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Appeal & Complaint Management Procedure
1 HI
1 Objective
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This procedure is formulated in order to ensure the fairness of the management
system certification conducted by Shanghai Leading Certification Co., LTD. (hereinafter
referred to as LC), safeguard the legitimate rights of customers and other relevant
parties, and ensure that appeals, complaints and disputes can be timely, accurately
and fairly resolved. LC allow the aggrieved party the opportunity to present the
complaint or appeal to an entity (person(s), group or committee) which must be
within the LC’s contractual (e.g. employee) or organizational control (e.g. committee).

2 Ju [
2 Range

2.1 AREFEEM T HE LCAENFE A 3RS LC IIERIFRIER 7 b HoAth 5% 7
S LC IR, VRS,

2.1 This procedure applies to appeals, complaints and disputes arising from the
customers who are applying for LC certification or who has got LC certificate, and
other parties.

2.2 MHIHHAE T 2B

2.2 The following cases shall not be accepted:

221 CRHEAFNRERERFH IR, &R F

2.2.1 Appeals, complaints and disputes that have entered judicial procedures.
2.2.2 HIEAFSRIER PR SHE. @5 U551 KRR, #8JF. 445

2.2.2 Appeals, complaints and disputes arising from civil and economic disputes
between the applicant and the certified customer.

2.2.3 @ OIS ER AR $F. Fil

2.2.3 Appeals, complaints and disputes beyond LC's scope of business.
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2.2.4 YRR BOF C3HAT, IFREAAEEOL BrE R UR. &

Pre i

2.2.4 Both parties to the dispute have reached and executed the mediation

agreement, and there is no appeal, complaint or dispute with new circumstances or

new reasons.

2.2.5 AFEEZIER FEREHETR. &F. FU

2.2.5 Complaints, complaints and disputes that do not comply with national laws and

regulations.

2.2.6 IEHE AR R AR #r. F1

2.2.6 Complaints, complaints and disputes without any substantive evidence.

2.2.7 A RETTAEHEE K H YR $BF. F

2.2.7 Appeals, complaints and disputes handled by relevant departments.

22.8 JRTamEll ] WENOCEFEE R SR, Fil

2.2.8 Appeals, complaints and disputes belongs to the jurisdiction of discipline

inspection departments and supervisory organs.

3 Bt

3 Responsibilities

3.1LC AR EKNHF, OF. g Rt A LC FREE R L — K

3.1 The general manager of LC shall be the approver of major complaints, complaints
and dispute handling results, and the management representative of LC shall be the

approver of general complaints, complaints and dispute handling results;

3.2 Be FR BOURAIF AL B BRER T T3 ok 5 & ST H R

BAFRMFUL, FFRE LCAFBITRI IR, BRI BUE L TARSAT WA 45 AT
BEH, fordAEE, WITARPEER, R LC BB,

3.2 The Admin. Department is the management department of appeals, complaints
and dispute handling; Responsible for receiving appeals, complaints and disputes from
all parts, and coordinating, guiding, supervising and managing LC departments to the
appeals, complaints and dispute handling of; Responsible for organizing investigation,

drafting suggestions and submitting to LC general manager for approval;

33 LC HMIIMBTR G MAE VR, BOFMPB, FRR BRSO EIREA G

3.3 Each department of LC shall be responsible for cooperating with the investigation
of appeals, complaints and disputes, and report the handling situation to the Admin.
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3.4 The Impartiality committee shall accept and handle the complaints, complaints
and disputes about the impartiality of LC. Relevant functional departments of LC shall
actively cooperate with the investigation and handling, and the Impartiality committee
of LC shall handle the appeal/complaint.

4 X

4 Definition
4.1 Hiff
4.1 Appeal

R TR RIEANBERIER S (RPFRIRAD X LC A AR T IR E (B
FEVUERLRE TP S 1§58 ) Tt A9 LC B8 =5 18 1 A5 TR 5K

An appeal means a written request by the customer (i.e., the complainant) for

reconsideration of the adverse certification decision (including the decision made
during the certification process) made by LC.

e ARG ESE: BEENERTE, RAGREIT R, BRRIA IR
B, ASHANEVERE, AFOREF. 15 BUEH LR E, SRS R RAE M

oAl 15755 o

Note: Adverse decisions include: refusal to accept an application for certification,

refusal to proceed the audit, request for taking corrective action, change in the scope
of certification, refusal to maintain, suspend or renew a certification decision, and any
other action that impedes certification.

