Complaints and Appeals
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1. Purpose BHY

This procedure is specially developed to effectively and timely handle complaints and
appeals regarding certification activities, increase customers’ satisfaction and
maintain each party’s confidence on Pioneer Testing Technology (Hangzhou) Co.,
Ltd.(hereafter as Pioneer(Hangzhou)).
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2. Scope FEHE

This procedure is applicable to handling of all complaints and appeals regarding
certification activities conducted by Pioneer(Hangzhou).
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3. Definition BN

Appeals: request Pioneer(Hangzhou) by applicants for reconsideration of certification
decisions of certified product/system/service.

Fif: BFIEAZKIAE (M) EFZEHOANEN~m. FRIRSZHIAIPRE .

Complaints: a complaint is an expression about the displeasure of a service rendered.
The complainant usually has a specific goal with his complaint, e.g. correction,
improvement or revision. A complaint is therefore the direct or indirect indication that
services provided by Pioneer(Hangzhou) did not fulfil the expectations or were
otherwise unsatisfactory.
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4. Procedures &FF
4.1 Policy for Handling Complaints and Appeals #%iFF BTG §

Policy of Pioneer(Hangzhou) for handling complaints and appeals are: open and
positive, timely and effective, impartial and transparent.
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Open and positive: shall treat every complaint and appeal open and effectively;
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Timely and effective: timely collect and verify all necessary information, timely provide
complainant or appellant with the information of handling process and results, solve
complaints or appeals effectively as much as possible;
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Impartial and transparent: treat every complaint or appeal impartially to make sure
process and result are transparent. Personnel who have provided consultancy for the
client, or been employed by the client shall not review or approve the resolution of a
complaint or appeal for that client within two years following the end of consultancy or
employment.
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4.2 Acceptance of Complaints and Appeals % IFFEBIFRSZIE

Each individual or organization can make complaints to Pioneer(Hangzhou).
Compilaints can be in written form or in oral.
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Appeals can only be made by certification applicants in formal written form to
Pioneer(Hangzhou).
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4.3 Collection and Verification of Information {52W& 516

Pioneer(Hangzhou) shall collect all necessary information for handling complaints and
appeals, including application forms, certification contracts, testing records and
reports, factory inspection records and reports, products information and technical
documents, certification review and decision records, certificate and etc.. If
necessary, business units which take the evaluation tasks shall provide other relevant
necessary information within 2 days.
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Pioneer(Hangzhou) are responsible for communicating with complainant or appellant,
hearing their opinions and collecting relevant information. % HIFAIEA RN AR 5%
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Pioneer(Hangzhou) shall analyze and verify collected information , and make
decision and reply for the complaints or appeals within 60 working days 4% FiF IR A
FUERBWEEE S IFFIAFECON LEEHRMELIBAEHEE.

5. Records g%

Documents and information which are gained and used during investigation of
complaint or appeal shall be kept. ER#%IFIHE 2 IR S F01E A B SCEEFNE 2I54IC
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6. Form%Et{

“On-line Complaint and appeal Form”
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