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Rules for Dealing with Appeals, Complaints and Disputes
1. Purpose and Scope

1.1 For the purpose of ensuring the impartiality and effectiveness of appeal, complaint and dispute handling and safeguarding the proper rights of interested parties of accreditation and the credibility of CNAS, this document specifies the means and procedures for dealing with appeals, complaints and disputes in accordance with relevant laws and regulations and international practices.

1.2 This document is applicable to the handling of appeals lodged by an applicant or accredited CAB and complaints or disputes lodged by any other organization or individual. This document is also applicable to the handling of complaints to CNAS against an applicant or accredited body.

2. References

The following referenced documents are indispensable for the application of this document. For dated references, only the edition cited applies. For undated references, the latest edition of the referenced document (including any amendments) applies.
2.1 CNAS-J01 CNAS Constitution
2.2 CNAS-J06 CNAS Administrative Rules for Appeal Committee
2.3 CNAS-R02 Rules for Impartiality and Confidentiality
2.4 GB/T 27000 Conformity assessment - Vocabulary and general principles（ISO/IEC 17000,IDT）
2.5 ISO/IEC17011 Conformity assessment - General requirements for accreditation bodies accrediting conformity assessment bodies
3. Terms and definitions
For the purposes of this document, the terms and definitions given in GB/T27000 and ISO/IEC17011 and the following apply.
3.1 Appeal

Written request by an applicant or accredited body for reconsideration of any adverse decision made by CNAS related to its desired accreditation status.
NOTE: Adverse decisions include: refusal to accept an application, refusal to proceed with an assessment, corrective action requests, changes in accreditation scope, decisions to deny, suspend or withdraw accreditation, and any other action that impedes the attainment of accreditation.

3.2 Complaint

Written expression of dissatisfaction, other than appeal, by any person or organization to CNAS relating to the activities of that CNAS or of an accredited CAB, where a response is expected
3.3 Dispute

Written expression of different opinions by an applicant or accredited body to CNAS relating to accreditation procedures or technical issues in accreditation
4. Principles of Dealing with Appeals, Complaints and Disputes
4.1 CNAS deals with appeals, complaints and disputes on the basis of objective facts and in accordance with relevant laws, regulations and CNAS accreditation specifications.

4.2 The personnel who participate in dealing with appeals, complaints and disputes are responsible for safeguard the confidentiality of any non-public information relating to appeals, complaints and disputes.

4.3 The personnel who participate in the handling process and decision making of appeals, complaints and disputes shall act objectively and impartially without any discrimination.
4.4 The personnel who has direct relationship of interest with appeals, complaints and disputes, shall withdraw from the investigation and decision of appeals, complaints and disputes.
4.5 CNAS is responsible for all the decisions made in the process of handling appeals, complaints and disputes.

5. Appeals
5.1 Scope of Appeal Acceptance
-- refusal to accept an accreditation application
-- refusal to proceed with an assessment
-- requirements for taking corrective actions
-- changes in accreditation scope
-- decisions to refuse, suspend or withdraw accreditation
-- any other action that impedes the attainment of accreditation.
5.2 Raising the Appeal

The appellant may submit the appeal to CNAS Secretariat. An appeal shall be valid only if it satisfies all the following conditions:

1) an appeal form in writing and relevant explanation （and/or evidence material） stamped by the appellant shall be submitted 
2) appeal item shall be within the scope of appeal acceptance
3) the appellant shall be directly involved in the matter appealed
4) the appeal shall be submitted no later than 10 working days after relevant adverse decision or action requirement is received
Note: Appeal Form can be downloaded on CNAS website " Appeal and Complaint".

5.3 Accepting the Appeal 
CNAS Secretariat receives the appeal by appellant and conducts preliminary review according to requirements of Clause5.2 to ensure all requirements are met, then submits it to Appeal Committee who shall review the validity of appeal materials in a timely manner and notify the appellant in writing on whether such appeal has been accepted.

5.4 Dealing with the Appeal

5.4.1 According to the content of appeal, Appeal Committee chair organizes members who have no relation of interest with the matter being appealed to carry out study, or to form a team to investigate and proposes for resolutions.
5.4.2 Appeals can be handled by means of meeting deliberation, deliberation on written materials, hearing, consultation of experts, etc.
5.4.3 Normally, appeals are handled through meeting deliberations. If the appeal item is complicated and appeal resolution cannot be made objectively based on the written materials submitted, appeal resolution can be made by hearing the statement of interested parties. The meeting shall be held by the attendance of 2/3 or above of Appeal Committee. If the minimum attendance cannot be achieved within 45 days after the acceptance of an appeal, the appeal shall be handled in the form of reviewing written documents via correspondence.
5.4.4 Appeal Committee chair is responsible for convening hearing. The parties related to the appeal and the personnel who participate in dealing with the appeal shall be notified the time and venue of hearing at least 10 working days in advance.

5.4.5The personnel who participate in dealing with the appeal shall investigate objectively and impartially and propose for solutions without any discrimination.
5.4.6 The dealing with any appeals shall be completed within 60 working days after acceptance. If the situation is complicated, deferment shall be approved by Appeal Committee chair and not exceed 6 months. The reason for deferment shall be notified to appellant.

