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This procedure shall define the process and criteria to handle customer appeals, complaints and disputes

raised by interested parties in relation to conformity assessment service conducted by the Korean
Foundation for Quality (KFQ). Specific issues by each scheme/standard shall conform to the Procedure of
conformity assessment (Management System Certification: EA-1200, Validation/Verification: PA-1100,
Product Certification: JA-1100). When applying a specific scheme/standard, for issues that conflict with this
Procedure, the Procedure of conformity assessment (Management System Certification: EA-1200,
Validation/Verification: PA-1100, Product Certification: JA-1100) shall supersede the appropriate specific

scheme/standard.

2. €A 9 Terms and Definitions

1) ol9Al7]
Appeal
ol el Al7I= AR BIE A3 gl A theto] xH o] o] 5 FEtekA b= A5 wIth
An appeal means a case that a applying and registration client does not accept the conformity

assessment results and certification decisions.

(2) &t
Complaint
A E 7t Ani ek Hato] ol RAIATL A7) BN AMS @it

A complaint raised by the interested parties in relation to conformity assessment service.

3) A
Dispute
o] AAFRA oA o] Fo R W, o7 /= AEC tidt PP o} FAAG 1+ FoUt

o] FAAA = AT Wt
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Disagreement between a DOE and the project participant (PP) regarding the KFQ’s recommendation
and/or opinions/decisions made at various stages during the validation and/or verification/certification

functions.
Mozt AFE Authority and Responsibilities

TAAE] ARAE ol HAATE AV BRESAIE S AHstal oo did =XV HS A5
of @t
The whole departments of KFQ shall accept complaints raised by the interested parties and maintain

relevant action records.

o]9], =nt 3 Ao thgh #elo] el AT aAc) Yl EubA e gt gl A Utk

The Dept. in charge of handling appeals, complaints and disputes has the authority and responsibilities

to handle appeals and complaints.
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AZE olel, et W gAY fato] APEAE QFWE HYFAY
A mARRAY FYEAR A3t $39 Aedo] ek

The concerned Dept. head who is requested to take a corrective action for the raised appeals,

complaints and disputes shall have a responsibility to analyze causes, establish countermeasures and

implement the countermeasures and send the results to the Dept. in charge of customer’s appeals and

complaints.

olo], 24t @ AR ¢4 4%

Principles of Handling Appeals, complaints and disputes

)

)

olo], Byt 8l RAAY T io] tfF /&S FAHOR AT AFAEE A FHo o] T
s},

A description of the appeals, complaints and disputes-handling process shall be publicly accessible.

FAAGS RE FF9 olol, Buk ul PANe ZzAre] o RE AF] AP An, Byl
% o]d] —Mwm B Selshed Wew BE YRS £ASL 45 Aol k. ol
U W B e ZeAselM A sl gl Rl AAE Q9L ool e A2
LICREE 6}% 19l AN F, ol AEl ReEs RAHY] Astd, Y 2H S 9
B AR ATAQAL AF2H] ool nEHAA(AEIAL BB AY T3 Ade 4R
Ee 180 R F 2d oY AV mi AY A6 the 2uk, olel, ¥4 Al HFL 7

£ EE Agets] fletel 2e¥olAE <k B,

KFQ shall be responsible for all decisions at all levels of the appeals, complaints and disputes -handling
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process and shall be responsible for gathering and verifying all necessary information to validate the

appeal. KFQ shall ensure that the persons engaged in the appeals, complaints and disputes-handling

process are different from those who involved in the appeals, complaints and disputes. In other words, to

ensure that there is no conflict of interest, a person who has provided consultancy to or been employed
by the client (including a person acting on behalf of the management) shall not be used to review or

decide on the resolution of a appeals, complaints and disputes against the client within two years of the

end of the advice or employment.

ole], vt @ o] um A%, 24 2 AAo] A ofel Fe muk A7\ the ofwd 2
e 222 28] A < A

Statements, investigations and decisions regarding appeals, complaints and disputes shall not result in

any discriminatory actions against those raising the matters.

wAAEE o9, =ut 8l FA i ASARE FE ok sk, ]9, =xt 4l

= 2
= (<) T
EAE ARetd g BE Ans +4% Aol Yk,
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KFQ shall be responsible for gathering all necessary information to determine whether the appeals,

complaints and disputes is substantiated.

