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1.0 INTRODUCTION

1.1

1.2

1.3

The Lab (Asia) Ltd.

The Lab (Asia) Limited (TLA) is a fully independent materials testing, inspection and
consulting organization serving the construction, civil engineering, highways, airports and
associated industries.

The Lab (Asia) Limited has also established independent management system and product
certification services, committing to satisfy customers in an impartial and professional
manner. We have developed and implemented a Quality Management System for the
product certification service on various products such as product certification of ready-
mixed concrete to the product scheme, Quality Plan for the Production and Supply of
Concrete (QSPSC), and management system certification for ISO 9001 Quality Management
System, ISO 14001 Environmental Management System and ISO 45001 Occupational
Health and Safety Management System. The Top Management of The Lab (Asia) Limited
Certification Department (TLAC) can execute auditing activities on site, making
certification decision and granting certificates.

TLAC acts as a certification body to certify client’s products and management systems by
complying with requirements of ISO/IEC 17065, ISO/IEC 17021-1, ISO/IEC 17021-2, ISO
17021-3, HKCAS 023, HKCS 003, and other concerned IAF documents, as well as with
reference to ISO 19011 and other applicable HKAS relevant documents.

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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2.0 DEFINITIONS

The Scheme

Product Scheme

Management
System
(MS)

Quality
Management
System

(QMS)
Environmental
Management
System

(EMS)

OH&S
Management
System
(OHSMS)

Accreditation
Accredited
certification body
HKAS

HKCAS

TLA

TLAC

A scheme (including a Product Scheme) to be operated by TLAC for
certifying organization as having a Management System or a product that is
in accordance with the appropriate international standards or other
relevant normative documents.

A product conformity certification scheme to be adopted by TLAC for
certifying organization a product that fulfilling the concerned standard(s) or
other relevant normative documents.

A scheme which has been established for the certification of products within
certain areas of technology and special procedures.

A set of interrelated or interacting elements of an organization to establish
policies and objectives, and processes to achieve those objectives.

Part of the management system with regard to quality.
(refer to ISO 9000:2015)

Part of the management system used to manage environmental aspects,
fulfil compliance obligations, and address risks and opportunities (refer to
ISO 14001:2015)

Part of an organization’s management system used to develop and
implement its OH&S policy and manage its OH&S risks

A formal recognition given by an authority that a body or person is
competent to carry out specific tasks

A certification body accredited by HKAS or its MLA partners for activities to
comply with the concerned accreditation criteria.

Hong Kong Accreditation Service
Hong Kong Certification Body Accreditation Scheme

The Lab (Asia) Limited, a limited company established for providing testing,
inspection and certification services

The Lab (Asia) Limited Certification Department

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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Applicant A company, organization or person that has applied for but has not yet been

Organization

Certificate

Council

Certification Mark

Guidelines for

the Use of
Certification Mark
and Accreditation
Symbol

granted a Certificate.

A firm, body corporate or unincorporated which has been granted a
Certificate.

A certificate issued by TLAC and endorsed by the General Manager or other
Decision Maker which recognizes that the Management System(s) operated
by the Organization or the products provided by the organization having
been audited/evaluated by TLAC is in accordance with these Terms and
Conditions of Services.

The Governing Council of TLAC

The certification mark TLAC that a certified client will be permitted to use to
signify certification.

Guidelines for the Use of TLAC Certification Mark, and HKAS Accreditation
Symbol to the certified client

3.0 PROCESSES AND REQUIREMENTS OF CERTIFICATION SERVICES

3.1 TLAC’s certification services primarily cover the Product Certification and Management

System Certification services which are adhering to the requirements of ISO/IEC 17065

and ISO 17021-1,ISO/IEC 17021-2,1S0 17021-3

3.2 Cautions of the Certificate

3.2.1 TLAC will issue a certificate with TLAC certification mark and an accreditation symbol if

applicable to a product / management system which is certified to be in compliance with

its respective product scheme / management system certification and other concerned

requirements and specification, provided that TLAC has been granted the accreditation of

the concerned product certification / management system certification under the

accreditation body (e.g. HKAS), therefore

(a) the certificate shall only contain the results of certification for which TLAC is

holding valid accreditation;

(b)  the format of the certificate shall be established so that the requirements of the

product certification scheme / management system certification and other

practical criteria from the accreditation body are met;

() the certificate may contain results of activities which have been assessed by TLAC;