4.2 #iff
4.2 Complaint

BOFRIRARMALR AN CRIBLFAD 7 LCRIEK), A 5T H R 215 2%

S, X LC BIAIERG BB C3RUE R ™ (% 5 AN I 1E B R

A complaint means a formal written expression of dissatisfaction with LC's

certification activities or with the activities of a certified customer expressed to LC by
any organization or individual (i.e., the complainant), as difference from a appeal and
seeking a response.

4.3 FiY
4.3 Disputes
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A dispute means the customer (i.e., the disputer) presents the different opinions on
the certification procedures and technical issues of LC by document.

5 FEFP

5 Procedure
5.1 50
5.1 Principles

5.1.1 NRILAIEYE, R, BRI SRR T R JEAE B E A RN 5
AR 5 AR

5.1.1 In order to reflect fairness, the relevant personnel involved in complaints,
complaints and disputes and those persons involved in the original certification
decision shall not participate in the processing process.

5.1.2 AbBEAR. BRI TARE N GO0 Bl R B SR AR A TTHE BAH fr
i iEs

5.1.2 The staff handling complaints, complaints and disputes shall be responsible for
the confidentiality of the relevant non-public information involved.

5.1.3 TAEANGALFERVR. YR LLF IS, REFFWAIE, ARA
BEXEER L BOURSR N BAAT N

5.1.3 In handling complaints, complaints and disputes, the staff shall be based on
facts, objective and fair, and there shall be no discrimination for the person of the
appeal or complaint.

5.2 HIif
5.2 Appeal

5.2.1 HF NFERR R LC AN S H HHFIE A B IE SoE I AN Ja 10 A LAEH WA
LC S i F, FIUFT BIRBLE R R R, SOUFMP N B RE, LA SR HIIE
a3, JFHHURE TR A ARSI R 730, IR AR S aC ER & 0

5.2.1 The complainant shall send the appeal to LC within 10 working days after
receiving LC's notice of rejection of the application or notice of certification decision.
The appellant shall provide a clear description of the contents of the complaint,
complaint and dispute, as well as relevant evidence support, and the complainant
shall provide the name and relevant contact information, and submit to the Admin.
Department in written form.

5.2.2 LA IR YR SRS, LRI LC MR, LC A AT AR R
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5.2.2 Upon receipt of the complaint document, the Admin. Department shall
immediately report to LC General Manager, who shall authorize the formation of a
complaint handling team.

5.2.3 HIRAEE/NLN KB 2 YRR S 5 LC ATTAETE S A
K, IFERE VRN R YR E L.

5.2.3 The appeal handling group shall timely confirm whether to accept the appeal
(such as whether it is related to the certification activities that LC is responsible for)
and inform the complainant of the opinion on the acceptance of the appeal.

5.2.4 HIYRACBE/NARSE F R N B BAT IR FEBOR A, AL BN BUR LS R i
BGIE, 7T A BOEREAL E T E g RS 0.

5.2.4 The appeal handling group shall conduct research or investigation according to
the contents of the complaint, and shall have the right to take various measures to
collect evidence and formulate findings and opinions based on the investigation and
collection of evidence.

5.2.5 FIRALER/NALN ) HE YR NS R R AR B Je 4R 7 Sk Hi p 7 20 o

5.2.5 The appeal handling group shall provide progress report (orally or in writing) to
complainer.

5.2.6 ZRE AR HHURALEE e N AT B A, B IR S RHIUL R, JHRkE LC
BB ZREF TR RRAL R R E N SRS G0 R RN

5.2.6 The Admin. Department shall check the background of the decision makers of
appeal handling, make sure that they have nothing to do with the appeal, and report
to LC General Manager for approval. The Admin. Department is responsible for
informing the appeal about the status of the decision maker.

5.2.7 HIFALEHPE N G RARYE R BN R E LR E W, IS5 DS
HRAL RS IR, T YR AR PR P TR LC A B, £8EH8 A [m] B R A 42
P 1 F R AL B DRE

5.2.7 The appeal handling decision personnel shall make the appeal handling decision
and submit it to LC general manager for approval according to the findings and
opinions of the appeal handling group and the previous similar appeals handling
results. The Admin. Department shall timely provide the written appeal handling
decision to the appeal.