(5) olel, Bt W Aol @ Ae A 245 mgee dY ADHA @ A g 24 9
gelo] TbsEs 7|5 FAskook At
The records in relation to appeals, complaints and disputes including actions undertaken to resolve them
shall be kept to be able to trace and confirm.

(6) 5381 A7, AFALe) 37, IATFRRE 2] FAH<l olo], Buk 0 ¥Ale] tajAt 1 Hag 9

S AHBES dEe B s 2

Especially, the improvement activities to resolve formal appeals, complaints, and disputes from

accreditation bodies, certified client's customers, and the |ATF shall be carried out under the

responsibility of the CEO & President of KFO.

5. °]¢Jx 8] Appeals Handling

5.1 ©]¢ A Acceptance of Appeals

@)

oo Al7l= vae 7 A WA or ¥AH R AV|E AMES skl Ayt
An appeal shall be handled by accepting the appeal formally submitted in the following two manners:
1) 4849397} Bk, 2P o 2Ny APt Aol g FIE A4 FF A¢ AAEFE w1

Aol ool et AFdS Edete] AAstar o9 Bl WA YME FAAst] g FE AT B
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Ao RA oA 7F A
When consent is not obtained on conformity assessment conclusions from the client during the
conformity assessment, the audit team leader shall make an audit report including such an appeal
and draw up a letter for appeals and complaints handling and report it along with the audit report to
KFQ: in this way, an appeal is accepted.

2) AP 5, JA5EAAY TR EE B EVE ATYAA 28 F A ORNYH FAEAE
A ol diste] o]t S-S FH W A9 oA 7|7t HE
An appeal is accepted when an appeal on the conformity assessment conclusions is notified by the
client, after conformity assessment completion, the notification of certification decision or the

issuance of validation/verification statement.

ol gl ERMAZHEZHAM = ol JAZIALZY A AR B FF AAEA ] disto] Sy Es ©l
gAZIzA o7 FHEH, o= i o]AVZIE HFE F 109 ool FH-stofof

The Dept. in charge of handling appeals and complaints shall send an official guide document
concerning an appeal acceptance status and proceeding procedure to the client that submitted the

appeal. The guide document shall be sent within 10 days upon accepting such an appeal.

o] A 7] A8] Zz} Appeal Handling Procedure

The Dept. in charge of appeals and complaints handling shall request a person with qualification as a
certification decision or decision maker for validation/verification review and decision to review such an
accepted appeal, taking into account the results of previous similar appeals. The certification decision
maker or decision maker for validation/verification review and decision shall be selected among those
who have not been engaged in the conformity assessment and decision making, and the person

designated by the CEO & President of KFQ shall be appointed.

AFAAA Et B A5 AE R A9AE 2o HES A 31 A8 9 A A
8w oolelAy] 2ol 238 & Jor BeA ARFRAE Aol FyT 5 gk

For review, as necessary, the certification decision maker or decision maker for validation/verification
review and decision may request additional data and questions for review to the audit team and the
appellant client. The certification decision maker or decision maker for validation/verification review and

decision may also propose and carry out site investigation, if necessary.

VAT AE 9 AR AEANE B o9 Yl BNt EERA

o
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Z
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FolAl Bagk & APAES oAV A A AR TR ol daAdS X

gto] FRE. ol st TH= oAV HFd olF 30Y ool At
Based on review results of certification decision maker or decision maker for validation/verification
review and decision, the department in charge of appeals and complaints shall notify the appellant client
of the conclusions in official document, after reporting the review conclusions to the CEO & President of
KFQ. Such a natification shall be handled within 30 days upon accepting the appeal.
1) AE4 3} d9Are

Review conclusions
2) Al o]&A7] Agk 9 olefA Y] W (¥4 el A

Authority of re-appeal and the method for re-appeal (In the form of official document)
3) Al oldAl7] 7 (AAANE AFARFE 104 olu ) H A o] A7 A A2 EA}

Period of re-appeal(within 10days from receipt day the document) and handling procedure