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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(d) TLAC shall keep at least one exact copy of every accredited certificate issued by
TLAC for record; and
(e) TLAC will provide duplicated certified copies of Certificate, and its appended
documents upon receipt of a client’s request.
3.3 Certification Information
3.3.1 This TLAC Terms and Conditions will be offered at the same time with the quotation to the
client. Once the client signs the quotation of TLAC certification services, it is demonstrated
that the client has entered a binding contract / an enforceable agreement with TLAC for
the provision of the above certification services. The client, which is a legal entity, is
guaranteed confidentiality from TLAC and vice versa.
3.3.2 TLAC shall not disclose any confidential information concerning the client (organization)
except:
(a) for the purpose of accreditation by HKAS or relevant parties; and

(b) as required by the Court.

3.3.3 When TLAC is required by law or authorized by contractual arrangements to release
confidential information, the organization shall, unless prohibited by law, be notified of its
information being released.

3.3.4 Information about the organization obtained from sources other than the client (e.g. from
the complainant or from regulators) shall also be treated as confidential.

3.3.5 TLAC will maintain and make public on its website (https://thelab.asia), without request,
information about its:

(a) Certification processes;

(b) Processes of application for, granting, refusing, maintaining, renewing, suspending,
restoring or withdrawing certification or expanding or reducing the scope of
certification;

(© Types of product certification / management system certification in which TLAC is
operating;

(d) the use of TLAC’s name and certification mark, and HKAS accreditation symbol
(refer to Section 6 of this Terms and Conditions);

(e) Processes for handling appeals, enquiries, complaints, disputes (refer to Section 9
of this Terms and Conditions); and

) Policy to Impartiality (refer to TLAC’s Quality Policy at its web site).

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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3.3.6 TLAC will provide, upon request, information about :
(a) The geographical areas in which TLAC is operating;
(b) The status of a given certification; and
(© The name, related document, scope and location for a specific certified client.

3.4 Application for granting, refusing, maintaining of certification, expanding or reducing the
scope of certification, renewing, suspending or restoring or withdrawing of certification.

3.4.1 Application for Initial / Renewing Certification

3.4.1.1 Upon receipt of verbal or written requests from potential client or existing client, TLAC
will send an application form to the client for filling the requested information. After
reviewing the returned application form, TLAC will determine whether to accept or to
refuse such application. Quotation will be sent to the applicant and a two-stage initial

certification audit will be scheduled if the quotation is confirmed as contract.

35 Granting of certification:

3.5.1 Upon completion of a two-stage initial certification audit and satisfactory verification of
the implementation of effective corrections and corrective actions taken, the audit team
will determine “Recommendation whether or not to grant certification, together with any
conditions or observation”. Nevertheless, such recommendation will not bind TLAC for
granting certification.

3.5.2 Ifan additional full audit, an additional limited audit, or documented evidence is needed to
verify the effectiveness of correction and corrective actions, TLAC will inform the client of
such arrangement.

3.5.3 If there is (are) major nonconformity(ies) raised in initial certification audit and TLAC is
not able to verify the implementation of corrections and corrective actions of such major
nonconformity(ies) within 6 months after the last day of stage 2, TLAC will inform the
client of the needs to conduct another stage 2 prior to recommending certification.

3.5.4 Once resolving all outstanding issues, TLAC will then review audit report, verifying any
deviation of audit operation process, then make a final decision for the issuance of a
certificate by considering all sort of information, requirements and factors relevant to
certification including risk, impartiality, audit report reviewer’s recommendation and / or
comments as well as applicable HKAS guidelines and requirements.

3.6 Maintaining, Renewing and Restoring of Certification

3.6.1 A certificate will be issued to a certified organization for an initial period of 3 years and

renewed every 3 years from the date of certification decision. Continued certification is
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3.6.2

3.6.3

3.64

3.6.5

3.6.6

3.6.7

3.7

The Lab (Asia) Ltd.

subject to the fulfillment of this “Terms and Conditions of Services”, the status of payment
of audit fees, and the continuous assessment results within the 3-year certification cycle.
Surveillance Audits (SV) will be scheduled at planned interval depending on respective
scheme of certification. The aims are to provide TLAC confidence that its certified client’s
management system or product continuing to fulfil requirements of respective Schemes
and this “Terms and Conditions of Services” within the certification cycle.

The date of first surveillance visit following initial certification shall not be more than 12
months from the date of the last plant audit day in the initial Stage 2 audit. Subsequent
surveillance visits shall be conducted according to the required frequency as described in
the concerned product scheme.

