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1. Purpose/ H

The company shall take corrective/preventive measures, improve work, enhance customer satisfaction, and
maintain the impartiality and seriousness of certification by accepting appeals/complaints and disputes,
finding non-conformities or potential non-conformities./ 7> 7] 523 /AR R AL, RKIAFF A B LR
MIAFT &, RECM IE/ 50t oSt A, SEsmBiR e, 4E5 R & A %

2. Scope of use/f# FH VL

This procedure applies to the handling of appeals/complaints and disputes related to sustainable textile

certification activities./ASFE 7 i& FH T 5 n FrEk & 97 21 RS 8 A 5% 1 B R /B R AN 4 i Ab 3
3. Responsibilities/ER 5%

1) Textile Certification Department provide the company's public documents to the applicant and the certified
customers, so that they can clearly understand the company's handling methods and handling procedures for
appeals/complaints and disputes./ 2 ZRNIEFRRE A 7] A FF AR fELs HiE T MERIERS -, (EHIEHE T %
P E) KT HU ARG R A BT VE S A B AR

2) Management representative is responsible for the archiving of the registration, acceptance, evaluation and
recording of appeals/complaints and disputes. The appeals, complaints investigation and processing
information and final conclusions will be sent back to the person who appeals and the complains. / £ #3518
RATTH/BFMF WA EIL . ZH PPN AE AR ORAFE AR . IR R, SRR LG B KR
AR IR, RN

3) Major appeals/complaints and disputes are handled by the management representative to form a working
group for investigation and processing, and the executive vice general manager of the company approves the
processing opinions./ H K /ARG E PLE AR A TTA R TAEA AR, b FHaTE =2
Xof b P AT b vEE

4. Definition & X

1) Appeal: A written request from the organization or client for a reconsideration of a company's adverse
decision regarding its expected certification status. Adverse decisions include:/H1 Iff: FITEH LB XA
A, 5 BUEIR A A SR ANA P g B B2 A 9725 8 B A5 T SR o ANH Tk g LG

a) Dissatisfied with the conclusions of the company's audit. /X 24 & B/ H B & AZ 25 18 AN

b) Dissatisfied with the company's failure to register./ X} 2 7 AN T AL AN

c) Dissatisfied with the company's suspension/withdrawal certification./ X2 &) £ 15/ LR 5%
ANV 5

d) Other reasons, such as objections of certification application, certification decision and certification
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registration etc./J AR K, 4047 SGUGIE G « AIEYE . EM R UER 71055

2) Complaint: any behavior expressed to the company by any organization or individual, which is different
from the appeal and wants to be answered, which is not satisfactory to the company or to the quality of
products/services and other aspects of the certified organization. The scope of the complaint may involve:/4%
VF: ARTHLASAN N A AFRIER, AT RFIFAEAREER, XA Qw80 IRUEH 7 /iR 55
Jot % HAR T R R AN R AT . BRURIITE AT R

a) The certified party management system does not meet the certification requirements. /3Rl /7 & BEAA
AARFEINIEEK

b) The certificated party abuses the certificate and logo./3R1IE /7 i FHIAEIE F A AR &

¢) The relevant departments or staff of the company violated the relevant provisions of the certification
work./ A FA R ECLAEN 523 ROIE TAEA KSHE -

d) Other reasons/FH:Ath J5 [A .

3) Disputes: The representation of different opinions on the certification process and technical issues by the
applicant or customer during the certification process./4+1: HiE N8 P 7R AR RE Hh gk YOIERE 7 il
AT EEAS [R5 DL Rk

5. Procedures for handling appeals H F KA FRFEF

1) The auditee or the certified client will appeal to the company within 30 days after receiving the company's
decision or notice of action. /32 ®i 1% J7 BARIEZS PR B v 7] () ok € B i A 5, 30 H A )2 ] $2
HF

2) The appeal shall be made in writing document and signed or sealed by the complainant. For verbal or
anonymous appeals, they are not treated as invalid appeals. /H If 3 LLF T SCHRE X $EH, I H iR ALS
FEE R W T ESREE A R, AR TR IR AN T AR

3) After receiving the appeal materials, the management representative fills in the “Appeal/Complaint and
Dispute Acceptance Record” and reports to the company's top management and management representatives
within 2 working days. The investigation team shall be composed of personnel who have not audited and
certified the party involved in the appeal, and the management representative appoints the head of the
investigation team to conduct an investigation./ & B EZACKLEW I HIFb NG, T CRFRARF &L F U2
Haids) , T2 A TAEH mA R & EEERE . WA A 243 AT AR ANE A 5
e, HEHERREmAEHA R RA.