(4) ol9] 9 =RtAE "G@iAE A7 Q)Fel WE AATH Hay ofF W AA i =R &
AeAd e fFa *é—% o] A 7] A oAl el st
The department shall check whether the appellant client accepted the review conclusions and the

validity including the dissatisfaction on the conclusions in accordance with (3) above.
5.3 A o]A|7]e] g X2 ZZ} Procedure of Handling Re-Appeal
(1) %71 528 wel ERd FAAD 24 AT 240] FekalA ol AR} oAVt FAH R
TE A ole W kA gEFAe o8 B =wAe Ho3E xH st A ositt
When a re-appeal is formally accepted, since the appellant client does not agree to the notified

conclusions of KFQ in accordance with 5.2 above, the Dept. in charge of appeals and complaints

handling shall deliberate the re-appeal by organizing a Deliberation Committee.

(@ °l9 2 gwAgos 74 % 9L oy) 73l geo,
The composition and operation of a Deliberation Committee for Appeals and Complaints shall conform

to 7 below.

(3) o9 9 EWAYERRAM = oo B SRl AEAEE 7] 5.2.(3)% # WHe
Z olA7] Ao SR o= Hx oAV Hed o 60U ool A2l dek

The department shall notify the appellant client of the conclusions of the committee above in the same

rlr

manner as in 5.2.(3) above. This shall be handled within 60 days from the date of initial acceptance of

the appeal.

(4) 271 3)F FrAF A olgAVI7E & B olE I3 FAdst eFdEe] 24

6/18 ur-'=mn||:t

Korean Foundation for Quality



nol Rty e
Procedure of Handling Appeals, Complaints and Disputes S
(AA-6100 / REV.4 / 2025-03-01)

A FAARY AEAY ARoE T4 ERdth £99098 AN H2 ol gA7] 15
o1F 902 ol el B atolof Gk oA le] Tht AFHN QA 2PNt e e
sholof shr] S-491A8 9 £ APATS £99 A7 (AA520009 wETE,

When a re-appeal is formally accepted, since the appellant client does not agree to the notified
conclusions of KFQ in accordance with 5.2 above, the Dept. in charge of appeals and complaints
handling shall deliberate the re-appeal by organizing a Deliberation Committee.
1) =g91e3] A o)Ayl Aol sk A =FHLs] el Akl o] gAZIATE A S
8 5= = 73S Algstoiop @
When re-appeal is presented to the Governing Board, an opportunity shall be provided to the
appellant client that it may attend the board meeting and state its opinion.
2) S99 A F oAy =AY #HHH Y Z2 &ld 21 AAdETE g ot
AL FF9N93] garAd el wjAIA 7T
Among the members of the Governing Board, those who are related to the appellant client or those
who have been engaged in the processes of conformity assessment for the client shall be excluded
from the decision making process of the board.
CDM/A6.4 °] 7%, o] @AE Akttt o4l CDM-EB/A6.4-SB o E%Fe A7 = ols

oloF ).

In the case of CDM/A6.4 project, this stage is not applicable. Instead, the availability to express

el

flo

complaining to the CDM-EB/A6.4-SB shall be noticed to the appellant.

3

il

(5) ol % BWABII AL £G4 HF ALA] vl oA whol
Aati ole] t# AFE JFHow FART
The department shall check whether the appellant is satisfied with the final conclusions of the Governing

Board and record the relevant matters and record the result.

6. 2 T A 8 Complaints Handling
6.1 7 H4 Acceptance of Complaints

® FAAT AAe aF2RA ANE ARIL DA Ay FLE A
2 A5 ol% 2

A 2 715 A o 7

When an employee of KFQ accepts a complaint (Including an orally accepted complaint) from outside on
the overall conformity assessment activities, the employee shall decide if KFQ must be responsible for it.

If so, the employee shall record it in the complaints acceptance and handling records and take an action

7/18 SEEDME
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to solve the complaint through coordination.