Recertification Audit (RA) will be scheduled and conducted in due time to enable for
timely renewal before the certificate expiry date. Recertification audit activities may need
to have a Stage 1 audit in the situations where there have been significant changes to the
certified management system, the certified organization structure, the certified product(s),
or the context in the management system is operating. In case such significant change is
occur at any time during the certification cycle, TLAC may need to perform a special audit
when necessary.

When recertification activities are successfully completed prior to the expiry date of the
existing certification, the expiry date of new certification will be indicated on the new
certificate based on the expiry date of existing certification.

Similar to initial certification, TLAC will make decision for renewing certification based on
the recertification audit results, the review results of the system over the period of
certification as well as the complaints or other adverse information received from users of
certification or relevant interested parties including media or trade industry.

If it is unable to complete a recertification audit nor to verify the implementation of
corrections and corrective actions for major nonconformity prior to the expiry date of the
existing certification, then recertification shall not be recommended and the validity of the
certification shall not be extended. The audit team will explain the consequence of such
situation to the certified clients in closing meeting.

Refusing of Certification

TLA will decide to refuse certification/ certification application/ audits to client in the
following situation:

(a) If it is known that the activities or products applied for certification are beyond

TLAC’s capacity and capability, TLAC will consider refusing to accept its

I'ne Lab (As1a) Ltd. IS a subsidiary of the dud group
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application;
(b) A threat to TLAC’s impartiality, reputation, company image, certification activities

(c)
(d)

()

as well as its business is seen if TLAC carried out certification activity to the client;
There are illegal issues involved before or during application or certification;

The product / services applied for certification is known lacking of product /
services conformity to criteria well recognized in the industry or not in-line with
its application;

It is observed seen that the performance or readiness of the client’s management
system, the production processes and/or equipment, etc. is not appropriate for
seeking for certification in accordance with the product scheme / management
system; and

The client fails to handle the non-conformity of audits and the product cannot meet

the acceptance criteria of audit testing.

3.8 Termination, reduction, suspension or withdrawal of certification

3.8.1 When a nonconformity with certification requirements is substantiated, either as a result

of surveillance or otherwise, TLAC shall consider and decide upon the below action, as

approved by the GM:

()

continuation of certification under conditions specified by the certification

body (e.g. increased surveillance);

(b) reduction in the scope of certification;
(c) suspension of the certification- waiting for the remedial action by the client;
(d) withdrawal of the certification, and
(2) falsification / misrepresentation of any statement made by the client which may
bring TLAC / HKAS into disrepute.
3.9 Suspension of certification

39.1 TLAC may suspend a certification when a certified client voluntarily requests for

suspension of certification or

()

(b)

commits a breach of the “TLAC Terms and Conditions of Services” and refuse to

rectify within one month;

becomes bankrupt, subject to the bankruptcy laws or makes any arrangements
or composition with its creditors, or enters into liquidation, whether

compulsory or voluntary (but not including liquidation for the purpose of
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reconstruction);
(c) is found to be incompetent in carrying out of any certified activities or to be

3.9.2

3.9.3

3.10
3.10.1

The Lab (Asia) Ltd.

incapable of complying with any of the relevant certification criteria;

(d) is involved in any impropriety, corrupt practice other activities which is

prejudicial to HKAS’s / TLAC’s fame;
(e) fails to complete the payment of invoices issued by TLA; and

H TLAC receives an unsatisfactory audit results and “negative” recommendation

from the audit team.

(2) the certified client of Occupational Health and Safety Management System
(OHSMS) Certification does not inform TLAC immediately of the occurrence of
a serious incident or breach of regulation necessitating the involvement of the
competent regulatory authority. (Details refer to Clause 7.9 of this Terms and

Conditions)

(h) for Occupational Health and Safety Management System (OHSMS) Certification,
if information on a serious accident, or a serious breach of regulation
necessitating the involvement of the competent regulatory authority showing
that the OSHMS has seriously failed to meet OH&S certification requirements,
has been provided by client or directly gathered by the audit team during an

audit, TLAC may impose a suspension or withdrawal of the certification.

The maximum period allowed for certification suspension is 6-month from the effective
date of the suspension or 6-month from the expiry date of certificate, depending on which
is earlier. Certification can be restored within 6 months from the effective date of
suspension.

