G SR RR AT R AU A R

4) T R/ SRR LR BT S B

5)  FTA IATF 16949 WAUEIEAR () 56 B MEAS USRS FA W ik «
6) IATF 16949 WNIEMAIEYE. fREVERBI4EY .

AR E M T 540 500 = B OAE B0 A PR ZA-FCAV. CBLF f] #K

“7A-FCAV” ) TATF 16949 F1 TATF16949 % 1SO 9001 AIEJE B J 1 Hf

AR AL Ab
3 H&H
3.1 VRZEIF S G T R A B R RT3 [ A B 22 HE J2 0% ] FH PR U

1  Objective

To ensure:
1) All Appeals/disputes are dealt with fairly.
2)  All valid complaints are dealt with fairly and expeditiously.
3) All Appeals/disputes and complaints are resolved amicably as far as
possible.
4) All Appeals/disputes and complaints are handled in a non-discriminatory
manner.
5) The integrity of all IATF 16949 certification processes is maintained and
continuously improved.
6) The impartiality and confidentiality of IATF 16949 certification are
maintained.

2 Scope of application

This procedure applies to the handling of appeals, complaints and disputes
related to the IATF 16949 and IATF 16949 adding ISO 9001 certification activities of
Beijing Zhong An Zhi Huan Certification Center Co., Ltd. (hereinafter referred to as
the "ZA-FCAV").

3  Duty

3.1 The General Manager of Automotive Certification shall arrange for the handling
of Appeals and complaints with sufficient resources available.

3.2 Marketing Department shall provide ZA-FCAV's public documents to the
applicant and the certified clients, so that they can clearly understand the company's

handling methods and procedures for Appeals and complaints and disputes.
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3.2 T ZA-FCAV ATF SO AR AEA H i FIZRE 2 /2, (s 45 T i 3.3 Audit Department .is responsible for organizing and handling the complaints from
company employees (including management personnel and auditors), and
ZA-FCAV 2% HRR AL RAT 4 ) AL 3 07 72 5 b PRI 75 consolidating the handling materials into the technical department.

3.3 O A SUNEE ZA-FCAV B T (S5 E8 A B AR I BRI B R 34 Techmca.l Dep.artrr.lent is spec?ﬁcally respons?ble for the re(.:epnon, reglstratl.on,
acceptance, investigation, evaluation and recording of complaints and complaints
bR OSEY % p R I S 5 N L from various stakeholders (government, employees, shareholders, suppliers, trade

3.4 HREEMK G TS RISAET (B BT W, feRipg. T2, K umon.s, F)ther social orgamzz.itlons, etc.), .and informing the individuals or
organizations that make complaints or complaints of progress and results, as well as

EASHAE) YRR Bad. 2B HE. PP ANCS. R | process data. Archiving and preservation of records.

HRRER HI T IS A SR GBI RIS I, D R 0 S I RS A T 3.5 Technical Depa@ent is responsi.ble for organizing the inv.estigation and handli?g
of general complaints and complaints, and the representative of the automobile
ko certification management authority shall approve the handling opinions; Major

3.5 - ERRIR E R AR B4 T A S AR, (95 4 B AR St Appeals and comp.lalnts shall be 1nves.t1gated.and 1.1andled by a working grf)up formed
by the representative of the automobile certification management authority, and the

AP L HEAT A s R H YRR U YRR E BB AR S ST A AF 4L | handling opinions shall be approved by the general manager of automobile

AN, FIR A I B b F 2 AT R certification.

3.6 Each regional office is responsible for submitting the received complaints or
3.6 FIXHRIp I 3 A TTAE H AR Y H IR B JFRIE ZA-FCAV 552R | appeals received to the Technical Department of ZA-FCAV within 3 working days.

o 4  Channels and methods of Appeals and Complaints

4 ERFIEIRAEEFS R 4.1 Members of the public may access the Appeal and complaint channels on the
ZA-FCAV’s official website, obtain public documents relating to appeals and
[T e . X . .| complaints, or provide details of the complaint handling process to the complainant
4.1 NARATHE ZA-FCAV ‘B Py 1] FR R AR R IRIE , SRECAH YR MR % A T3 . :

and any interested parties upon request.

