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1.0 References

Child Documents

Document Number

Document Title

QES-ATT-00022
QES-ATT-00021

Customer Complaint Record
Complaint Log

Other Related Documents

Document Number

Document Title

QES-MAN-00001

Management System Policy (MSP)

Non-linked References

Reference Number

Reference Description

2.0 Scope

2.1 This procedure addresses: A S 455 :

e Identification of Complaint #5& 115

e  Processing the Customer Complaint X% f # 1%
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e  Complaint against an ABS QE Client by a third party: 5 =775} ABS QE & /7 (I 1F
e  Reporting &

3.0 Responsibilities BR 3}

3.1

3.2
3.3

Local Management has overall responsibility for maintenance and effective implementation of complaints in
accordance with this procedure. AFE T H 24 1 P12 45 T 07 57 42 REOAFE 137 4k 30 FUA RS i 1)

ABS QE maintains a publicly accessible complaint process. ABS QE 4k — AN AT IR T -

Submission, investigation, and decision on complaints shall not result in any discriminatory actions against
the complainant. $252 . &Z&FE H H R 8 ATE X H R AR BUE AR AT 31

4.0 Procedure &
Receipt of a Complaint: I E|¥iF

4.1

4.2

4.3

4.4

4.5

4.6

A complaint directed at either ABS QE or one of its clients may be received by any employee in either a
formal or informal manner. Complaints may be received by letter, fax, e-mail, in person, by phone or survey
commentary. £1% ABS QE 8% 1 LRl AT A 52 T PAIEEFE IE 07 il . Hrmlimid 5k, 1%
SR N SN T TN R v R R e

ABS QE confirms whether the complaint relates to certification activities or relates to an ABS QE client. ABS

QE #il I & SIMEEZA KBS ABS QE %7 H K.

ABS QE representative shall send the Complaints / Appeals link to the client to complete. Copy / Paste to
your browser. Complaints and Appeals Link ABS QE 1{3 R B0 F/ B VR EERE R IX A 5 T 52 il S HIPRE G E
W% %% Complaints and Appeals Link

Only Formal Complaints submitted through the portal will be logged. ABS QE and Client shall qualify the
complaint as a Formal Complaint. ABS QE may open a Formal Complaint on its own authority and
assessment of the situation. The portal submission is automatically sent to the President, Director and U.S.
Operations Manager. R G877 b4 52 1 IE B F A4 2 pid % . ABS QE 1% 7 RO RN IE X F
- ABS QE "] BESRE B CHIAUIRAS T3 PRt IE . TR Al kid s ad. S

e = 24
BEAHE,

ABS QE shall acknowledge receipt of the complaint to the complainant within 5 working days. ABS QE M.7E
5 A TAE H A RAAUCR SR NI

The recipient forwards the complaint to Local Management for logging. As many details as possible and
any applicable correspondence should be included. The Customer Complaint Record (QES-ATT-00022)
found in ETQ may be used to capture this information. £ 52 # K 5FHE K 45 43 #2470 3. MAFER
AT REZ AT AR fFLE I IES . ETQ i % S #ridaxk (QES-ATT-00022) w] fl - F3RHULAS & .

Processing Customer Complaints: ¥ P #6F

4.7

ABS QE initiates contact with the originator acknowledging receipt of the complaint. Local Management will
assign regional support and responsibility for handling complaints in their area (may include Technical
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Managers and Country-specific responsible personnel). ABS QE T4 5 Kl NBE R, TAVIILEIFRUF. S
B0 4 T X SRR S AR SR AR B L X3 3% s (T R R G 3R e B R M5t A 5D .

4.8 The Complaint Log (QES-ATT-00021) is updated by Local Management upon receipt of the complaint form
or other means of communication (i.e., email, letter, etc.) and generates a Complaint Number. Number
format: YYYY-NUM. Complaint Log Link #i/f H& (QES-ATT-00021) i 4 ¥ 2 AE Y B # YR R sl HoAty
HAET7 A0 s R ERAE) JE R, IR T . B YYYY-%i5. Complaint Log Link

4.9  The designated person(s) investigating and correcting the Complaint: 15 5& A & A4 E#EF:

a. Completes necessary actions in a timely manner (usually 30 days after initial contact). S i 5¢ al 06 B 1)
173 GEEAEYIIRERS 30 X) .
b. Returns the Complaint Form, and/or other means of communication, with all associated
correspondence, to the Country Manager or designee. K F & M/aHAhvai@ 53, EFRFTE MG
BRI [m] [ B X 8 P R i N AL
410 The investigation covers all issues identified in the complaint, is documented, and includes the following, as
applicable: W25 o ¥ VF R K I T M, FRoRER, SN RN NA:

Nature of the complaint. s I .