4) The investigation team organizes investigation, confirmation, analysis and evidence collection of the

appeal: /A AT HAH LRV IAE . BN S HT RESR YR

a) Both the complainant and the respondent should be required to provide sufficient factual evidence and

written materials. /E>K FH R 5 4% FH R 35 N BAH 78 23 1) 35 S8 A0 S5 TR
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b) The working group shall arrange for the representatives of the party to appeal and the party to
response to present their reasons fully./ TA/EZH R 22 HE 7 77 54 F T AR 78 0 BRR BEHH o

¢) Investigate, confirm, analyze and collect evidence of the reasons and facts of the appeal to determine
the validity of the application./%f F IF B (R AN SCEAT IR A . WA, 20 BT FIEGIE,  DLAf & HE (A Rk

d) Propose the relevant measures to respond to the appeal, that is, to process opinions or conclusions./

SEH RIS R AUAH OGS I, RIAR BRI W eli4hit.

5) The investigation team forms a written report after investigation, confirmation, analysis and evidence
collection results, as well as processing opinions or conclusions./ & HZ L 2. A - FHGIESS R
DA S AL I s, TE R TR i .

6) The leader of the investigation team convened a meeting to review the results of the treatment and, if
necessary, refer to the results of previous similar complaints./ 1A & ZHH K HE LW, B EAABELE R, DHER
LS DL SR RO 45 R

7) The reasons for the appeal are established and are the responsibility of the company. The representative of
the company manager is responsible for organizing the relevant departments to analyze the reasons for
non-conformity according to the relevant provisions of the Procedures for Corrective/Preventive Measures,
taking corrective measures, forming documents and verifying their validity. When the auditee or the certified
customer is required to review, the audit department shall conduct the review in accordance with the
requirements in the certification procedure. /FHYFH KL, J& AT TR, AR HE AR MTTHLIE (4
1E/TRp A ERE ) A R, HGRRITT r AF& P AR, RISt 2RO IR
UEHA R AR AL T BRI 7 ST S I, b A AR IR AR AR P v B R S S o

8) The problem in the appeal is not the responsibility of the company, but it is related to the company's
certification audit work, and should be taken in the same way, and appropriate improvement measures should
be taken. /FFH R AN & T A RO 5TAE, (HEARPMESZ TEA R, N2 —R=, KBOEAHK
BESE T o

9) The reasons for the appeal are established, and the costs of the appeal investigation and the cost of the
review are borne by the company. The reason for the appeal is not established and the claimant shall bear the
expenses. /FHYFHLHI AL, FUFIRAALEE 9% A B d S i A w7k aH . BURBEI ARG, B R 748
WH

10) The confirmation of the appeal and the progress of the investigation and the final processing result shall
be sent to the appealing party in writing by the management representative. The final processing result will be
accepted from the formal acceptance, no later than 6 months./H1 Y [T AR 2 A 35 30F i 175 150 R e 2% A 34
iR, mEHERRUBEERELHFT . RA&GHERE EXZEH AR, HREAED 6 M.
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6. Procedures for handling complaints /3% 7 HEF

6.1 The submission of the complaint/#F )

It should be in writing and accompanied by the evidence and the name and contact information of the
complainant. The oral report or the person's report shall provide the specific details of the incident, the
supporting materials and the name of the complainant, and the management representative shall make a record.
Under normal circumstances, the company does not accept anonymous complaints. Regarding the exposure or
complaints from the government or the media on the quality of product /environmental/safety/food safety of
the certified party, the audit department is responsible for timely tracking, obtaining the information and
submitting it to the management representative./ . ¥ HUA5 11 JE 20 BHIESE S v 744 . BRRTT . 13k
ZEAREOR N S, AR LA UR FA I BARGNT IEB MR R R N4, AR e . 8
HG T A EAARURA TR TR B BUN BUEAXS FETT 197 5 (IS5 /A5 2 4 (g
IR AT G U, e R D R RS, SREUE BRI B E K.

6.2 Acceptance, confirmation and investigation of complaints/3ZVF K523 . AT
7

1) Complaints shall be handled by the management representative. after receiving complaints call or other
complaints, they shall fill out the “Appeal/Complaint and Dispute Acceptance Record”, register the “Appeal,
Complaint and Dispute Acceptance Account” and confirm with the complainant (by letters, telephone calls,
e-mails, etc.), and report to the company's top management and management representatives within 2 working
days, and the management representative will designate an investigation team to conduct the investigation./5
VR BEH AR AT AR, 3R BOJ B R AR SR BOFR, NOIES (RRF/AFAT G2 BE )
il (R, BOFMGZELGIK) , SRR\ (Rl EAE. Bl s , T2
ANTAEH AR AR fm i BB BEHRR, JRhEHE R AR TR,