TLAC may require the client to discontinue the use of certification mark or any claim to
certification under the Scheme with immediate effect until it is satisfied that the conditions
of certification are again complied. However, the suspension shall not exceed more than 6-
month. Failure to resolve the issues that are resulted in the suspension shall result in the
withdrawal of certification or reduction of scope.

Withdrawal of certification

TLAC may withdraw a certificate when a certified organization voluntarily requests for
withdrawal of certification or fails to abide any of the obligations as described in the above

“Suspension” clause.
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3.10.2 A certified organization may voluntarily withdraw its certification for its activities by
providing TLAC a written notice. The effective date of certification withdrawal shall be in
accordance with the date of the written notice.

3.10.3 After the withdrawal, if the organization needs to re-apply for the certification from TLAC

again and an audit of audit time not less than that of a Stage 2 audit shall be conducted.

Notes:

(a) If a certification is terminated (by request of the client), suspended or withdrawn,
TLAC shall take actions specified by the certification scheme and shall make all
necessary modifications to formal certification documents, public information,
authorizations for use of marks, etc., in order to ensure it provides no indication

that the product continues to be certified;

(b) If a scope of certification is reduced, TLAC shall take actions specified by the
certification scheme and shall make modifications to formal certificate, web site
information, etc., in order to ensure the reduced scope of certification is clearly

communicated to the client and clearly specified in public information;

(© If certification is suspended, the Manger (Certification) shall formulate and
communicate the following to the client:- actions needed to end suspension and

restore certification for the product in accordance with the product scheme;

(d) If a decision to reduce the scope of certification is made as a condition of
reinstatement, the certification body shall make all necessary modifications to the
formal certificate and public information, etc., in order to ensure the reduced scope
of certification is clearly communicated to the client and clearly specified in public

information;

(e) TLAC shall also take the following actions for the suspended/ withdrawn

certification:

i. sending a letter to the client to remind him to stop using the certification

status and mark;
ii. arranging to obtain the original copy of the certificate; and

iii.  checking the information shown on website of the client after 15 calendar

days from the issuance date of the letter mentioned in above item (a),

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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3.11
3.11.1

3.11.2

3.11.3

The Lab (Asia) Ltd.

aiming to ensure the organization no longer claim a valid certification

status to other interested parties.

() TLAC shall request the client who has its certification suspended or withdrawn (no
matter voluntarily or commanded by TLAC) within 14-day from the effective date
of such suspension or withdrawal, to inform all its customers of the case and

immediately implement the actions below:

i. stop using the Logo (or certification mark and accreditation symbol) in any
manner whatsoever and shall cease using any other material that may imply

that the product is still certified;

ii. stop carrying out business or operating in a manner which may imply that

the product is still certified under the product scheme;

iii. send back the original copy of the certificate to TLAC or destroy it and
discontinue the use of all advertisement where the certification is involved;

and

iv.  notify all customers of the termination of certification where the certification

is a condition of contract with a customer immediately.

Restoring of Certification

Following expiring of certification, TLAC can allow to restore the certification within 6
months provided that the outstanding recertification activities are completed and by the
same time the relevant product scheme requirements are not violated. Otherwise at least a
Stage 2 audit shall be conducted. Effective date of the certificate shall be on or after the
recertification decision making while its expiry date is based on prior certification cycle.

If following the resolution of the issue that was resulted in the suspension of certification,
TLAC can restore the suspended certification within 6 months from the effective date of
suspension, provided that the relevant product scheme requirements are not violated.
However, prolonged failure to resolve the issues causing the suspension shall result in
withdrawal of certification.

If the certification is to be restored after suspension of certification, TLAC shall examine all
necessary certification documents, public information, authorizations for use of marks,
etc, in order to obtain appropriate evidences which support that the product’s /

management system certification can be restored.
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3.12 Handling of fraudulent behavior

If TLAC becomes aware of allegations of fraud, dishonesty of TLAC money or resources,

TLAC will investigate the allegations. TLAC may notify the Police and the HKAS as

appropriate.

