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Complaints, Appeals and Dispute Procedure

< Contact No. of TLAC General Manager : +852 2470 2588 ; email: info@thelab.asia>

1.0 Complaints

1.1 When TLAC receives a complaint regarding its certification services, the General Manager
(GM) will be informed and have the complaint case registered. TLAC shall acknowledge
the complainant receipt of the complaint within 7 days. The GM or his/ her delegate will
then commence to gather relevant information, study and investigate to decide if the

complaint case is justified.

Note: TLAC shall not assign personnel who have taken part in the concerned audit job in

the investigation to maintain objectivity.

1.2 If the case is justified, the GM will form a “hearing” and he/she will act as the Secretary the
hearing. TLAC shall invite three members of the Governing Council to hold the hearing. All
participants in the hearing shall declare impartiality for the complaint case. In the hearing,
both the complainant and the TLAC managers can be entitled to be heard in confidence.
After the hearing, the Chairman of the hearing will lead his team to investigate the cause
of complaint and resolve the complaint accordingly. Then, the Chairman shall provide the
complainant, with a written statement of their findings, including the resolution approach,

within 14 days after the hearing.
1.3 If the complaint is unjustified, a reply with reasons will be sent to the complainant, if any.

1.4 If the complaint is addressed to TLAC’s certified client from other interested parties,
further examination/ evaluation of the management system of the client and performance
of the product may be conducted and a Manager of TLAC will start to contact the client and
arrange the coming investigating work. The Manager of TLAC will keep the complainant

informed of the progress and results when applicable.

2.0 Appeals

2.1 When a client wishes to appeal against any decision related to the certification or audit
conclusion made by TLAC, he shall give notice in writing to the TLAC GM to express the

appeal against that decision within 14 days from getting the decision.
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TLAC will form an Appeal Panel. The GM will act as the Secretary of the Appeals Panel shall
invite two members from the Governing Council to the panel. All participants in the

Appeals Panel shall declare the impartiality and confidentiality for the appeal case.

TLAC will arrange an Appeal Panel meeting within 21 days of receipt of such appeal notice
and the appellant shall be given at least 7 days’ notice of the time and place of such a

meeting.

Note:  The original decision of the TLAC shall remain valid before the meeting of the

Appeals Panel.

In the Appeal Panel meeting, the appellant and the Managers of TLAC will be entitled to be
heard in confidence. The decision of the majority of the Appeals Panel as declared by the
GM shall be final. TLAC shall then provide the appellant a written statement of the appeal
findings; including the reason for the decision reached, within 21 days after the decision

of the Appeals Panel is made.

Disputes

For any unresolved disputes between the client and TLAC, the TLAC GM shall decide to get
resolution for such disputes by further arbitration or the judiciary under the HKSAR

regulations where applicable.

Note: ~ Where a complaint, dispute or appeal made to TLAC regarding the accredited
certification services is not satisfactorily resolved within 60 days from the date

of complaint/ appeal/ disrepute, the GM may need to notify HKAS about the case.
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