(2) FAAE0] A A NGNS Beke o) b 7] Fol nhech,
The following criteria shall be used to determine whether KFQ is responsible for a particular matter.
1) bt g §9l Bure] KFQr 9191 AFL s
Whether complaints of following type are raised due to KFQ’s fault or negligence.
a) A A9
Delay of Auditing
b) o] HlE 9 S5O A
Response process, attitude to the inquiry
c) =< HA W dA

Late scheduling for on-site visit
d)A6.4 T2AE 73 d Aol= AAWy FAEEE AE 9 " Z oo st BAIAE

Insufficient _provision regarding to request for clarification on A6.4 project rule or inquiry of

validation/verification system related information
e) AAHle] 5 Ro] wE A FA

Audit quality such as poor competency of audit team
D AE PARAGE Sz it Brrxad 54l

Unsatisfied response to follow up on individual CAR, CL
Q) AT oA e] B ARYANM 5

Poor communication skill in audit process, etc

2) Aol A Aol slel sigehi

Whether the complaint raised falls the scope of KFQ’s validation/verification service, responsibility

due to the nature of audit and contract.

Flo

A Sol g ¢ Alhel e B ehgaba] o
For example, the complaints raised as below are not valid.
- A 28 AR
Rejection of advisory/consulting service
- A7 B BeA ke Aok 28 A &

2o % FFgt

Rejection of not admitted Terms and Conditions in light of accreditation standard.

3) A7) 7]l A sko] sheko] ofef A9, BhdAdo] Slvpw il A=A ow of-g-di.

If it's difficult to determine its validity according to above criteria, KFQ shall consider it as complaint in

a positive manner.

B) 471 )F =%t AaE AT 2ARGAA HEY thHege] dagle]l Aol Ted A, Al
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& 2w g5 9 A JSA S W, o]
o B 9ebs, AxRA 247 Bestta geHes 39

TR Y= "2 AP EXA A (AA-5601)0] wel, WE-Ael AARAH RS 93t A ZEH

o

=

In case that correction is possible without a separate countermeasure in the process of solving the
complaint in (1) above, the complaint shall be promptly handled and recorded in the complaints
acceptance and handing records. However, when the Dept. in charge of handling appeals and
complaints judges the systematic measure is required even though the correction is possible without a
separate countermeasure, internal corrective action shall be implemented in accordance with
“Instruction of Instruction of Corrective and Preventive Action (AA-5601)" for systematic improvement

regardless of this “Procedure of Handling Appeal and Complaint”.

71 (1) Aol =ke] ajde] Mo iAol Hadty AN B it HA
de Ae, ol W ENAYME FA st olf] 49 =wtAE] gEFAM R SRS oo 9 Ewt
AA A A ATEAAR (AA-5601)0 THET o= =W HE - 10U ojujo]ofoR dt,

In the process of (1) above, when a separate countermeasure is not necessary to solve the complaint
and it is not solved in the coordination process, a form of appeals and complaints handling shall be
drawn up and be sent to the Dept. in charge of handling appeals and complaints. it conforms to
“Instruction of Instruction of Corrective and Preventive Action (AA-5601) and shall be done within 10

days after accepting the complaint.
E79 38 Complaints Handling

o9 ¥ wuADEYRAL od % BuAINR WFE B g
A PN RS APAch o] W Bulo] FAHoE P4HAS
A7) A A F R S ERke] ISz AelA #EE By, &=
280 aaAS aefsteof Fht

After the Dept. in charge of appeals and complaints handling checks the complaint accepted via a letter
for appeals and complaints handling, the department shall review how to handle and decide the issue
according to circumstances. The department shall notify the complainant of the formal acceptance of the
complaint and outlined follow up procedures. If the complaints relates to certified client, then

examination of the complaint shall consider the effectiveness of the certified management system.

(1) &3 #dste] B WH W&ol wek AP RA LT /A By, ole] Y
23 e Vg dds AT A9 U (5dUAE AFst] 2AA 9 dE 5 )E A
G-l Aels gt

In relation to (1) above, the department in charge of appeals and complaints handling shall request

adequate handling to a concerned department by reviewing corrective action request/outcome issuance,

9/18 ur-'=mn||:t

Korean Foundation for Quality



nol Rty e
Procedure of Handling Appeals, Complaints and Disputes S
(AA-6100 / REV.4 / 2025-03-01)

convening of an appeal and complaint Deliberation Committee or other suitable methods to solve the

concerned complaints (Including problem investigation and solution by appointing a specific person).