The process to deal with fraudulent behaviour:

a)

b)

c)

d)

when a fraud is reported, TLAC will undertake the initial investigation to ascertain the
fact;

if an allegation is substantiated after the preliminary enquiry then further
investigation is required, if necessary;

it may at times be necessary to consider suspending the product certification /
management system certification;

once the further investigation is complete, a report shall be prepared;

all investigations will follow a criminal route; this will be with the view to prosecuting

the certified client under the appropriate legislation

4.0 CERTIFICATION FEE & CHARGE

4.1 The following fees shall be charged by TLAC to an Applicant or Organization:

(a)
(b)
(c)
(d)
(e)
)

(8)

Application fee;

Pre-Certification Audit visit fee- optional;

Certification Audit fee; Follow-up Audit fee, if necessary;

Surveillance Audit fee;

Recertification Audit fee;

Overseas traveling (out of HKSAR) time charge, overnight lodging as may incurred
by TLAC in relation to the audit; and

The initial annual subscription fee and the annual fee thereafter.

Note: 1. (@), (b) and (c) shall be prepaid; (d), (e), (f) and (g) shall be paid within 30

calendar days after invoicing, or as per the terms in the concerned
quotation.

2. All payment is non-refundable.

4.2 Non-payment of invoices may result in ceasing/ suspension of audits and the suspension

The Lab (Asia) Ltd. is a subsidiary of the SGS group
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or withdrawal of Certification, upon which TLAC shall not entertain any loss claim from
an Applicant/ Organization.

4.3 All invoices shall be paid within 30 calendar days as from the date of issue regardless of
the outcome of the assessment audit. Any failure to settle the overdue account will be
charged at 1% per month.

4.4 An official application together with the fees paid, will be expired within 3 years from the

date of an initial application by an Applicant.

5.0 OBLIGATIONS OF A CERTIFIED ORGANIZATION

51 An Organization (one to be certified or that has been certified) shall always fulfill the
certification requirements, including implementing appropriate changes when they are
required by the TLAC.

5.2 If the certification applies to ongoing production, the organization shall ensure that the
certified product continues to fulfil the product requirements of the product scheme and
as expected by interested parties.

5.3 An Organization shall ensure TLAC gets relevant supports in the execution of audit at its
premises, i.e., access to samples, records, documents, plant and other related facilities, for
the purposes of initial certification, surveillance.

5.4 An Organization shall keep a record of all complaints relating to compliance with product
and certification requirements and makes these records available when requested, and
take appropriate action with respect to such complaints and any deficiencies found. The
action taken shall be documented and ready for review by TLAC Audit Team.

5.5 An Organization shall make provisions, where applicable, to accommodate the presence of
observers including TLAC trainee auditors, internal auditors and/or TLAC top
management; and/or HKAS assessment team who are witnessing TLAC’s performance in

audits, accessing to the Organization’s premises.

Note: TLAC may suspend the concerned certification in case when the certified
Organization fails to accommodate the presence of HKAS assessment team in

the audit.

5.6 An Organization shall claim compliance with the Product Scheme / Management System
Certification only for the activities being certified within the scope of certification, and

shall notify TLAC of any significant changes to its management system and product
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processes which may affect its conformity under the Scheme. In addition, an Organization
shall not declare or make implication that its product is superior to others due to the TLAC
certification.

5.7 An Organization shall ensure that the use of Certification Information, e.g. the certification
mark is complying with this “Terms and Conditions of Services” and not misleading.

5.8 A Certified Organization shall ensure the quality and performance of its product /services is
kept suited for its purpose and meets other relevant requirements (local laws, health and
safety directives).

5.9 An organization shall inform TLAC, without delay, of any changes relating to :

(a) the legal, commercial, organizational status or ownership;

(b) organization and management (e.g. key managerial, decision-making or technical
staff);

(© contact address and sites;

(d) scope of the certification; and

(e) major changes to the management system and processes.

Note for Occupational Health and Safety Management System only:

The certified client have to inform TLAC without delay of the occurrence of a serious
incident or breach of regulation necessitating the involvement of the concerned competent
regulatory authority (e.g. Hong Kong Police Force and/or Labour Department of HKSAR,
etc.) If the certified organization does not do so, TLAC would take immediate actions such
as imposing an unannounced audit or may even suspend the concerned certification (see
clause 5.9.1 of this Terms and Conditions). The kinds of serious accident or breach of
regulation necessitating the involvement of the regulatory authority which is required to

inform TLAC are lised, but not limited to below.

1. The disintegration of a revolving vessel, wheel, grindstone or grinding wheel that is

operated by mechanical power

2. The collapse or failure of a lifting appliance (except the breakage of chain or rope
slings)
3. An explosion or fire that causes damage to the structure of any workplace, or to

any plant or substance at a workplace; and prevents the continuation of ordinary
work at the workplace.
4. An electrical short circuit or electrical failure of electrical plant that is followed by,
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5.10
5.11

or associated with, and explosion or fire; or causes structural damage to the plant,
being a short circuit, failure, explosion, fire or damage that stops the operation of
the plant or prevents it from being used.

