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Procedure for Handling of Complaints
1 Purpose and applicable scope
1.1. This document is established to specify the procedures for accepting and handling complaints related to accreditation. 
1.2. This document applies to acceptance, investigation, handling and feedbacks of complaints related to accreditation.  
2 Referenced documents
CNAS-R03 Rules for Dealing with Appeals, Complaints and Disputes 

CNAS-PD05 Procedure for Control of Nonconformities and Corrective/Preventive Actions
CNAS-PD19 Procedure for Accreditation Approval and Certificate Management
3 Terms and definitions

3.1. Complaint

Written statement of dissatisfactions，other than appeal and in want of response，on activities of CNAS，its applicant or accredited CABs from any organization or individual.
4 Duties and responsibilities
4.1. Accreditation Department Six is responsible for accepting and handling the complaints against applicant or accredited CABs and organizations, products and individuals that holding certification with CNAS accreditation symbols. Where necessary, Accreditation Department Six shall transfer the complaint information to relevant departments of CNAS Secretariat. 

4.2. Quality Department is responsible for accepting and handling complaints against CNAS Secretariat and accreditation personnel and transferring the complaint information to relevant departments.

4.3. Assessor Department, Personnel Department, Accreditation Department Seven and other Departments related are responsible for assisting Quality Department in investigation and handling of complaints against accreditation assessment personnel, Secretariat staff, appraisal personnel and other personnel involved in accreditation activities.

4.4. Accreditation Department Seven is responsible for reviewing of complaint handling criteria, the accuracy of investigation result and the conformance of complaint handling procedures.  

4.5. Management Representative is responsible for organizing the correction/corrective actions or preventive actions to the nonconformities or potential nonconformities on CNAS Quality Management System identified in complaint handling. 

4.6 Deputy Chief Executive in charge is responsible for approving the acceptance and handling proposals on complaints.
5 Requirements for project management personnel investigating and/or handling compliant
5.1 Bachelor degree or above;

5.2 Familiar with accreditation specification and complaint investigation handling procedures;

5.3 With strong sense of responsibility and good communication skills;

5.4 With good writing skills. 
6 Scope of complaint acceptance
6.1 The complainant may fill in the CNAS-PD06-13 Complaint Sheet, or in other written forms to put forward his/her complaint.
6.2 Complaints accepted by CNAS include:

a) that CNAS Secretariat or accreditation personnel violates the national laws and regulations or the provisions of CNAS accreditation specifications and other related documents;

b) that the impartiality and professional ethics are not satisfactory;

c) that the accreditation personnel fails to meet the confidentiality commitment;

d) that the operation of accredited CABs fails to meet the accreditation requirements;

e) that the organization, product or individual who holds the certification certificate with CNAS accreditation symbol is with serious problem related to certification;

f) that in some other conditions.
7 Selection and qualification of complaint investigation personnel
7.1
If complaints are on CNAS accredited CABs and organizations, products or individuals holding certification with CNAS accreditation symbols, personnel linked by employment or   interest to the complaint target or other related bodies in three years shall not take part in the investigation and handling of that complaint. 

7.2
Personnel directly related to the complaint shall avoid its investigation and handling.

7.3
The complaint investigation team shall involve at least two persons to ensure its impartiality.

7.4
The complaint investigation team could be composed of the Secretariat staff, accreditation assessors and technical experts. When necessary, CNAS could unite the external bodies to form an investigation team on condition that impartiality and confidentiality is ensured.
7.5
If the complaint investigation refers to the validity of certification, assessors of the corresponding field and professional scope shall be involved into the investigation team. If necessary, technical experts shall be considered. 
8 Acceptance of complaints                                          
8.1Categorization of complaint information

According to compliant targets, complaints could be categorized into those against CNAS Secretariat and accreditation personnel, those against accredited CABs and those against organizations, products and individuals holding certifications with CNAS accreditation symbols.

8.2The complainant could complain to CNAS by filling in the CNAS-PD06-13 Complaint Sheet or by other ways. The Secretariat shall register the complaint letters and fill in the CNAS-PD06-01 Complaint Information Register after receiving complaints. 

8.3The staff responsible for complaint handling shall review the complaint letters initially within 15 working days after its receiving to judge the complaint validity. The initial review shall include:

a) whether the complaint target is included in the scope of complaint acceptance by CNAS;

b) whether the complaint letter is affixed with true signature and specific contact information; 

c) whether the description of complaint is particular and clear enough and whether the evidences are sufficient and easy to be investigated; 
d) if possible, the authenticity shall be initially identified.