@) AR LT ARA e VE AR Bl U 2XAE TR e g FAS Ente] tid
2]

4

6.3

)

2

Al g g Rn 22AGE ) Afske] 2B
The concerned Dept. head notified of an action for the complaint through corrective action
request/outcome or other document shall draw up a document containing the causes of the complaint
and countermeasure/action schedule and shall send it to the Dept. in charge of customer complaints
handling.

ISR IR g eRERY S5 E ARA WEEs HEStY tixoA ®ist
=13 %

£
ol

o
o

The Dept. in charge of customer complaints handling shall review the corrective action sent from the
concerned department head and shall take an action to implement it after reporting it to and get an

approval from the CEO & President.

20X 43¢ FX W AFFHE Notification and Follow Up Action of Complaint Handling

Decisions

w3t 58] Mor e SR 9 6.1 Aol kel tid o] HA ok Al
datol= AeldiE 59 A7) AolA FHstoiok gt

The Dept. in charge of appeals and complaints handling shall notify the complaint handling decisions to
the complainant, as necessary. In particular, for the issues not coordinated in the process of 6.1 above,

the complaint handling decisions shall be notified to the complainant.

Rt g 2 d3E R W vdgAdS £29ete] SR o3t 2AAN TR HE
HArd ol5 609 ool A gttt
When notifying the complaint handling decisions, the following shall also be included: Such a notification

e
2

shall be handled within 60 days upon the initial acceptance of the complaint.
1) A 2 2 3%
Complaint handling decisions
2) A = A7) A 9 g (34 Feel 99
Authority and method of re-complaining (Through a formal document)
3) Al =Wk A7] 71 (ERtA e A HedRFE 109 ofdl) W Al EREAZIAl A2 E At
Period of re-complaining (within 10days from receipt day the document) and handling procedures in

case of re-complaining
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®)

(4)

®)

471 (%ol wel FEE Bk Aedae] disto] o9 Wl EwkAelddiA = Al et o
FoR-Z ERE AV A A FRlsto] 7 fFaEAS gQldh

For the complaint handling decisions notified in accordance with (2) above, the Dept. in charge of
appeals and complaints handling shall check the decisions’ validity via checking if the complainant is

satisfied with the decisions.

WA VA7 Aol ERksetel A EwRko]l AlVIE A
ANEE FEAAE 5] A7 Aoz ¥ Fnsit
A o]F 90 olfell Fr ook Tt Erte] the 3]
stojof ot £J L3 G AFATS YD E]r 3 (AA-5200)°] .

When a re-complaining is raised, because the complainant is dissatisfied with the decisions above, this

o,

shall be presented to the Governing Board and the decisions of the board shall be disclosed and notified

as the final decision of KFQ. The decisions of the Governing Board shall be notified within 90 days of the

initial complaint acceptance date.

1) +99993 A =vkAl7] 2Ho] dek= AF 2d9dEel FAst] =wAIAE ddS
NG = Qe 7182 AFstolok Fut
If the complainant wishes, an opportunity for the complainant to attend the board meeting and state
its opinion shall be provided.

2) +9943] AT EAY] 243 #EE Y 2 dE =nk #do] e FEAE dd
& =G93 AR A oA wi A A 2

The Governing Board members related to the complainant or KFQ staff in relation to the concerned

o

complaint shall be excluded from the decision making process of the Governing Board.

oo @ BwAYURIAL $99459 AF AAne] sl ol AN wEelrg
st olel Tl AHGE 1B o AT

The Dept. in charge of appeals and complaints handling shall check if the appellant is satisfied with the

o
N
ot

final decisions and shall record the relevant matters.

7. & A A 7 Disputes Handling

7.1

EA 9] AL Acceptance of disputes

(1)

When an employee of KFQ accepts a complaint (Including an orally accepted complaint) from outside on

11/18 ur-'=mn||:r
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the overall conformity assessment activities, the employee shall decide if KFQ must be responsible for it.