5. An explosion of a receiver or container used for the storage at a pressure greater
than atmospheric pressure or of any gas or gases (including air) or any liquid or
solid resulting from the compression of gases.

6. A total or partial collapse of a roof, wall, floor, structure or foundation of premises

where a workplace is located.

7. A total or partial collapse of any overburden, faces, tip or embankment within a
quarry.
8. The overturning of, or a collision wit any object by a bulldozer, dupler, excavator,

grader, lorry or shovel loader, or a mobile machine used for the handling of any
substance in a quarry.

9. An accident causing the death of, or serious bodily injury to, an employee

The Certification status is not transferable.

If the certified organization is to provide copies of the certification documents (certificate)
to others, the documents shall be reproduced in their entirety or as specified in the
product scheme and TLAC’s requirement. In addition, the certified organization shall
comply with the requirements of TLAC or as specified by the product scheme when
making reference to its certification in communication media such as documents,

brochures or advertising.

6.0 REFERENCE TO CERTIFICATION MARK AND ACCREDITATION SYMBOL

6.1
6.2

6.3

6.4
6.5

The Lab (Asia) Ltd.

TLAC is the ultimate owner of any certificate issued to the certified client (organization).
An organization shall use the certification mark and accreditation symbol (e.g. the HKAS
accreditation symbol) within the terms and scope of its certification. The certification
mark and accreditation symbol (size, dimensions, and colors) and its use shall also be in
compliance with TLAC’s requirements which shall be provided together with the issuance
of the Certificate.

An organization shall acknowledge on receipt of this “Terms and Conditions of Services”,
“Guidelines for the Use of Certification Mark and Accreditation Symbol” and the Certificate.
An Organization shall not make any misleading statement regarding its certification.

The latest version of the “Guidelines for the Use of Certification Mark and Accreditation
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Symbol” is available at TLAC’s website (https://thelab.asia) for reference.

7.0 SUSPENSION OF CERTIFICATION RIGHTS

7.1 As and when an organization (a client), to the opinion of TLAC, is in breach of the product
scheme / management system certification or any of this “TLAC Terms and Conditions of
Services”, TLAC may require the organization to cease in using the certification mark or
any claim to certification under the concerned product scheme / management system
certification immediately until the matter has been resolved.

8.0 LIABILITY AND INDEMNITY

8.1 TLAC will insist on providing the certification services in professional manners with due
care, and will not be accountable for any claims of losses or damages from an organization
(client) unless being proved there is negligence by TLAC.

8.2 TLAC will not be liable for an organization or any related third party. For any losses, i.e.,
loss of business, loss of goodwill, loss of contract, loss of income, loss of anticipated cost
savings, damage to reputation, and damages as a result of third party claim that may be
suffered by an organization.

8.3 Both TLAC and a certified organization shall not instigate any claim of damage against IAF
and its associates including the licensed IAF MLA Members, such as HKAS.

8.4 An Organization shall be liable and will indemnify TLAC against all claims, demands,
damages, costs, changes and other expenses incurred or suffered by TLAC arising out of
any dispute or contractual or proceedings brought against TLAC by a third party claiming
compensation against TLAC as a result of,

(a) the certification of an organization under the product scheme/ management
system certification, or the breach of this “TLAC Terms and Conditions of Services”
by an organization.

(b) The manufacture, use or sale of any products by reference to the TLAC certification

mark or an organization’s certification under the product scheme.

9.0 COMPLAINTS, APPEALS AND DISPUTES

9.1 The procedure for handling complaints, appeals and disputes is placed at TLAC's website
(https://thelab.asia) for reference and is described as follows.

9.2 Complaints

9.2.1 When TLAC receives a complaint regarding its certification services, the GM will be

informed and have the complaint case registered. TLAC shall acknowledge the
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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.

9.2.2 Ifthe 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.

9.2.3 Ifthe complaint is unjustified, a reply with reasons will be sent to the complainant, if any.

9.2.4 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.

9.3 Appeals

9.3.1 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.

9.3.2 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.

9.3.3 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-day 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.
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9.3.4 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.

9.4 Disputes

9.4.1 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/ dispute, the GM may need to notify the concerned
accreditation body, e.g. HKAS about the case.

-END-
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