Validity of the complaint. &1 14 Rt .

Review during next surveillance audit required. 7£ T I B 5 4% 0 1] 3047 5 25
Any action to be taken against a certificate. %145 R B 47 5]

The certification body shall determine, together with the client and the complainant, whether and, if so

to what extent, the subject of the complaint and its resolution shall be made public. (Applies only to 3™

party complaints) IAUEALFA R 525 7 AR R N — A 8 2 75 H 7 ] AR R b A AR B s 0 S L e i
POE A T8 =07 5000

f.  Special audit team required. (Applies only to 3 party complaints) & ZE 47k /M. (IGERH T8 =
Ji R

g. Special audit required. In case of complaints from workers of an SA 8000/BSCI certified organization,
an unannounced audit and interviews with outside stakeholders, such as trade unions, NGOs and
complainant, among others, may be required in cases where the validity, extension and/or resolution of
the complaint requires on-site observation or interviews, and it cannot be determined by any other
means. (Applies only to 3rd party complaints) 5 Z4E5 & #%. %K H SA 8000/BSCI AIEH LI T A
AR, WRARHIA RV SR/ B TR 7 S MR R R, I HICE G 2AtiE, AT B 5 26 4h
EM AR E (T, AFBUFHLRIFRUR NS BT AR L B AN (1) s AZ AN R AR oAl 7 U E . (
& T 58 =07 #%00%)

h. Investigation and report required from the Client. In cases involving SA 8000/BSCI complaints, may be

convenient to inform the customer about the complaint, and ask for a report, only after the

unannounced audit, if applicable. (Applies only to 3 party complaints) % /" 3R A AR . 7285

SA 8000/BSCI #%UrIIEHL T, RAFERGEMPFEZZ G (D, 770 BT EH0R 5w 5 2%

Fo RSk . (BUEH T 38 =07 8%00%)

® o 060 T o

4.11 Local Management, Country Manager, or designee (may include Technical Managers and Country-specific
responsible personnel): X E HE . XIREH AR E AN (TR AFERORZ AR € H FX ATt A oD -
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a. Monitors progress in identifying action to resolve. W15 fffi 52 it ok it ik FE
b. Convenes action committees as required. R4 7 BB EITHR A S
c. Processes as an Internal Corrective Action, if applicable. 347 Y #F4) 1IE# 5E d fE (& D
d. Determines adequacy of resolution. fifi5€ PLisl (1178401 .
e. Assigns implementation responsibility for resolution. 7t fif vk 77 28 i S it 37 4T -
f. Communicates result of complaint investigation with client or applicable regional office or complainant.

55 P B I X I A AR R NV IE AR A A 45 R
g. Closes out the Complaint Record when action is satisfactory. 244754 Aflim, KHHUFICTt.

4.12 Local Management or Country Manager coordinates the investigation process when the complaint may
have a global impact. 4#F I BER A SERECIIMT, 23048 32 ol DI 21 P A

4.13 Closure ideally should occur 30 days after initial contact and is usually done by written communication to
both the client and the third party registering the complaint. At this time, the Complaint Log is updated
reflecting the complaint closure date. If complaint cannot be closed within 30 days, then and if deemed
necessary, the party who filed the complaint will be contacted notifying them of the status of the complaint.
HAETEOL T, S RBAEYIEAG 30 RN#EAT, EHEE 5% 7 FEILRURIE =7 B IHaE e . 1t
I, K RO H S DU URE R H . WRIURCIAAE 30 RNESH, B4, RINNALE, KRR
MR —T5, ERABA TR RRRES .

Complaint against an ABS QE client by a third party 3 =% ABS QE & I#F

4.14 Third parties may file complaints against organizations certified by ABS QE. The nature and validity of the
complaints may vary depending on the type of certification held by the organization the complaint is filed
against. Examples: a complaint about quality of a product supplied by an ISO 9001 certified company, a
complaint about discrimination in an SA 8000/BSCI certified organization or a complaint about noise
generation by an ISO 14001 company. It is important to obtain as much information as possible, preferably
in writing. Resolution of the complaint may be verified at the next scheduled audit or during a special audit,
if deemed necessary. % =77 A% ABS QE Y IEMIH e i #F . BEURIIPE BRI 2500 vT Re VR BT X 1
HLFFAAIERA . Fltn: 55T 1SO 9001 3KIE A w4 i)™ dh BT & F . 55T SA 8000/BSCI 3Kk
ML) BAR RS T 1ISO 14001 SRAEA B 7 AR5 (3 r . SRAF R ATREZ AUMS AR E 2, HdF 2 ik
o ALEL, ATLE T RGE H o A% B ) B A 39T ) SERCVR B R AR O