If so, the employee shall record it in the complaints acceptance and handling records and take an action

to solve the complaint through coordination.

wAAco] BUS A AMFAA S wekd wf v 7)Fo wE

7.2

The following criteria shall be used to determine whether KFQ is responsible for a particular matter.
1) WA 9 AEAEAIL YastA 3YE AR A w, dAbEle] AelHel gk
olaf oprlel A9l A<

In_case that it is occurred from the arbitrary decision by audit team and technical reviewer, not

applying the clear criteria on the audit service
2) A7 Al o] QA kol A AES] o]Ho] S T U= BY

In case that it is occurred due to the KFQ'’s interpretation for the criteria which is not clearly stated in

the audit rule, tool and guidelines, etc.
3) ALt SAXNE 24 thst EAANA oF
In case that the audit team demands an excessive evidences
4) 7] 7150l oA sty dko] ofefe A, B Ao gA A=A O % tf &3t

If it'’s difficult to determine its validity according to above criteria, KFQ shall receive it as disputes in a

positive manner.

E A 28] Disputes Handling

(1) ¢

rot

(2)

FE RA0) Uge SIS F Ak wet dgA P e Arstel A4
How AEHgest AAQ) FLARE PAA AelA Fusheh Ao
% o >

= =
& 2AA 58 AAA~HY BR e Testolof

gh

=

After the Dept. in charge of dispute handling checks the disputes accepted, the department shall review

how to handle and decide the issue according to circumstances. The department shall notify the dispute

initiator of the formal acceptance of the dispute and outlined follow up procedures. If the dispute initiator

relates to certified client, then examination of the dispute initiator shall consider the effectiveness of the

certified management system.

The department in _charge of dispute resolution shall record the received disputes (including oral

submissions) in _the Dispute Receipt Record and determine whether the dispute falls under the

responsibility of KFQ in_accordance with 7.1.(2). Necessary measures shall be taken to resolve the

dispute.
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(3) LA 7 Bsttta Ay A9, FAA YIRS o] fARE RS A3E esto] @l
g UES HE 8 A% A7) ‘215— AeolA AEstEs oF¥dn. oju EAA ddA AL 3
g AR E L grrd Aol BojabA] oS A ol AdA st
The Dept. in charge of appeals and complaints handling shall request a person with qualification as a
decision maker for validation/verification review and decision to review such an accepted dispute, taking
into account the results of previous similar disputes. The dispute resolution personnel shall be selected
among those who have not been engaged in the conformity assessment and decision-making.

(4) FAAY Az A AL B gidAS HrF 4 FASty, B gigste] HE X E
Ast7] A8 dod Be YRS o4 W gdsjof g 3 Ao HAES A FUF AR 9
AOE AAE 9 B Ao e FS ¢ don AFIZALLE AEo] FHE £ U
The designated dispute resolution personnel shall collect and verify all necessary information to evaluate
the validity of the dispute, investigate the dispute, and determine the actions to be taken in response.
Additionally, they may request additional data and questions for review from the audit team and the
disputing organization, as necessary, and may also propose and carry out a site investigation if needed.

(5) EAAY FIAY] HEAAES EdE 0|9 4 ErtAgadiye oA Hud § AYAES
A7) A NA AR TR oju] HqeAtSdS Fdeto] BRI olYd TR A
A7l A o] % 30U ofuje] A g,

Based on the review results of the designated dispute resolution personnel, the Dept. in charge of
appeals and complaints handling shall report to the CEO & President of KFQ and officially notify the
disputing organization of the decision in a formal document. The notification shall include the following
details and shall be processed within 30 days from the date of dispute submission.
1) A=A AP
Review conclusions
2) A A A 9 EAAZ] WHEA el &9h
Authority of re-dispute and the method for re-dispute (In the form of official document)
3) A AT AT HATAdZEEH 109 o) 9 A FAAIIA A HA
Period of re-dispute(within 10days from receipt day the document) and handling procedure
(6)

o]9 ¥ EutAe gHAE A7 QFel mE AdER HE ofF 9 AAo] g SvAE T
Al dae e olgA7] A AA st

The department shall check whether the organization accepted the review conclusions and the validity

including the dissatisfaction on the conclusions in accordance with (3) above.
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7.3 A EAAV] ] st A2 -X} Procedure of Handling Re-Disputes

(1)

A7) 728 Wt FRst FAAG AYS g w40l Fereh gob A% $AAIIL FAAHO

A5E 4% ool W BuAe gy AE oS xAstel Jolsiuh

When a re-dispute is formally accepted, since the organization does not agree to the notified

conclusions of KFQ in accordance with 7.2 above, the Dept. in charge of appeals and complaints

handling shall deliberate the re-dispute by organizing a Deliberation Committee.