5.2.8 HiFNESZH 5 60 N TA/EH AL EE 52 ke,

5.2.8 The appeal shall be finished within 60 working days after acceptance day.
5.2.9 MRS AL BEE SRANG, PIAERES) IR BRZE R 10 DM TAEH 1A LC
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5.2.9 If the appellant is dissatisfied with the settlement result, he/she may submit
another appeal to LC Impartiality Committee or Admin. Department within 10
working days after receiving the settlement result.

5.2.10 R IER BR2 mRE DL R A TE [T 5 B 2 A R HF.

5.2.10 LC will respond to the all appeal with the local language of the country of
appellant.

3 HiF
5.3 Complaint

5.3.1 HURNM BB AIRZLG . SR RSN B UR. SOFAEA
FAIR, CLRHRIIEE SC 8, JF B R URE R k2 AR SRR 2 30 Bifs
7 50 SR AR AR S A (19 B 42 BRI R A M R 2 AR DG IO VP8, JFAE
R A R R ]

5.3.1 The complaints shall be submitted to the Admin. Department in writing. The
complainant shall provide a clear description of the contents of the complaint,
complaint and dispute, as well as relevant evidence support, and the complainant
shall provide the name and relevant contact information. LC shall treat anonymous
complaints and expressions of dissatisfaction that are not substantiated as complaints
as stakeholder comments and address these during the next audit.

532%?%@&ﬁ,E%%H%“T%ﬁﬁ%#%%&%é%ﬁw(@%w
BEARPAAERBIAERZD , #ASFE SR THRIFZEEE (WEhS

LC BT MIVAEEBIATR) » HA KA FLUZM, WRBFSIRIEE AR, 45
B AL T A PURIN N2 RESRAIE 2 A8 PR R A R

5.3.2 For signed complaints, the Admin. Department will fully understand all the
information involved in the complaint event (including the bias factors existing in LC
management system), confirm whether the complaint belongs to the scope of
complaint acceptance (such as whether it is related to the certification activities that
LC is responsible for), and accept the complaint only if it is related. If the complaint
relates to a certified customer, the Admin. Department shall consider the
effectiveness of the certified customer’s management system when investigating the
complaint.

ms?éﬂ%&ﬁ%%ﬁ&i%%¢%%%-ﬂ%%(%%ﬁﬁ),%%Nﬁ
1T 937 A BUIE
5.3.3 The Admin. Department shall timely collect all the information (all kinds of

evidence) required for the verification of the situation, and conduct on-site
investigation and evidence collection when necessary.
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5.3.4 FE TR BF, BRI AZRG HR S VRO BRI,
LRE R STER AR R R A R AN AL B L, A AR 42 8 5.2.31 5.2.4 ZARINE R
PAT, FERRURAC B R E R ER B BT o IRE A DR S R R AR AT R, 5

T
a) WA R URE LT,

b) AENBIBOFEL EVREIIN (20 FAREYISER, WG L Hh st r sl
YRR HUR E:AT 30 AT B 49 2L

o) SR/ B YR NIBIR VPG U/ H IR AR O

d) AR, HFEREIBURE R URE = (3) /N H N B # I B URE R VR AT
AT BN;

e) MIRVFHIA N R AN B AL YR N, X WRAE LA S SR A% S T 2
BR, WERE, MR EL R EIFRERIFA.

5.3.4 All departments shall timely report the basic information of complaints received
to the Admin. Department. During the process of complaint handling, the Admin.
Department shall be responsible for tracking the progress of complaint investigation
and handling opinions. All departments shall follow the requirements of Clause 5.2.3
and 5.2.4 and report the decision of complaint handling to the Admin. Department. LC
has the duty of seeking a timely resolution of complaints and appeals, in particular to:
a) acknowledge receipt of a complaint or appeal;

b) provide an initial response, including an outline of the LC's proposed course of
action to follow up on the complaint or appeal, within two (2) weeks of receiving a
complaint or appeal;

c) keep the complainant(s)/ appellant(s) informed of progress in evaluating the
complaint/ appeal;

d) investigate the allegations and specify all its proposed actions in conclusion to the
complaint or appeal within three (3) months of receiving the complaint or appeal;

e) notify the complainant when the complaint is considered to be closed, meaning
that the LC has gathered and verified all necessary information, investigated the
allegations, taken a decision on the complaint and responded to the complainant.