8.4If one of the following exists in the complaint, investigation on it shall not be taken in principle. Besides, the Accreditation Department Six or the Quality Department shall transfer the complaint information to related departments of CNAS, as input of accreditation assessment or as information for management improvement suggestions to be focused on in the following accreditation assessment or accreditation management. 

a) The complaint is anonymous, or the complainant fails to provide specific and valid contact information;

b) The description of the complaint is not specific enough, and the complainant could not be contacted to provide more details;

c) The complaint is proved to be untrue in the initial review.

8.5Accreditation Department Six/Quality Department shall accomplish the initial review, categorize the complaint letter and fill in the CNAS-PD06-02 Approval Sheet for Complaint Acceptance within 15 working days after receiving the complaint letter, in which the suggestion on whether the complaint shall be accepted and the initial investigation plan shall be put forward. The CNAS-PD06-02 Approval Sheet for Complaint Acceptance shall be submitted to the Chief Executive/ Deputy Chief Executive in charge for approval after reviewed by the department directors.

8.6The Accreditation Department Six/Quality Department shall respond the complainant the acceptance of the complaint in the form of “Notice on Acceptance of Complaint.”
9 Complaint investigation                                          
9.1 Investigation on complaints against organization, product or individual holding certification with CNAS accreditation symbols.
If the complaint is against organization, product or individual holding certification with CNAS accreditation symbols, the Accreditation Department Six shall inform the related Certification Body of the complaint, and where appropriate may ask the certification body to investigate and put forward the handling suggestion and the corresponding measures within required time. CNAS shall make decision on the following handling measures according to the result of the certification body actions. 

9.2 Investigation on complaints against applicant or accredited CABs
9.2.1 The Accreditation Department Six shall analyze the complaint to determine the following investigation method and disposition. Normally, the Accreditation Department Six sets up investigation team, and sends the CNAS-PD06-03 Compliant Investigation Notice to the investigation target. The Accreditation Department Six shall investigate according to the clues provided in the complaint letter and the investigation plan, in which relevant information of both parties shall be found out and on-site investigation shall proceed to obtain sufficient evidences if necessary.
9.2.2 The investigation team could record the investigation in CNAS-PD06-04 Compliant Investigation Record, filling in the CNAS-PD06-05 Confirmation Sheet for Complaint Investigation according to the facts investigated and ask for the confirmation and signature of the CABs or Personnel involved. The investigation team shall draft the CNAS-PD06-06 Complaint investigation Report and submit it to the Accreditation Department Six.
9.3 Investigation on complaints against CNAS Secretariat
9.3.1 Quality Department is responsible for setting up the investigation team and sending CNAS-PD06-03 Compliant Investigation Notice to investigation targets. Clues provided by complaint letters shall be investigated according to investigation plan.

9.3.2 The investigation team could take down the investigation in the CNAS-PD06-04 Complaint Investigation Record, filling in the CNAS-PD06-05 Confirmation Sheet for Complaint Investigation according to the problems investigated and asking for confirmation and signature of related department personnel. The investigation team shall draft the CNAS-PD06-06 Complaint investigation Report and submit it to the Quality Department.

9.4Investigation on complaints against accreditation personnel

9.4.1 If the complaint is against accreditation personnel, Quality Department is responsible for setting up the investigation team and sending the CNAS-PD06-03 Compliant Investigation Notice to its targets. If necessary, Quality Department shall inform related departments to suspend the related professional works (e.g. assessment or appraisal) of the person being complained to cooperate with the complaint investigation. The complaint investigation team shall investigate into the facts according to the clue in complaint letters and the investigation plan.
9.4.2 The investigation team could take down the investigation in the CNAS-PD06-04 Complaint Investigation Record, filling in the CNAS-PD06-05 Confirmation Sheet for Complaint Investigation according to the problems investigated and asking for confirmation and signature of related department or personnel. The investigation team shall draft the CNAS-PD06-06 Complaint investigation Report and submit it to the Quality Department.
10 Disposition of complaint investigation results
10.1.1 Accreditation Department Six shall put forward the disposition suggestions according to related information such as the complaint investigation results from the investigation team, and fill in CNAS-PD06-07 Handling Sheet for Complaint Investigation Result. Accreditation Department Six shall also ask the investigated CAB to confirm the investigation via CNAS-PD06-14 Confirmation Sheet for Complaint Investigation and Handling. For complaints which involves no change of accreditation status, Accreditation Department Six shall, upon all investigation and handling of the complaint is done, submit relevant documents and CNAS-PD14-12 List of Accreditation Documents for Approval to Accreditation Department Seven. Where accreditation status changes such as suspension or withdrawal of accreditation are needed, Accreditation Department Seven needs to complete relevant appraisal and approval.