2) The investigation team is responsible for investigating, obtaining evidence and verifying the complaints,
and making a detailed record of the information collected in each investigation, such as the time, place, and
respondent, and collecting the necessary documents, records and other evidence./1i 2% 2H 11 77 %] $5¢ 15 5 Tl idk
TS, BGERSE, 66— VOB TR 06 S ZET I s, BB B2 AP 03 (7 VA
o, JFRCER B BRI IR EFUESE

3) The management representative shall record and report to the general manager of the company for
complaints for the company. At the same time, according to the clues provided by the complaints and the
instructions of the executive vice general manager of the company, the manager representative arranges
relevant departments to verify the complaints, fully understand all the information involved in the complaints,
and conduct on-site investigations to obtain evidence when necessary./X} 2~ 7 4% 1F, BRI ERKN G LR
AT PATHIEZE . [, WRERFRENLRN A F B LB it B ARA LG 05 X 5k
MG LT RS, 80y T RREBOURIS R iBAE R, 0 N E4T B 37 A R BGIE S .

4) The management representative shall make a corresponding record when the facts of the investigation are

%6 0 3k 10 1T
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not related to the certification behavior of the company./ & & #FFH L 5 AN GHAEIT AT KR, B
A IR g/ VAT R TRe N

5) According to the investigation, the facts of the complaint are related to the problems in the operation of the
organization's system. The content of the complaint is true:/Z8 i & RILVF L SHRMAERIZITH R E
R 9%, PN AR S

a) The investigator fills in the non-conformity report, submits to the certified party's management
representative for signature, and takes corrective action to report the company's verification within a time limit.
AN RS AR A4 i, 38 58 3RUE 75 4 B AR 25 - A, I IR IR B IE i 2 =) S0 1E

b) The Textile Certification department will make non-conformity the main contents of the surveillance
audit, and verify the effect of the implementation of its corrective measures on site. If necessary, increase the
frequency of surveillance audit. /47 ZLNIEFRRE AT G FI NGB A A BN, 0 H 2 I8 it 1) St 17 490
PHIAEFROR, BN, S0 AR

¢) From the government or the media, the product (service) quality/environment/safety/food safety
exposure complaints of the certified party cannot be confirmed by the government or the media to confirm the
conformity of the enterprise system. The auditor will audit and confirm the rectification of the enterprise, and
the technical department will confirm the conclusion of the audit./>k H EUR BRSNS FHE 7 172 8 GRS
Jo /PR /2 4 A R i 22 4 T3 T B G BEUR IR, AN BECUARHE BURT BRI Al F 8 e 45 10 R A A A
AR R FT A, L H A AR A BE s DUBEAT SN, EBOR R AR AR AT A

d) If the certified party fails to take corrective actions to correct the complaint, the certification of the
certified party may be suspended as appropriate, and shall be implemented in accordance with the relevant
provisions of the Certification Determination Procedure. /3RUFE 77 #5 A 5 A KBV IE R 76 T LA 1E, 7T RR
TEOLEMESRUE T INERE RS, 2 GAMEREREFF) T R F AT

e) Where the complaint matters affect the certification qualification of the certified party, the company
shall make a decision related to the certification qualification according to the investigation results in
accordance with the corresponding procedures for granting certification./ ¥ I =5 I 52 1w 1 3KAIE 5 FIIAIE
BEMEI, 1 FIHEHE T OAUE AR L FRRE P AR 18 25 45 RN 5 VAIE BERE A DR IR R E 5

f) The company's staff members are injustice, leaking secrets, accepting bribes, etc., and the company
disposes and dismisses the relevant personnel until legal liability is investigated. /J& T A & TAE N RA A IE.
W GBS, AFRA RGBT RIS, BEEIBIEEIUE;

g) When it is the company responsibility, the company's management representative is responsible for
taking corrective and preventive actions in accordance with the regulations, forming documents and verifying
their effectiveness./ J& T2 7 STAERS, 27 E HE ARG ST% e R IEAFRpG i, 2o It
B e HA Rtk .

h) The complaints against the company are not the responsibility of the company, but related to the
company's certification audit work, it should be inferior to take appropriate improvement measures./ XJ A<y

AR, ARTAFTHE, ESAFRHAMERZ TG R, M2 k=, RPUE k.

6) The content of the complaint to the certified party is not true, and the cost of the investigation is borne by
the company. the content of the complaint is true and the expenses are borne by the respondent./ X 3Kk 77 )
BRAZSENEAESE, HERRA R AR, RUFNERSS, AT RHrr fde.
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7) The management representative shall notify the complainant in writing of the results of the complaint
within 45 working days, regardless of whether the complaint is true or not./ LTI FA R EL S, EHE
RARHNLIAE 45 A TAF H AR AE B 45 R A i k45 7

8) The complainant or the respondent still has objections to the company's handling, and can appeal to the
company or appeal to the national accreditation body./# 5 BUAE FEF 77 X A =] AL B AT A 718, 0T 1) A 7
SERLHF, AT E SO B R

9) The company and the certified client and the complainant jointly decide whether to disclose the complaint
and jointly determine the degree of disclosure when the decision is made public./2A 7 5FIUEE 7 K BVF A
R P R R B EIATE, FERE AT, LR E AT FEE.