1, B HE EE SR M 7 5 S ATAR R 2540 58 7 SR AR AL B AR I IS . 4.1.1 Log in to the ZA-FCAV website at http://www.zazh.net/, click on the menu

N s X item [Submit Complaints and Suggestions] on the homepage, enter the relevant
4.1.1 &3 ZA-FCAV EM http://www. zazh. net/, My TsEHEEE [HEVF

WY, NGRS EEAT R BORAR S B BUE IR, LA 1.

information for your complaint or send an email, as shown in Figure 1.
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Figure 1

A Fze zazhnet/index php?m=contentBic=indexdia=listsBicatid=20

’ﬂﬁﬁ&”ﬂﬁm Us  Business Section

IATF 16949:2016

Company News

Service Cases

Recruit training

Complaint submission in the official website of ZA-FCAV

Certificate Inquiry | Complaint / Appeal

-~
CNAS

o
OEARNENEUATRRS
ERTEAERRUTES

4.1.2  For the public documents related to the complaint, on the homepage of the
website, scroll down to the third page, find [Public Documents], and select the QP-11

file, as shown in Figure 2.

Figure 2: Location of the public complaint filing documents on the ZA-FCAYV official

website
A F¥e  zazh.net/indexphp?m=content&c=index&a=lists&catid=20#page3

Scope of Certification

application
Clients who manufacture
automotivgtoducts and,

application
Thank you for your trust,

and choosggitour

companMde you

with certification service!

where 9Bligabte; design

and develop automotive
products and vehicles.

IATF16949 Relevant Documents

~ IATF16949 Certification Ry

v IATF16949 N

e to Certified Organization

<

Certification

procedure

‘

Processing procedure of b

IATF 16343 rtification / b
&

IATF 16949 Certification Procedure 20250902 pdf

Scope of IATF 16949 Certification Business

20250902.pdf

ATF 16949 Certification Fee Standards 20250902 pdf

GKOS.1 F#H4 169491E T5HIAR 20250122 palf

ATF 16949 Certification Audit Time 20250902

Q uex : v 5

Public Documents

tificates antififerks

Public Documents

<

Letter of Notification -the imple. of the requirements

of IATF Rules 6 20250902 pdf

List of IATF 16949 Certification Regional Offices and

<

Functional Activities 20250902 pdf

v Procedures for the management of Impartiality
20250731.pdf

 Procedures for Granting, rejecting, Maintaining,
Renewing, Suspending, Recovering, cancel and

withdrawing Certification 20250731,pdf

« Appesl and Complaint Handling Procedures
20250731, pdf

v IATF Accreditation Certificates, LoCs and Mark

Management Procedures 20250731 pdf
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Bl XTFRA AVSShRIR o BRSSEG|

ERIZIFIRIN complaint / Appeal COM pLAI NT / APPEAL

LU A > BRIFRIN

PROFESSIONAL PROFICIENCY ACHIEVED, EXCELLENCE CONSTANTLY PURSUED

Welcome to raise questions and suggestions about our service. We will read and reply to your questions carefully, so

ERIZIFIE
1x as to continuously improve the quality of our service to you.

FIU|ZEIHR|IBIRIS[E

Email: info@zazh.net

*Name:

“Phone:
FBERIFRAAMRSSIR IR, ROSANREHEECAEE, LIHRSHIR DR ARS AR,
“The complainant's company:
HB#l: info@zazh.net *The complainant's email :
Explanation of the
M complaint/claim
a
MBIE:
Explanation of the
MERABRRAR: complaint/claim
Z
R A %512 A RRIE:

4.2 BPWEEREEE R ZA-FCAV EEERE R F A IRIIEE Y —. &ar@ | 4.2 Customer satisfaction surveys are one of the channels through which ZA-FCAV
. e s . . . N actively collects complaints and grievances. Customers can submit complaints,

i ZA-FCAV ERP RSN (% PR HRHIAR VR, SRR iy | P S anaene oo
grievances, or disputed issues by filling out the "Customer Satisfaction Survey Form"
7] o in the ZA-FCAV ERP system.

4.3 PR HAA STt E] LA ZA-FCAV X3 Ip /N2, S % 2 i Hiffag | 4.3 Customers and other relevant parties can also raise complaints or grievances to the

. ZA-FCAV regional office, auditors, etc.
i,

4.4 B P AR 2 AR DS AT AR E g A AIE T ]. TAOB, HEEVE

4.4 Customers or other stakeholders can also submit complaints or grievances to their

superiors, certification regulatory authorities, IAOB, or even the legal department.