4.15 Third party complaints are processed in the same manner as above. &5 = J7 % F A # 5 X H L.

4,16 The client is advised of the complaint at the outset of the investigation, except in the case of SA 8000/BSCI
certified organizations when such action may compromise the results of the investigation. In these cases,
the customer is advised during an unannounced audit, or after the steps that needs secrecy. The client is
requested to send a report, explaining their position about the complaint. £E 18 & 4G 15 &% S #F, =
SA 8000/BSCI FRIFA LG BLERAN, BUONSAT AT RES I HF B L R . fERXLAF T, B SIEREH A
e RZ A, BRAE R AR P IR SRR R W . B PR KGE — i, ARRERARA DR R R BRI 1O

For Complaints against ABS-QE or ABS-QE clients sent directly to SAAS, the requirement for complaints
from third parties shall be fulfilled, and, in addition, after receiving the SAAS communication, the President,
or his designee, will:
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4.17

4.18

X T B KIE 4 SAASHET AT ABS-QEERABS-QE R F 3 F, i 2 5 = 7 BRI EER, thah, 7RI E|
SAASYHIE G, e dLRE A ik

a. Acknowledge receipt of the SAAS complaint. Ffiil i #ISAASH T .

b. Contact complainant, if identified, and inform about the actions taken *Bt Z#%F N (B HE) , IHih
NI RHL A 4T B0

Report to SAAS the action plan within 10 days. 7E10K A [ SAASHR & 4780111 .

Sent reports every 30 days, informing the status. 5:30K & i%— k4R 15, AR,

Be in contact with the complainant, with part of investigation. 5#%F \M#HFEE R, S 5500
Complete the investigation within 90 days or sooner, unless otherwise agreed to by the SAAS Director
of Accreditation. 7£90 X 5 5 A7 I [F] A 5 il A, BRAFSAASTAIE G 53 A [F) =

=0 oo

* Note: In the case of complaints filed against SA 8000/BSCI certified organization the identity of the third
party which filed the complaint is not be disclosed to the client without the third party’s consent

“E: XS SA 8000/BSCIARIEA A % Ur, REH=TrFE, AMIFEE PR BORNE =T
S

Client Services is notified of any special requirements for auditing. 5 1% [/ A 45k B 5K 15938 5017 7 AR 55346

For complaints pertaining to projects with EMA mark, the third party who has filed the complaint will be
contacted notifying them of the status of the complaint within 10 business days from the date the complaint
was received. Also, every effort will be made to close the complaint within 10 business days from the date
the complaint was received. X -5 BA EMA #3 & H) 5 H A R, BAERIHRFZ HiE 10 N T/ER N
PR ARRACHRRIEE =07, ABATERUREPIRGS . BUAh, RS — D18 a3 R 2 Hk 10 A TTAE H N4 ifk
o

5.0 Document Repository SCE-FERY

5.1

All relative correspondence and documents shall be stored in the SharePoint document repository. File
naming convention shall begin with the same format as the Complaint Log Number and shall include client
name and primary certificate number. File name format: YYYY-NUM-Client Name-CERTI. Document
Repository Link BT A5 1A SCE A7 7E SharePoint SCRYZE . SCEfr 4 2058 N LAV S 0F H & 5
HMFEE TG, N AR AR EEEB Y. AR YYYY-4i'5- 27 BAR-IEH 5.

Document Repository Link

6.0 Reporting &

6.1

Periodic review of Complaint Log status shall be done periodically by Operations Manager. iz & £ 3

IS5 Y o P H BIRAS o

7.0 Training and Knowledge 55/l f1%1iR
Training requirements are defined within this procedure. A7 HLE T 15 I E R .
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8.0 Quality Records i EiZx

N/A EtQ CAPA Tracking Database A~i& [Tl EtQ CAPA IR B8 12
Customer Complaint Record (QES-ATT-00022), if applicable % /' #Ifid 3% (QES-ATT-00022)  (#ii& )
Complaint Log (QES-ATT-00021)#t1FH &

Current Revision

Revision Created By Date Change Description

1 Brandy Stout 11-Nov-2020 The procedure was revised because it was outdated. 725 #&
RN Bt .

Previous Revisions

Revision Created By Date Change Description
0 Brandy Stout 01-Nov-2017 Initial Version
Approval Log

Submitted for Document Owner Approval on 10-Nov-2020 by Brandy Stout to QE - Administrative
Submitted for HSQE Review on 10-Nov-2020 by Martin O'Connell to Group Corporate Quality Coordinator
Submitted for Awaiting Release on 10-Nov-2020 by Brandy Stout to Group Document Control

Released to Production on 11-Nov-2020 by Brandy Stout
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