(2) Aol3] 74 9 e &) 8%l wE

(3)

The composition and operation of a Deliberation Committee shall conform to 8 below.

ol9] 9l wwRtAeeEdM = Moo AP TS A7) 7.2.5)3% e WHow FAAY] =4

(4)

of Sxdtt} o]+ Hx A HFA o]F 60U o] A st

The department shall notify the organization of the conclusions of the committee above in the same

manner as in 7.2.(5) above. This shall be handled within 60 days from the date of initial acceptance of

the dispute.

o] FrAstel] A FAAVZE & B olE +FHAs ] Aty >FAAs] FH

(5)

(& =
Aree FEAGS HFAG AFoE T FRsit, 998 @@A}fg% A% o]oA7] Aol
o] % 904 ojule] FHsfofof et Ao dish %1%5?:‘9]/‘] >93] *YFols S v
of 3l > A3s|o o] MFATS P2

When the re-dispute is raised against the notified conclusions in (3) above, this shall be presented to the

Governing Board. The conclusions of the Governing Board shall be formally notified as KFQ’s final

conclusions. The conclusions of the Governing Board shall be notified within 90 days from the initial

dispute acceptance date. In case of final deliberation on the re-dispute, the following shall be considered

and the details of the Governing Board’s activities shall conform to the Procedure of Governing Board

(AA-5200).

1) £A998 AAA BAAY] xAo] datt A gAsiAnel FAste] BAAIAL AL
AE 5 gt 7188 AFstolol gk,

When re-dispute is presented to the Governing Board, an opportunity shall be provided to the

organization that it may attend the board meeting and state its opinion.
2) £994935 A F HAAY] A7 pEd QY L gy zHo] ARARs} o] polst

VAL SFANA3] AAAA M AR

Among the members of the Governing Board, those who are related to the organization or those who

have been engaged in the processes of conformity assessment for the organization shall be

excluded from the decision making process of the board.

olgl W BuAe P ggsuslel AF AelAve] dstlr AArIe] WHeirE &
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e A e Y = o N s i

The department shall check whether the organization is satisfied with the final conclusions of the

Governing Board and record the relevant matters and record the result.

8. 17ol9 W Eukl3] 7A U 299X Composition and Principle of the
Deliberation Committee of Customer Appeals and Complaints

8.1 A3 +A4 (A5 ¥ 344 H 7t /AF) Composition of the Deliberation Committee(certification

and validation/verification)

(1) A3 TS 7] olgAr] 9 =%k AErt Ao wFold dert e B a6 A9
3 A Aol wet ole] Bl SR g ER A gl 919 W AL 2§kl 59 o de A
dato]l i) sole ol AT, A vae] dF e e
The Deliberation Committee shall be organized in a way that the Dept. head of taking charge of appeals
and complaints handling selects five or more including the committee chairman and secretary, and
receives an approval from the CEO of KFQ according to the Deliberation Committee composition
requirements below, when the following is required to be handled in the Deliberation Committee.

1) 195 A ol H Enkdy #do] gle ddew FAStolof gtk =W B o] oA 72}
588 Aol viAlE dets 1ol = BF oI5 HESHY BEe A wiA s
The members shall be comprised of those who are not related to the concerned appeals and
complaints. If there is a particular member whom the complaint wishes to exclude from the
committee members, the person shall be excluded, as validated, after reviewing the issue.

2) olfA7lel wE A3 TS s T HA 112 oot AVIE sidore] A A
Az & B A o] FHI A (HHEFE AN
7F XFE RS AT

In case of organizing the Deliberation Committee according to an appeal, at least one member who

9 A9 Fe A4Y 49 39 ol A )

Mo

is qualified as an auditor or who has in-depth relevant knowledge (Practical work experience or a

person with three years or more of consulting experience) shall be included in the committee.