PR TR L R 4.5 Written complaints and grievances should be submitted in written form such as

2024 4F 12 H 20 H kAR 2026 £ 5 H 14 H KA 2026 £ 5 F 14 H3Li
Issued on 2024-01-10 Issued on 2026-05-14 Implemented on 2026-05-14
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4.5 T H YRR SR BUIR . ZA-FCAV B RS S BN, Sis# %
VR E AR R I BRI AR ik BER T2 PSRk AR, R
HERT R A BAARLE T . UM RGN 4

4.6 ZA-FCAV iR E % LR IRTUT el B, A, &S T,

4.7 7ZA-FCAV A2 FRIE 2 07 .

5 HIif
5.1 ERIFASEE
FHF I Vi B R

D GHAE H 5 N B IE AL 23 5 Y 52 BRAN D B 25 S AN

2) Xt ZA-FCAV FITAF Hi 1R 8 4% 45 18 AN

3)  XF ZA-FCAV AT UEFEM I H 8 AN s

4) X ZA-FCAV 15 s HAAIE B2 4% 1R 58 A3k 5

5) ZA-FCAV L, GLFEE N G A 1% % ZA-FCAV [RAH IR SRAN 5
6)  HoAth HF A KIS S A R H .

5.2 ERIRHIALIBIZRF

5.2.1 HIFAIALIEETE]

5.2.1. 1 RHZITAEFBARRZWHME 7 AHIHW, S0 % %I 11

via email or through the ZA-FCAYV website. Clearly state the specific reasons for the
complaint and attach evidence, as well as the name and contact information of the
complainant. For oral reports or in-person feedback, provide specific details of the
complaint incident, supporting materials, and the name of the complainant.

4.6 The technical department of ZA-FCAV carries out the tasks of receiving,
registering, accepting, and investigating based on the above responsibilities.

4.7 ZA-FCAV does not accept anonymous complaints.

5 Appeals

5.1 Scope of appeals

The scope of the apeals includes:

1) Discontent with the acceptance and evaluation results of the application
submitted by the certification applicant or the certified organization;

2) Dissatisfied with the audit conclusions made by the company.

3) Dissatisfied with the company’s refusal to certify and register.

4) Dissatisfied with the company’s suspension/revocation of its accreditation.

5) The company's employees, including managers and auditors, are

dissatisfied with the company's relevant decisions.

6) Other matters related to the certification activities of various stakeholders.
5.2 Procedures for Handling Appeals

5.2.1 The Time Requirement for Handling Complaints

5.2.1.1 Within 7 calendar days after the end of the audit meeting, the auditee shall
raise an appeal regarding the non-conformities or other issues identified during the
on-site audit. ZA-FCAV shall inform the appellant in writing of the investigation and
handling result within 15 calendar days after the end of the audit meeting.

5.2.1.2 For all other appeal matters except those mentioned in 5.2.1.1, if the auditee or

2024 % 12 A 20 H kAR
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AR T B A ) R R R o ZA-FCAV 78 8RR & A 15 15 A H A
PR K 8 2 A R 8 SR T 5 0 R RN
5.2.1.2 B 5.2. 1. 1 Z AW HIREEIN, 5287 4% 7 BERIE 7 AE4 1] ZA-FCAV A
I B S AIE S UE BUHSCHE AT, DA R A 1 R R
ZA-FCAV NZAE 60 A~ H I H A SE B & 704, 8 IR 2 A R A5 R A5 1 o i
Ne WAEESL, RIE 90 AN F 7 H A 58 B R i -
5.2.2 EHVRRAE 4. 174, 3 HRHEEIE AT U H
YR BRE SR, FARRIES CRIFARIFICSR) , — B URHBER
FS B DG T TR A AR T JE K R BV IR B AR A ST AL B AR AL A
REBE . FPSCRI O BEUR, RS PR AR BRI AR, el AR RS
DLREAT A A T HUIE:

1) HR RTS8 A R 7 35 N R Ak 78 43 ) S SR A TR R

2) ZHFER T SRR R AR RS MR L

3) A EHURE B M FESLHATIHE . #iA. T AEBGIE:

