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Operating Procedure of Complaint and Appeal process
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. General %8

A.

Applicants for certification who believe they have been adversely affected by a noncompliance
decision may appeal that decision to TOC. = ® 3 F s & = & #TRiA # £ 2 TR A <7
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Applicants for certification who have concerns regarding TOC or TOC’s clients may lodge a
complaintwith TOC. 42 2P & £ #2 753 L L > @il

All written communication between parties involved in appeal or complaint proceedings must be
sent to the recipient’s place of business through a delivery service. #73 # % ¥ 37 2 [S42 R
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All appeals or complaints shall be reviewed, heard, and decided by individuals who are not involved
in the decision being appealed or complained about. #73 ¥ $Fei 42 SH-d 2 32 3%¢ (vt 2 8
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[I. Complaint ¥ %5

A.

Any applicant for certification who has opinion to TOC or TOC’s customer, may complain to TOC.
HADPREP2 G757 LLF @i iifelso

Complaints can be made by e-mail or in writing, and the following should be stated. 4 &+ 7 %
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Definitely indicate the object of complaint. P? £z :}F. M EE Y-

Provide a sufficient explanation of the cause of the complaint (e.g., a statement that violates the

provisions of EU organic regulations) and its claims. #1342 22 e0/n F)4& J) v & G P (G4 ¢ 2 48
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Relevant supporting documents (if applicable). #p B i35 < & (43 ) ©

The basic information of the complainant (name/company name, address, telephone, or other
contact information). % %3 "’—*z SR NFHREEE/ P B SRR H B ERS N).

TOC will decide to accept the complaint or not depends on whether the relevant evidence provided
by customer is sufficient within 1 month after the complaint is received. If the complaint does not
adhere to the conditions stated inparagraph B of this section, or if the information provided is
incomplete or not relevant to TOC’scertification activity, TOC may choose not to respond. # 2> &
HeP SR ERRE RN 2 ERATIFILE oV XBRE UL 5 2 5N (e 775 -

BRI Arde 8 B F T2z Y 2w Eg414 ) 70 4] o ok LA & 5 BiE
AR CBRNTHEIAARN LS AT T AORBEFFAM > AP FRERT A




() ,‘%'U’}; WG AR

toc Tse-Xin Organic Certification Corporation

N
=i
S
N
=y

% % o After the complaint is accepted, in principle, the handling of complaints will be complete
within 1 month. However, if necessary, the processing period might be extended with the
agreement of the complainers. AP ELBEREE RPN B AR RT 22 AT
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If an investigation is no need to the complaint, TOC may reply by telephone, e-mail or written, as
appropriate; if necessary, it will be proceeded as follows: 4riz S% & Z R & > & o 7 TR
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TOC may investigate the object of complaint (including TOC's customers) without notice. # = &
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Contents of investigation including consult with the review committee, experts/ scholars, on-site
inspection or other method that TOC deemed necessary. # 47 P : ¢ HEFHFET AL A & B Fe
FH - FHEREELU AT RTLRLETH -

Any person who may affect the justice of the investigation, shall not be the investigator of the case.
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If the complaint is withdrawn before the investigation is completed, the investigation will be
terminated unless TOC finds that the complaint has sufficient facts and is of great significance. 4
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The investigation of the case may be terminated, if it has been involved in criminal investigation.
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The complaints should be reviewed or decided by persons who are not involved in the relevant
certification activities. To whom have consulted or been hired by the client, he/she will not be
allowed to participate in the review or decision of the complaint within two years after the
consultation or employment. # 72 % & d %'\ FONMERFLETZ AR T LN AT ooy LS
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TOC may disclose or not disclosed, as the case may, the information obtained during the

investigation in whole or in part. "f FELRTA AT ERIEATRIOWRFT AN > AP
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Appeals ? 7

An certification applicant or a certified operator who has objection to TOC’s notice of certification,

may file an appeal to TOC. 2% © F%——*z L ERETR ﬁﬂ Hr2P2 %@ 15 P @~
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An appeal of a noncompliance decision must be filed within the time period provided in the
notification of certification decision or within 30 days from receipt of the notification, whichever
occurs later. The appeal would not be accepted if not filed in a timely manner. & /f 4.5 3% /4 230 oo
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The appeal should specify the reason and demand in writing. ¥ 34 B3 & > ;PR p ¥ 7Rk
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The fee for each appeal is NT$2,500, and which amount will be returned once the appeal is established,
no matter if the decision will be changed ornot. ¥ - % 2 ¢ g"’r*’ﬁj * LA EET L2500 0 Ei%Y
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Upon receipt of the appeal, TOC shall make a preliminary decision on the documents received

immediately, and the appeal shall not be accepted if it is unrelated to the control activities. In addition,

the applicant must submit other information different from what previous found as the reason for

appeal, otherwise the appeal will not be accepted. # = # JcF| ¥ & 2 » B> THATH 2 254
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Investigation and a review committee should be held within 1 months after the appeal is accepted.
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TOC Personnel who handle the appeal shall be different from those who handle the inspection and
determination of certification. E&JZ ¥ FiE A B F 7 B3 TR E%RFEAL DA R o The
investigation of appeals: ¢ % iz 4

Contents of investigation including consult with the review committee, experts/ scholars, on-
site inspection or other method that TOC deemed necessary. A &R % %% 2L | &
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During the period of investigation, the effect of original decision would not be affected,;
Provided, if necessary, the implementation of relevant decision may suspend. 7“3 & # & >
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Any fees derived from the appeals process, such as sample inspection fees or inspection
fees, are on the cost by the applicant. ¥ (7425 @ #7p72 chH s 3 % > ek S %R 7 & 4
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Conduct the review meeting: After the investigation has been completed, TOC shall notice the
applicant and the review team to attend the review committee. If the applicant fails to attend without
reason, the appeal shall be deemed to have withdrawn. 7. B ¥ 7% % € 3% : Exam gl
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Upon completion of the investigation of the appeals, TOC shall send the resolutions to the applicant
in a "Notification of Complaint/Appeal Resolution (QF-012)."¥ 5% & = & 43818 » &~ o 2 8¢ 27
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If a complaint or appeal reveals a potential recurring noncompliance of certification operation, the
"Operating Procedure of Corrective and Preventive Actions (TOC-INT-QP02)."shall be followed to
correct the noncompliance. d 2 %2 ~ ¥ A M3 AT F L %R FTEHL LA F > B
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