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DISTRIBUTION TO 

□ Management Board □ Administration and 

Planning Division 

□ Customer Service 

Division 

□ Accreditation 

Division 1 (AcD1) 

□ Accreditation 

Division 2 (AcD2) 

□  

 

1. Related persons must study and strictly comply with the contents of this regulation 

2. The contents of this regulation take effect as directed by the Institute’s leaders. 

3. Each unit is only allowed to distribute 01 copy (with control stamp), the copies have no 

use value and need to be removed. When the units need to distribute more documents, they 

must request the secretary to have the control stamp. 

 

AMENDMENT STATUS  

Amend. 

No 
Date Amandment content and related clause 

Approved 

by 

1 10/05/2019 - Issued for the 1st time  

2 18/04/2021 
- Editng the content of the process, issued for the 

2nd time. 
 

3 01/03/2022 

- Editng the content of the process, issued for the 

3rd time. 

- Change the phrase “TCĐGPH” into “the 

appellant” 
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1. Purpose  

This procedure prescribes the order, procedures and responsibilities for receiving, 

processing and resolving on the appeals of the conformity assessment body. 

2. Scope  

This process applies at the Vietnam Institute of Accreditation (VACI) and the 

conformity assessment body registered and accredited by the VACI. 

3. References 

- Standard  TCVN ISO/IEC 17011:2017, clause  7.13. 

4. Abbreviations  

- VACI: Vietnam Institute of Accreditation  

- APD: Administration and Planning Division  

- CSD: Customer Service Division 

- AD 1, 2: Accreditation Division 1, 2 

- CAB: Conformity assessment body  

- LAB: Laboratories  

- CB: Certification body  

- IB: Inspection body 

5. Content  

5.1 VACI policy  

5.1.1 VACI is always ready to receive, consider and handle all requests of related 

parties about the granted accreditation decision reviewing (part of or all of the content) 

and is responsible for all decisions at all levels during the appeals. 

Note: the party requesting a review of the accreditation decision can be an accredited 

conformity assessment body, a client ò an accredited conformity assessment body, 

regulatory authorities and other relevant parties. 

5.1.2  The review and handling of appeals are based on the collection and verification 

of all information, records, and data related to the process of receiving registration 

dossiers and accreditation assessment and performed, approved by personnel not 

involved in the activity under consideration. 

5.1.3 Review and resolution shall be carried out in the shortest possible time and 

ensure about the impartiality of the review process. 

5.2 Receiving appeals 

5.2.1 Appellant may request a review of the granted accreditation decision through one 

of the following means:  

-  In writing to the Director of VACI; 

- By Fax, electronically sent to the email address of VACI published on the website 

…… 

- Reflect over the phone on the phone number of the CSD. 



Appeals procedure                                                           VACI.P7.13 

 

Issued date: 01/03/2022  Version: 03                                                Page 3/ 4 

In case the appeals is reported by phone, the receiver records the appeals on the form 

VACI.P7.13.F01 and immediately transfers it to the Director or Deputy Director 

(hereinafter collectively referred to as the Institute Leader). 

5.3 Review and handling appeals 

5.3.1 1 After receiving the request, the Institute leader considers the content and nature 

of the appeals to determine and handle: 

a- The content of the appeals is incorrect and or not related to the content and scope of 

services provided by VACI during the process of registration and accreditation 

assessment, the Institute leader assigned the APD to draft the document, reply and 

explain to customers within 3 days. 

b- The content of the appeals is true and or is related to the content and scope of 

services provided by VACI during the registration and accreditation assessment 

process, the Institute Leadership decides to assign the individuals (response conditions 

outlined in section 5.1.2) conduct the investigation and take action appeals using the 

form VACI.P7.13.F02. 

5.3.2   Appeals investigating: 

Based on the content and nature of the appeals, the individual presiding over the 

investigation and settlement of appeals shall request the relevant units or individuals to 

provide information relevant documents and records to determine the possible cause of 

the appeals according to the form VACI.P7.13.F03. 

5.3.3  Appeals handling:   

5.3.3.1 The individuals assigned to the review are responsible for researching and 

carefully analyzing the information, documents, and records provided, conducting 

investigations, and reviewing them on the premises of the CAB and using the 

knowledge and experience of external auditors and technical experts, if necessary. 

Immediately after specifying the appeals settlement process, the individual assigned to 

take the lead prepares and sends the party appeals written notice of receipt of the 

appeals and provides the appellant with the process reports and the outcome according 

to the form VACI.7.13.F04. 

5.3.3.2 Based on the objective evidence collected and processed, the individual in 

charge of conducting the investigation process and the appeals shall make  appeals  

settlement report according to the VACI form VACI.7.13.F05. 

5.3.4 Review of the accreditation decision  

5.3.4.1 Based on the report of the review’s conclusion, the Director considers and 

decides: 

a- To reserve the granted accreditation decision, or 

b- Issue a decision to correct or replace the granted accreditation decision.  

5.3.4.2 The decision to reserve or correct, or to issue a decision to replace the granted 

accreditation decision, will be notified to the party requesting reconsideration within 3 

days after the decision of the Director according to the form VACI.7.13.F06. 

5.3.5 Corrective action  

5.3.5.1 Where, during the investigation and implementation of measures to the 

appeals, it is discovered that the cause of the appeals stems from the nonconformity of 
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the management system or the accreditation process that can be identified. shown in 

the report on complaint settlement results according to the form VACI.P7.13.F04, the 

unit or individual related to the nonconformity is responsible for taking corrective 

action according to the procedure Nonconformity and preventive action VACI.P9.5. 

 

6. Records   

- VACI.7.13.F01: Appeals receiving form 

- VACI.7.13.F02: Decision on appeals handling 

- VACI.7.13.F03: Appeals document request forms 

- VACI.7.13.F04: Notice of appeals handling process 

- VACI.7.13.F05: Appeals handling report 

- VACI.7.13.F06: Notice of appeals handling results 

- The appeal records of the appellant (if any) 

- Written response, explanation of the appeals (if any). 

 

 

 