(2 Ase T 8 A3 Ae g3 Dok
The members of the Deliberation Committee and their authority and responsibilities shall include:
1) 1978 AL FE FoE SEeta, 39 A9 e B AAdS Ao . LS 39
o] £F= Asts] AelA A9 & vk AL9EL dEvE AL
Chairman: The chairman shall lead a meeting and assure and be responsible for the conclusions of
the meeting. The chairman may delegate the operation of meeting to the next-positioned member.

The chairmanship shall be conducted by the CEO & President.

2) ZPAE - ZbARE BOe] Azl oo A, Ak e, 2o Al i Abg-deE 3
]
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oAl elx gt PAk= o] o] B kA gt A o] st
Secretary: The secretary shall carry out convening, progress of a meeting, wrapping up of decisions
and follow up of the decisions and attend the deliberation process. The Dept. head taking charge of
appeals and complaints handling shall take the secretary role.
3) 14 : 7] @AM T o= shutel FFuE = A o]ofof Fhth
Member: A person who shall meet any of the following requirements:
A7 v o AT A=l 5 o]l A
A person with five years or more of experience in conformity assessment
A7 AR ol AAA
A person with a qualification of conformity assessment auditor or higher competence
wAAGEd e AT Gl Aol A FAT = s BT oldl A

A person, department head or higher, who may take part in the decision making process of KFQ.

8.2 A2)3] €9 Operation of Deliberation Committee

i

() 28 AERA A F AT ole 2 2wk A
sk,

When the Deliberation Committee makes a decision, any member concerned with the case of an appeal

ol 3= e ApEg Aol wlAl

and a complaint shall be excluded from the committee’s decision making process.

(

(2) St ALY dte Fgor gFAHT | Vs d we sl 24 dE AL

The matter shall be decided with a majority approval of the members and the chairman shall decide a

¢

matter in case of a tie.

Q) A& o= 3t Ao vUFRE & 5 Qloh

When vote is required, secret balloting may be carried out.

@) Wb A9dne FARuns Ei Y BAFe] Aske] f9ge Hs we F A
o A9 H-F Aol wjEzstal 71H5S fFA g
After the secretary receives the chairman’s approval by drawing up a report for meeting decisions or
writing down the meeting decisions in a relevant form, the secretary shall distribute it to the relevant

departments and maintain recording, as necessary.

O

ol9], =t W ¥4 A AHES et o]9, = W £ g A

AFgE L] o] o) u Buke] vld WAL, A9, U Fol U e BAstel FIAE A o
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WA AnE &3
The Dept. in charge of appeals, complaints and disputes handling shall analyze the status of appeals and
complaints, their causes and countermeasures including handling of appeals, complaints and disputes and

shall use them as data for preventive actions in case of management review.

10. H|UZ FHFEHool & o]g], Eqt 9l BA X2 Handling Appeals, Complaints
and Disputes Handled as Confidentials

(1) FAAG AFALY SR pAsto] ol PAAZIE xﬂﬂ oo, ¥k @ ¥Ao AHG
F FAAD #d 499 dAbd BAY AF B UARAT Bed A GEZTLE AYLL
A7k AEAZRE AR WSS A9 ot ole] Y@ AY W B /15 §AL 5 Ak

Of the appeals, complaints and disputes raised by the interested parties in relation to overall KFQ’s
certification system activities, for the issues requiring confidentiality, such as personnel affairs of KFQ
staff, a person appointed by the CEO & President shall receive the issue from the complainant and may

maintain recording of handling.

(2) ol¢], =t 9 4 Hede] that 3/ A= 71U FAAF (BA-2202) W& E5E

The scope of the decisions on handling appeals, complaints and disputes being disclosed shall conform

to the Instruction of Confidentiality(BA-2202).

@) &, o1, vt 9 B4 A F A 3 Fol TAMRCE k] olsjuAA L AT A Bol
oo] xd 4 gorz ARy Felt L FATS dFow . F50] A7 B
A5 ola|wAIA % o]9], Byt gl ®A AI|ALlAl T tF FAE FQstoiof Fhrt,

However, as appeals, complaints and disputes are disclosed in the handling process, drawbacks may be
caused to the interested parties and appellant. Therefore, confidentiality shall be maintained during the
handling process in principle. When disclosure is inevitably necessary, the consent from those

mentioned above shall be confirmed in terms of disclosure.

¥ z1-7-_,_}q
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