10.1.2 Quality Department shall, in accordance with the outcome of the investigation team and other related information, propose the handling via CNAS-PD06-07 Handling Sheet for Complaint Investigation Result. This sheet shall be submitted with relevant documents to the Chief Executive/Deputy Chief Executive for approval. If it is necessary to warn or alter employment relationships with accreditation personnel, related departments shall dispose according to corresponding rules.
10.2 Accreditation Department Six/Quality Department shall complete the investigation and handling within 90 working days after the acceptance of complaint. In special conditions that the investigation and handling needs more time, CNAS-PD06-08 Approval Sheet for Extending Complaint Investigation and Disposition shall be filled in and submitted to the Chief Executive/ Deputy Chief Executive in charge for approval and the complainant shall be informed in written.
11 Response and following actions to complaint investigation results
11.1Accreditation Department Six/Quality Department is responsible for informing the complaint resolution to its complainant and the related parties. CNAS-PD06-09 Result of Complaint Investigation shall be sent to the complainant within 5 working days if the complainant could be founded. If necessary, the CNAS-PD06-10 Transmission Sheet for Appeal and Complaint Information shall be filled in and the complaint information shall be transmitted to related departments.
11.2If the resolution requires the related CABs, organizations or individuals to take correction/corrective actions, the Accreditation Department Six/Quality Department shall organize related departments or members of the complaint investigation team to verify their effectiveness. If necessary, on-site verification may be taken. 
12 Corrective actions against nonconformities
Accreditation Department Six/Quality Department shall analyze the information related to the complaint handling process. If nonconformities or potential nonconformities are identified in the CNAS quality management system, they shall notify the Management Representative of the nonconforming information in a timely manner so that correction, corrective/preventive actions shall be taken in accordance with CNAS-PD05 Procedure for Control of Nonconformities and Corrective/Preventive Actions.
13 Recoveries of the suspended accreditation qualifications
13.1 Recovery of qualifications for CABs with suspended accreditation

If the suspension of an accreditation is the result of complaint investigation, Accreditation Department Six shall determine the method, personnel and key points of verification after receiving application for accreditation recovery from the suspended CABs or prior to the expiration of the suspension. The CNAS-PD06-11 Verification Scheme for Corrective Actions shall be filled in and, if necessary, countersigned by relevant departments. Then relevant personnel shall be organized to verify the corrective actions of the suspended CAB. Accreditation Department Six shall submit CNAS-PD06-12 Verification Report and relevant documents to Accreditation Department Seven, which is responsible for organizing appraisal in accordance with the CNAS-PD19 Procedure for Accreditation Approval and Certificate Management.

13.2 Recoveries of Qualifications for Individuals of Suspended Employments

If the suspension of a person’s employment was resulted from complaints, the related departments shall verify whether the suspended person has taken the corrective actions required before the expiration of suspension and submit the copy of the written corrective actions to Quality Department for retaining.
14 Regulations on impartiality and confidentiality
14.1 The personnel investigating and handling complaints shall have no direct interest with the complaint affairs and its two sides. CNAS-PD01-01 Impartiality and Confidentiality Statement shall be signed in advance of accepting the task to confirm free of interest with the complaint target and affair. Personnel having interest with complaint targets or affairs shall avoid in the investigation and handling.

14.2 If the complaint is against CNAS accredited CABs, or organizations, products and personnel holding certification with CNAS accreditation symbols, personnel linked by employment or interest to the complaint target or other related bodies in three years shall not take part in the investigation and handling of that complaint. 
15 Relevant forms
	CNAS-PD06-01
	Complaint Information Register

	CNAS-PD06-02
	Approval Sheet for Complaint Acceptance

	CNAS-PD06-03
	Compliant Investigation Notice

	CNAS-PD06-04
	Compliant Investigation Record

	CNAS-PD06-05
	Confirmation Sheet for Complaint Investigation

	CNAS-PD06-06
	Compliant Investigation Report

	CNAS-PD06-07
	Handling Sheet for Complaint Investigation Result

	CNAS-PD06-08
	Approval Sheet for Extending Complaint Investigation and Disposition

	CNAS-PD06-09
	Result of Complaint Investigation

	CNAS-PD06-10
	Transmission Sheet for Appeal and Complaint Information

	CNAS-PD06-11
	Verification Scheme for Corrective Actions

	CNAS-PD06-12
	Verification Report

	CNAS-PD06-13
	Complaint Sheet

	CNAS-PD06-14
	Confirmation Sheet for Complaint Investigation and Handling

	CNAS-PD01-01
	Impartiality and Confidentiality Statement


CNAS-PD14-12   List of Accreditation Documents for Approval
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