5.3.5 R BCYFE FHURAYHRE B R Z 5 BOR B URPPAS N B32EAT, sl e
AR . BOF A BARPE AN, AR BB PGER) 10 4> TAEH A
YEdP A LR R PR M BUF, LC MRS & 484 A LR R BEAT I S AL

5.3.5 The decision resolving the complaint or appeal shall be made by, or reviewed
and approved by, person(s) not involved in the evaluation related to the complaint or
appeal. If the complainant is not satisfied with the decision of the complaint, the
complainer shall have the right to send a complaint with the Impartiality Committee
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within 10 working days after receiving the decision, and LC shall actively cooperate
with the Impartiality Committee in investigation and handling.

5.3.5 FFRIRUERS 7 HIHLUR, LR MBS B I HZ 2 B DU, R B SRR
DLEFR (BRI RE THERE B M) HRNZSRUER T, EEREAS i B A
RKIVEOL DR R R RIS iSRG s o, WRERA
R, LA LR B BRI A

5.3.5 Regarding the complaint of a certified customer, the Admin. Department or each
department shall, in accordance with the acceptance responsibility, inform the
certified customer of the necessary information for investigation and verification of
the complaint (except the information with confidentiality responsibility), and require
the certified customer to explain the relevant situation in writing, analyze the reasons,
take necessary corrective measures and implement improvement. LC shall retain the
anonymity of the complainant in relation to the client, if this is requested by the
complainant.

5.3.6 ZR A AREAHE I T B AL B e IS Btk e fe . NE SR B NSRS
T AR R e o AESRBCF AR I, SRR e 2 TR SR IR TF AR A TT I
T AR

5.3.6 After the Admin. Department or each department forms the complaint process
decision and after they get the approve, they shall formally provide the written
handling decision to the complainant. Seek the opinions of the complainants and
jointly decide whether to make the complaints public and how to open.

5.3.7 PHFMNESZH G 60 N TAEH N A FE 52 e,

5.3.7 Complaints shall be finished within 60 working days after acceptance.

5.3.8 WIHLYF ST LB SRANE,  PIERERIFURALBEEE RN 10 D LAEH AT LC
UL o> IEVEZR DA 2 BER 5 A0 B R R B

5.3.8 If the complainant is dissatisfied with the result of handling the complaint,
he/she may lodge another complaint or complaint to LC Impartiality Maintenance
Committee or Admin. Department within 10 working days after receiving the result of
handling the complaint.

5.3.9 RSN PR 7R DASUR A e [ 18 5 [0 2 T 4R

5.3.9 LC will respond to the all complaint with the local language of the country of
complainant.

5.3.10 g HE SAIER R 2 & BB 1C BT A i JF, B3 10 9001,1S014001,
ISO45001, FSC, MSC, ASC %5, b i s N AC s AR BR B VR AT R R, DL R N AR ph i 28 ]
AT R I IAT Bl o B FSC $EF, W 2R 1a) 8w A i E R & B O RIFE 7 10 4 1 St
y BUE W R EOFR AR B I Sk B 4518, WER AR A LK R 5628 ASL. Bk
ot EERE AR R I AN . E RSB IR, BRI US4 FSC.
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5.3.10 LC shall register all complaints, including ISO 9001, 1SO14001, ISO45001, FSC,
MSC, ASC, etc. LC shall record and track complaints and appeals, as well as actions
undertaken to resolve them. A complainant shall be offered the opportunity to refer
their complaint to ASI, if the issue has not been resolved through the full
implementation of the LC’s own procedures, or if the complainant disagrees with the
conclusions reached by the LC and/ or is dissatisfied by the way the LC handled the
complaint. As the ultimate step, the complaint may be referred to FSC.

5.4 Fil
5.4 Disputes

5.4.1 FEVIELFEF R, — Bl HZAR S H % b e, F
W R BONUETT REERUE i A . RIS GRS — B W), s
KA AR AR, (B 2 iU DUE R $ A% AR — IR 3228 LC B B BT .
ST RE R BUR BRI 10 A LA H A B ZRG R H A i. e
FeSUNAE SIS KA R R I 10 D TAEH A LU B 3R A2 25 5 AL 2

5.4.1 Disputes raised during the certification process shall generally be handled by the
audit team leader and the auditee through negotiation in accordance with standards,
manuals, procedures and certification schemes. If no agreement can be reached
through negotiation, the audit team leader can make relevant conclusions, but the
dispute situation shall be submitted to LC Audit Management Department together
with the audit materials. The auditee may also directly submit a written dispute to the
Admin. Department within 10 working days after the dispute occurs. Any other
dispute shall be submitted to the Admin. Department in written form within 10
working days after the occurrence of the event involved in the dispute.