4) T AR IR AR, B H (] R H R IS 4 A 2 IR R GE 4 IE
E it o

5.2.3

5.2.4  HAREHKETAEHZSIHE., Bk, P MBGES IR, SR
IR NEE AR

5.2.5  RENIEEHEENRALSUW, HEMBE R, LENW IS LT

the certified client receives a notification from ZA-FCAV regarding the non-approval,
suspension, revocation of certification, or related measures, or if an appeal is raised
due to other issues, ZA-FCAV shall complete the investigation and analysis within 60
calendar days and inform the appellant of the investigation and handling result in
writing .If the investigation proves to be true, corresponding measures should be

implemented within 90 calendar days.

5.2.2 Appeals shall be lodged through the channels and methods of 4.1 ~ 4.3.
5.2.3 After receiving the appeal information, the technical department fills in the
"Appeal and Complaint Record", and the general complaint is investigated and
handled by technical department or relevant departments; Major appeals shall be
investigated and handled by a working group formed by the management
representative of the automobile certification. If a major complaint is received, it
should be reported to the appeal and complaint handling working group as soon as
possible, and the working group will investigate, confirm, analyze and collect
evidence on the appeal
1) Both the complainant and the respondent are required to provide sufficient
factual evidence and written materials.
2) Arrange for representatives of the complainant and the respondent to fully
state the reasons.
3) Investigate, confirm, analyze and collect evidence on the grounds and facts
of the complaint.
4) Identify the root cause of the Appeal and propose appropriate corrective and
systematic corrective actions in response to the Appeal.
5.2.4 After investigation, confirmation, analysis and evidence collection, the
technical management post or working group shall prepare a written report and
submit it to the representative of the automobile certification manager.
5.2.5 Representatives of the automotive certification management convene a meeting

to review the results of the handling, and if necessary, refer to the results of previous

2024 % 12 A 20 H kAR
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e g e similar appeals.
H AR o . o . .
5.2.6 The representative of the automobile certification manager is responsible for

5.2.6  HYFEMEIL, J& ZA-FCAV T, IREVIEEHE R THEM (4 | organizing relevant personnel to analyze the root cause of non-conformity, take

A E R A B (ZAZH-QP-16) Hol e, HOVRIE N B ARG correcttive and. systematic corr.ective measures, for.m. documents and Ver.ify their
effectiveness in accordance with the relevant provisions of the "Corrections and

EAERRA R, SRR MR G L8, OO R RAE AT W1 | Corrective Actions Management Procedures” (ZAZH-QP-16); If it is considered that

B T B R P R T A RN, 3T G R e T SR S the ajluditee or the ce#iﬁed cust?mer ShOLTld be revi'ewed., the review shall be carried
out in accordance with the requirements in the certification procedure.

5.2.7  HUFTPHIAEA BT ZA-FCAV [ 3i4E, {5 ZA-FCAV IMEF % TAEH | 5.2.7 The problems in the complaint are not the responsibility of the company, but
K, RIS, SEEUE M ‘Fhey are related to the company's certification and audit work, and appropriate
improvement measures should be taken.

5.2.8  HRBRHKOL, HURIHEALEE P KA Bt ZA-FCAV Z&K4H. HIJF | 5.2.8 If the grounds for the complaint are established, the company shall bear the

B AR R, phER R 4 2R costs of investigation aI'ld handling of th.e appeal and the cost of review. If the grounds
for appeal are not sustained, the complainant shall bear the costs.

5.2.9  HUFMIBYAIE A AL B e DR S A AL B EE R, HIERET LAY | 5.2.9 The progress of the confirmation, investigation and handling of the appeal and
RIEAS T the final result shall be sent to the appeal in writing by the technical management
post.

5.2.10  HUFJIA FRURALBESE A RN, W] FRRIA ZA-FCAV Hiiff, tHAITA | 52.10 If the appealing party disagrees with the outcome, he or she may appeal to
SRR TATF 1. ZA-FCAV again, or to the national certification authority or the IATF.