 5.5 Appeal Resolution 
5.5.1 If an appeal is handled through meeting deliberation(including hearing), the resolution shall be made on the basis of the results of discussion by the participants. If an appeal is handled through review by correspondence, the resolution shall go into effect with the consent of more than 2/3 of the personnel involved in the review.
5.5.2 Decision on appeals shall not result in any discriminatory actions against the appellant.
5.6 Enforcement of the Appeal Resolution
5.6.1 The appeal resolution is binding on all interested parties.

5.6.2 CNAS Secretariat is responsible for notifying the resolution made by Appeal Committee to the appellant in writing.
5.6.3 Where an appeal is against an accreditation decision of suspending or withdrawing accreditation, if the appeal resolution is maintaining the original accreditation decision, the effective date of the suspension or withdrawal shall be the approval date of the original accreditation decision.
5.6.4 If the appeal resolution does not support the original accreditation decision or other decisions, CNAS Secretariat will enforce and take follow-up actions according to the  appeal resolution.
5.6.5 CNAS Secretariat will take a measure to improve when non-conformity or improvement has been found during the appeal process.
6. Complaints
6.1 Scope of Complaint Acceptance
1) complaint related to accreditation activities or personnel of CNAS

2) complaint concerning accreditation activities or personnel of an accredited conformity assessment body or applicant, the content of which is related to accreditation requirements or accreditation scope.
3) complaint concerning clients of an accredited conformity assessment body, the content of which is related to conformity assessment activities.
6.2 Raising the Complaint

The complaint shall be raised in writing to CNAS Secretariat, including:
1) a complaint form and explanation of complaint content
2) relevant evidences and detailed clues related to complaint content
3) commitment to authenticity and validity without fraudulence of content, evidences and clues of complaint and information of the complainant
Note: Complaint Form can be downloaded on CNAS website "Appeal and Complaint".

6.3 After receiving the complaint, CNAS Secretariat will confirm its validity according to the requirements of Clause 6.1and 6.2, then notify the complainant in writing whether the complaint has been accepted.

Normally, conditions as follows may lead to refusal of complaint application:
1) anonymous complaint
2) the content of complaint is not in the scope of acceptance.
3) information provided by the complainant has been verified to be fraudulent 
4) content or clues of complaint is too general, information is not enough to investigate and the complainant is unwilling to cooperate with CNAS nor to provide further information and clues.
6.4 Dealing with the Complaint

6.4.1 After receiving the complaint, CNAS Secretariat will  form a team to deal with the complaint, verify the complaint content, investigate all information involved in the complaint, conduct on-site investigation to collect evidence if necessary and complete the investigation report and propose the decision.

6.4.2 In general, CNAS Secretariat shall complete the investigation within 90 working days after acceptance of the complaint. If a condition is special or complicated, where a deferment of investigation is necessary, the deferment shall be approved by the relevant Chief Executive/Deputy Chief Executives and the appellant shall be notified.
6.4.3 As to the complaint raised to CNAS against an applicant or accredited body, CNAS will deal with the complaint as follows:
1) depending on the content and nature of the complaint, CNAS may require the applicant or accredited body concerned to explain or address the complaint and submit written report and relevant evidence to CNAS;

2) if necessary, CNAS will form a team dealing with the complaint to carry out on-site investigation or verification on the complaint;

3) if the complaint has an influence on the accreditation status of the applicant or accredited body, CNAS will follow the procedure for granting accreditation to make decision on the accreditation according to the investigation result.

4) If the result is adverse to the expected accreditation status, the application or accredited body is entitled to raise the appeal within 10 working days after receiving the decision of dealing with the complaint.
6.4.4 Participants of complaint investigation and handling shall be free from any conflict of interest to the issue of complaint, otherwise the participant shall disclose the conflict of interest and withdraw from the investigation or handling.
6.4.5 Investigation and handling of complaint shall be objective and impartial without any discrimination. The sources of information for the complaint shall be confidential and shall not be shared with the third party without the permission of complainant.
6.5 Decision of Complaint handling
6.5.1 The investigation report and decision proposal shall be reviewed and approved by the relevant Chief Executive/Deputy Chief Executives to form the final decision.  
6.5.2 Personnel responsible for reviewing and approving complaint handling decision shall be free from any conflict of interest to the issue of complaint, otherwise the personnel shall disclose the conflict of interest and CNAS shall assign another person to take the charge.
6.5.3 CNAS Secretariat will notify the complainant and other parties concerned of the complaint decision in writing.
6.5.4 CNAS shall be responsible for all decisions at all levels of the complaint handling process.
6.5.5 Where nonconformity or opportunity of improvement is discovered via complaint investigation, CNAS Secretariat will take actions.
7. Disputes
7.1 Raising the Dispute
7.1.1 The dispute raised in the process of accreditation assessment is normally  solved between the team leader and the assessed CAB by negotiation in accordance with accreditation requirements. If agreement can not be reached through negotiation, the team leader may make a conclusion on behalf of the assessment team and shall report such dispute to CNAS Secretariat within 10 working days. The  assessed CAB may also submit the dispute to CNAS within 10 working days.

7.1.2 The dispute occurred in any other circumstances shall be submitted to CNAS Secretariat by interested parties within 10 working days after the occurrence.

7.2 Dealing with the Dispute

CNAS Secretariat is responsible for designating relevant department or personnel to study the dispute submitted, and shall notify those who submit the dispute of the handling result within 30 working days after receiving the dispute. If those who submit the dispute are not satisfied with the result, they may raise appeal or complaint to CNAS through appeal or complaint procedures.
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