5.4.2 LRETIREIF VR E R TRE . W50, HEEH S R RIS 1 30
AN TAEH WA G A
5.4.2 Upon receipt of a dispute, the Admin. Department shall promptly investigate

and study the dispute, and notify the disputer of the research results within 30
working days after receipt of the dispute.

5.4.3 FEBI TREII A1, %8 5.4.2 L3I AT AR B, N R I 4
i

5.4.3 Disputes received by each department shall be handled in accordance with
clause 5.4.2 and shall be reported to the Admin. Department in a timely manner.

5.4.4 WNHR AN LCALBRAE R, WAl ELREA LC B9 A IEVER Sy fe i/
PFs Br.

5.4.4 If the disputer is not satisfied with the result of LC processing, he/she may
directly appeal or complain to LC Impartiality Committee.

5.5 HAh 15 B
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5.5 Other Notes

5.5.1 AR R, HUFSHUE, ZREE/FMI PRI SBAL, 3 AT
H A8 R N 75 52 B B AN 52 PRI R A

5.5.1 Upon receipt of complaints, complaints and disputes, the Admin.
Department/each department will analyze and confirm whether they are valid, and
inform the proposer whether they accept or not within 3 working days or explain the
reasons for their rejection.

%Zmﬁ$ﬁ BRI BERE P end LC A3 S a4 A IEME 2 T w4t
WL JE, RREERE AT AT R eSOy a e N ATt

5.5.2 After LC's procedures for handling complaints, complaints and disputes are
approved by LC's leadership and Impartiality Committee, they will be published
through open documents, open websites with Chinese and English.

5.5.3 LC XTATA IR BUF NSRS ORI R . B 2B & 24T ™
R E S A B B, AT GAE R A ERS s F A )

5.5.3 LC shall take corrective actions for all appeals, complaints and disputes that are
appropriate to the severity of the errors, omissions or unreasonable acts indicated,
and implement the <Certification Process Monitoring and Corrective Action
Management Procedures>.

5.5.4 ZREHRRFEERCR AL ER T H R SR 5 SR OLL S 0T JE 58 LC B HEVF
o, JEREFEIRGET A IEVER A2 H I .

5.5.4 The Admin. Department shall summarize and analyze the appeals, complaints
and disputes handled annually and submit them to LC management review, and
submit them to the Impartiality Committee for review annually.

555 HF. #F. FACESE IR, ZRE RN S RAT DR BRI RS DR AT

5.5.5 After handling appeals, complaints and disputes, the Admin. Department shall
timely file and save relevant materials.

556 HIF. SUFCEERE R0 P A, IR 7R 4H .

5.5.6 Any expenses incurred in the process of complaint and complaint handling shall
be borne by the losing party.

5.5.7 LC ZI AR, #HiF. PV R T

5.5.7 Contact information for LC to accept appeals, complaints and disputes:
Hii&: 021-58109668

Tel: 021-58109668




TR A
*;i P Wk P S
LC-2-09 IV, R R T A

f&H.: 021-58109668

Fax: 021-58109668

Email: Leading cert@126.com

S5 AHFRICAF:

5.Relevant documents

5.1 ORI FE I 4 AN 2 IE RS 1t 8 BEAR 17 )

5.1 Certification Process Monitoring and Corrective Action Management Procedures
5.2 ASC MSC B AIEIA ] 25K

5.2 ASC MSC Seaweed Certification and accreditation requirements
5.3 ASC FRFEIZINIE N AT 23K

5.3 ASC Farm Certification and accreditation requirements

5.4 ASC FRPRHATE A AT 23K

5.4 ASC Feed Certification and accreditation requirements

5.5 MSC HHINIEEER 2.6 il

5.5 MSC General certification requirements v2.6

5.6 MSC i & #EARHE 5.1 il

5.6 MISC Chain of Custody Standard-Default Version v5.1

5.7 FSC NI HLAIE F 225Kk 4-0

5.7 General requirements for FSC accredited certification bodies FSC-STD-20-001 (V4-
0)

5.8 FSC W B HEVFHER v4-2
5.8 Chain of Custody Evaluations FSC-STD-20-011 (V4-2)
6.103K

6. Record
6.1 (HIFBEFSFLC3)

6.1 Records of Complaints and Disputes
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