5.2.11 When the regional office or auditor receives an appeal, the details of the
5.2.11 XIIpAZ., dix RAERKE H VRN, HVRII4ETS, SFEER. BTl appeal, including letters, emails and other relevant information, must be promptly

A A2 B GUR BREE RS ZA—FCAV 2430, 76 K I F VRt A e, [ transfel.*red to the headquarters of Zl.\—FCAV. During the long process of the appeal,
the regional office should regularly inform the appellant of the progress. When the

IO NLE S ) FR R N IB AR R Lo 2 FRRBNIA SIS, HEOREIZ AT | appeal reaches the headquarters, the technical department will organize the
5 s 2 U 75 A investigation and handling in accordance with the requirements of this document.
coen Y e °

6  Complaints

6 iR
6.1 Scope of complaints
2024 £ 12 A 20 H kAR 2026 £ 5 H 14 H kKA 2026 4£ 5 H 14 H 52t
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6.1 $IFEYSEE

HEL RS, AT A AL ZA-FCAV 5UR 57 #01F :

D SAETTEBAR RART G LT R,

2)  FEETT I IEE B AIFR &

3)  FRUETT AP i U 55 o1 /A5 /A e/ 2 4 A 3 T e A K T

4) NEH S RIS R AR AN ARBALEE N
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In the following circumstances, any organization or individual has the right to
complain to the company or related parties:
1) The certified party's management system does not meet the certification
requirements.
2) Misuse of certification certificates and marks by the certified party.
3) Major problems in the quality/environment/health/safety of the client's products or
services.
4) The activities such as certification audits violate the principles of legality,
impartiality and non-discrimination.
5) The relevant departments or staff of the company violate the relevant regulations of
the certification work, or any actions that may harm the legitimate rights and interests
of the certification applicant, the auditee, or the certified organization;
6) Violation of relevant regulations during the examination and training process for
auditors.
7) Disagree with the certification process or the certification decision;

8) Other matters related to the certification activities of various stakeholders.
6.2 Acceptance, confirmation and investigation of complaints

6.2.1 The Time Requirement for Handling Complaints

6.2.1.1 When ZA-FCAV receives any automotive customer's performance complaint
from an IATF OEM member, IAOB, or the customer through the IATF OEM
Complaint Management System (CMS), it shall complete the investigation and
analysis within 15 calendar days, make a decision on whether to suspend the
certification, and provide a written notification to the customer. The customer is
required to submit a response to solve the problem in the IATF CMS within a
maximum of 20 calendar days after receiving the suspension notice.

6.2.1.2 For complaints other than those mentioned in 6.2.1.1, ZA-FCAV shall
complete the investigation and analysis within a maximum of 60 calendar days and

provide a written notification of the investigation and handling result to the
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complainant. If the investigation proves to be true, corresponding measures should be
implemented within 90 calendar days.

6.2.2 The procedures for the acceptance, confirmation and investigation of complaints
shall be in accordance with 5.2 of this procedure 2-5.2.10.

6.2.3 When receiving a complaint, the technical department shall confirm whether it
is related to the certification activities, and deal with it when it is confirmed. If the
complaint is related to the certification, the certified customer should be fully
communicated, and the effectiveness of its quality management system should be
considered, and a special audit should be arranged if necessary.

6.2.4 If the complaint involves the examination and cultivation process of auditors, it
will be confirmed by the technical department and then passed on to the personnel
manager for investigation and handling. Depending on the situation, non-conformities
will be issued and corrections will be conducted, and corrective measures will be
taken.

6.3 Handling of Complaints

6.3.1 The content of the complaint against the certified customer is real-time:

1) The investigator prepares the progress report and the results of the
investigation, submits it to the certified party for signature confirmation, and
takes corrective measures and submits it to the company for verification
within a time limit.

2) Include non-compliance in the main content of supervision and inspection,
verify the effect of the implementation of corrective measures on the spot,
and increase the frequency of supervision and audit if necessary.

3) If the certified party does not take corrective measures to correct the
complaint, it may suspend the certification qualification of the certified party
according to the circumstances, and implement the relevant provisions in the
control procedures for granting, maintaining, renewing, suspending, revoking

certification or expanding or narrowing the scope of certification.
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6.3.3

6.3.4

4) If the complaint affects the certification qualification of the certified party,
the company shall make a decision related to the certification qualification
according to the investigation results according to the corresponding
procedures for granting certification.

5) When it is the responsibility of the company, the representative of the
company's management is responsible for taking corrective and preventive
measures in accordance with the regulations, forming documents and
verifying their validity.