10) The company is responsible for decisions at all levels of the complaint handling process./ A 7%} #% x4k
B RERS RPN R E T 5T

11) The submission, investigation and decision of the complaint should not result in any discrimination

against the complainant. FYFHIFRAZ . YA AT PR E AN NI SO0 507 N BT B0AT
7. Dispute/4iX

7.1 Proposal and handling of disputes/ <} & i f1 &b 3

1) The disputes raised during the certification audit process are generally negotiated between the audit team
leader and the auditee in accordance with the certification standards. If the agreement cannot be reached after
consultation, the audit team leader has the right to make a decision first and explain it in the audit report. The
auditee may also file a dispute with the management representative within 10 days./ 7EIAUE & A% FE Fh H2 H
HI G — Al K S W T RS E R HE P AL B . X2 BT AS REBAS — SR R, H
HKABATIGE , FFAEF R 7 DL o 325207 A LS AE 10 H A R P AR SR H 4

2) Disputes that are not submitted at the audit site shall be submitted to the company in writing, and the
company management representative shall designate the relevant personnel to study. The management
representative will notify the decision to controversy. If the controversy is still dissatisfied with the result of
the processing, he may appeal to the company through the appeal procedure./AN7E # #Z I I H 4L,
AR Am iR Y, AREHEERRIEEGRANATT . FHERH R BN
WO HY AR AL BRSS AT AN i, AT DU H R e 1) 2 ) 32 Y HT R

8. Constraint rules/Z) R FL M

1) The company will accept, evaluate, investigate and resolve appeals/complaints and disputes in an
impartiality, non-discriminatory and rigorous manner and is responsible for all decisions in the process. The

decision of the appeal/complaint and dispute is made by the person unrelated to the appeal/complaint and
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dispute, or by whom to review and approve, then notify to the controversy./ A &¥ LA IE « AEBEAL H 1
TR VRO TR AN AL B RS, XS AL BRI R ) B e BT FR/ARLR AT DE
5 ARG BSOE RN i, BRI S A, & En /AR A

2) The appeal/complaint handling staff is responsible for maintaining the confidentiality of any non-public
matters related to the application/complaint./ FH/#5FACFE TAE N G355 B I B AR 5 B /)R S Ak
NIFEOIA TR 1 5T

3) All staff involved in the appeal/complaint and dispute resolution work should be objective and

impartiality./ 25 H ARG B TAR I A TAEN G, $IRRFFE WA L.

4) The personnel involved in the appeal/complaint investigation should have no direct or indirect relationship
with the appeal/complaint organization. Those who have consulted directly with the appeal/complaint
organization or the consulting activities of the company (including management personnel) within two years
cannot participate in the investigation of appeals/complaints and disputes to ensure impartiality and
independence./Z 5 VR B AL BN 51, N5 HAR R ZUCAE AT BB B R, fEWAE A B
H AR R 04T 1 Al B A RIAH G IR Bt B WE s N B (EFEREEEN 0D ARES 5 WA R A4
WHIH A AL, PAGRIE A IR AISRST A

5) KCB should submit a summary of complaints to GOTS annually./KCB ¥ iZ&E4F & 7] GOTS H&AHVF 1
:‘/I:Allu_l‘l\

9. Related documents/#8 5 34

KCB-TPO05 " Corrective preventive action procedure "/ KCB-TP05 (2 1E/Fi [ & it 27 )

10. Related records/fH3<i0 3%

QRO39 (AFFERED

QRO039 "Non-conformity report"

QRO26 (4| IEFE TS UEH )

QRO026 Corrective Action Verification Report

QRO67  (HIR/BLUFAI G 32 HL %)

QRO67 "Appeal/ Complaint and Dispute Acceptance Record"
QRO67-1 (HIF. BRI G IK)

QRO67-1 "Appeals, Complaints and Dispute Acceptance Accounts"
QRO71 (15 2 /it S AL BT 3% )

QRO71 "Information Feedback and Processing Record"
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Annex 1:
Modification record
Modified page [Modified status Modified content person IDate
o Valid Added stipulation to require KCB should submit a SYB 022-11-02
summary of complaints to GOTS annually.
1. The approval for handling complaints and disputes
has been changed from the general manager to the

Full Text Valid executive vice president. SYB 2025-05-15

2. Transfer the responsibilities belonging to the
Quality Department to the Management

Representative.
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