6) It is not the responsibility of the company, but it is related to the company's
certification and audit work, and appropriate improvement measures should
be taken.

6.3.2 The content of the auditor's complaint is real-time

6.3.2.1 Complaints involving red packet collection, fraudulent activities, or unethical
behavior must be reported to the IAOB within 3 days. For further processing, please
refer to the IATF Auditor Performance Appraisal System (ZAZH-WI-19).

6.3.2.2 If it involves the examination and cultivation process for auditors, it shall be
handled in accordance with the relevant provisions of the company's "Auditor
Manual".

6.3.3 If the content of the complaint is not true, the cost of investigation shall be borne
by the Company, and if the content of the complaint is true, the cost shall be borne by
the accused party. Regardless of whether the content of the complaint is true or not,
the technical management post shall notify the complainant in writing of the result
within 60 calendar days.

6.3.4 If the complainant or the respondent still has objections to the Company's
handling, he or she may file a complaint with the Company or appeal to the National
Certification Authority or the IATF.

6.3.5 The Company shall jointly decide with the Certified Customer and the
Complainant whether to disclose the complaint, and shall jointly determine the extent

of disclosure when deciding to make it public.
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7 Disbutes

7.1 Submission of Disputes

7.1.1 Disputes raised during the certification process are generally handled by the
audit team leader and the auditee in accordance with the accreditation specifications.
If no consensus can be reached after consultation, the audit team leader may make the
relevant conclusions of the audit team, but shall report the dispute to the company
within 10 working days. The auditee may also raise the disputed matter with the
company within 10 working days.

7.1.2 In the event of a dispute arising on other occasions, the relevant parties shall
submit it to the Company in writing within 10 working days after the occurrence of

the event involved in the dispute.
7.2 Acceptance of Disputes

After receiving the dispute application, the technical department will transfer it
to the relevant departments to be responsible for replying and explaining the handling,
in order to fully exchange views and resolve it through equal consultation, and strive
to achieve unity and mutual satisfaction. If no agreement can be reached, the technical
department shall submit it to the technical committee for processing, and if necessary,
submit it to the company's management committee for processing. and notify the
dispute proposer of the outcome of the dispute within 60 calendar days after receiving
the dispute. If the dispute submitter is not satisfied with the handling result, he or she
may submit a complaint or complaint to the technical department through the appeal

or complaint procedure.
8 Recording

Each department/regional office shall record the relevant documents, information
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(ZAZH-QP-16)
(ZAZH-WI-19)

(ZAZH-WI-16)

and disposition and reports of Appeals, complaints and disputes, including the
measures taken to resolve the Appeals and complaints, the measures taken to make

claims, etc., and submit these records to the technical department for archiving.
9 Constraint rules

9.1 The Company will receive, evaluate, investigate and deal with complaints,
complaints and disputes in a fair, non-discriminatory and rigorous manner, and will be
responsible for all decisions made in the process. The decision on the Appeal and
complaint is made by a person unrelated to the complaint and complaint, or reviewed
and approved by the person who reviews and approves the complaint and the
complainant.

9.2 Appeals and complaints handling staff have a duty of confidentiality with respect
to any non-public circumstances relating to Appeals and complaints.

9.3 All staff involved in Appeals and complaints and dispute resolution shall be
objective and impartial.

9.4 The person involved in the investigation and handling of the Appeal and
complaint shall not have any direct or indirect relationship with the Appeal and
complaint organization, and shall not be the person who conducts the audit and makes
the relevant certification decision.

9.5 The appeal process does not affect the timing of the non-compliance management

or certification exit process.
10 Related documents

Corrective and Preventive Action Management Procedures (ZAZH-QP-16)
IATF Auditor Performance Appraisal System (ZAZH-WI-19)
Auditor Manual (ZAZH-WI-16)
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11 #BXidFE 11 Related Records

Appeals and Complaints Record (ZAZH-FM-56).
CHPFAFEFILTR)  (ZAZH-FM-56) Appeals and Complaints Summary Form (ZAZH-FM-58)
YRR A EY  (ZAZH-FI-58) Non-Conformities and Corrective Action Form (ZAZH-FM-67).

(AFFE T MM IERERY  (ZAZH-FM-67)
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