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TUVNORD

1. PREAMBLE

Complaint and Appeal Management
Quan ly phan nan va khanag nahi

In implementing Group Regulation K-RL 310 "Complaints and Appeals
Management”, TUV NORD Group has introduced a documented
procedure, CERT-120-VA-012 "Complaints and Appeals Management" as
part of its QM system.

2. AREA OF APPLICATION

Pé thuc hién Quy dinh nhém K-RL 310 "Quan ly phan nan va khang
nghi", Tap doan TUV NORD da gi&i thiéu mét quy trinh dang van ban,
CERT-120-VA-012 "Quan ly phan nan va khang nghi" nhw mét phan cta
hé théng quén ly chat lwong cdia minh.

2. PHAM VI AP DUNG

This document applies to TUV NORD CERT GmbH (TN CERT) as well
as all international proceedings which make use of TN CERT GmbH
accreditations, approvals, notifications etc. and/or when delivering TN
CERT GmbH services.

Section 3 describes the most important rules which affect the complainant
regarding

m customer complaints (customer is not in agreement with the behaviour
of the employee of TUV NORD GmbH or the way in which
performance of the order was organised) or

m complaints made by a third party regarding a customer certified by
TUV NORD CERT GmbH or the customer's products

m customer appeal (customer is not in agreement with the certification
decision)

Tai liéu nay ap dung cho TUV NORD CERT GmbH (TN CERT) cling nhw
tat ca tién trinh qudc t& si dung cac cong nhan, phé duyét, thong
bdo...ctia TN CERT GmbH va/hodc khi cung cép céac dich vu ctia TN
CERT GmbH.

Phan 3 m6 td mdt sé nguyén tac quan trong nhat anh hwéng dén ngudi

khiéu nai lién quan

= phan nan cla khach hang (khach hang khéng hai long vé thai do cla
nhan vién TUV NORD GmbH hodc cach td chirc thwc hién viéc danh
giad) hoac

m phan nan dwoc dwa ra bdi bén th ba lién quan dén khach hang

dwoc chirng nhan béi TUV NORD CERT GmbH hoac cac san pham
cua khach hang

» khang nghi cia khach hang (khach hang khéng déng thuan véi quyét
dinh chrng nhan)
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3. PROCESS DESCRIPTION

3. MO TA QUA TRINH

1.

The complainant is asked to send the complaint/appeal in written
form to his usual contact address at TUV NORD CERT GmbH or
to the central contact address TUV NORD CERT GmbH, Am TUV
1, 45307 Essen, info.tncert@tuev-nord.de

cooperation with employees involved, the relevant specialist or
laboratory manager, administrative staff and, if appropriate,
company top management. If needed, the employee responsible
for handling the complaint contacts and communicates with the
party making the complaint /appeal.

1.

Nguwoi khiéu nai dwoc yéu cau géi phan nan/ khang nghi bang
van ban téi dia chi lién lac tai TUV NORD CERT GmbH hoéc t&i
dia chi lién lac chinh cia TUV NORD CERT GmbH, Am TUV 1,
45307 Essen, info.tncert@tuev-nord.de

2. The employee at TUV NORD CERT GmbH who is the first to 2. Nhan vién dau tién nhan phan nan/ khang nghi & TUV NORD
receive a complaint / an appeal has the duty to enter the CERT GmbH c6 trach nhiém nhap phan nan/ khang nghi vao cong
complaint/appeal into the electronic complaint handling tool. The cu x& ly khiéu nai dién tlr. Cong cu nay sé& gé&i mot email xac nhan
tool will send an email confirming receipt of the complaint/appeal rang da nhan dwoc phan nan/ khang nghi (v&i diéu kién nguoi
(providing the complainant/appellant has given information phan nan/ khang nghi g&i thong tin qua dia chi mail)
regarding an email address).

3. The responsible Manager has the duty to oversee processing of 3. Nguwd&i quan ly chiu trach nhiém cé nhiém vy giam séat qua trinh
the complaint / appeal. xt ly phan nan/ khang nghi.

4 The complaint / appeal is to be handled as follows: the complaint / 4. Phan nan/ khang nghi s& duwoc gidi quyét nhw sau: phan nan/

" appeal must be completely understood and corrective action(s) khang nghi phai dwoc hidu mot cach day da va cac hanh doéng
which are acceptable from the technical point of view and with khac phuc phai dwoc sy chap thuan tir quan diém ky thuat va lién
regard to the facts must be proposed and implemented. quan dén cac di liéu dwoc dwa ra va thyc hién.

5. If necessary, the complaint / appeal should be processed in 5. Néu can, phan nan/ khang nghi c6 thé dwoc x& ly bang sw hop

tac cua cac nhan vién lién quan, chuyén gia lién quan hoac nguoi
quan ly phong thi nghiém, nhan vién van phong va, néu thich
hop, ban lanh dao coéng ty. Néu can, nhan vién chju trach nhiém
vé viéc gidi quyét khiéu nai sé lién lac v&i bén dwa ra phan nan/
khang nghi.
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6.

9.

The party complaining / appealing receives a written response
regarding his case.
If the party making the complaint is not in agreement with the
response, he can first contact the top management of TUV NORD
CERT GmbH, Am TUV 1, 45307 Essen.

If this does not lead to a satisfactory solution, he has the right to
apply to the Advisory Board of TUV NORD CERT GmbH as
arbitration body. However, due to accreditation requirements, this
is only permitted in case of complaints. The complaint should be
addressed in writing to the Advisory Board (beirat@tuev-nord.de
or at the “Speaker of the Advisory Board, c/o to Head of
Certification Body TUV NORD CERT GmbH, Am TUV 1, 45307
Essen “). The
Advisory Board will consider the case at the latest during their
next meeting. The party making the complaint receives a written
statement regarding the result.

The complainant/appellant has the right to directly contact the
accreditation body, standard owner and/or competent authority

4. STANDARD-SPECIFIC AMENDMENTS

Depending on the standard affected amendments and/or additions to the
above description may be necessary. Those amendments are described
in the following section

6.

Bén phan nan/ khang nghi sé& nhan dwoc van ban tra 1oi vé
trwdng hop cdia minh.
Néu bén dwa ra khiéu nai khéng déng y véi cau tra 16i, trwdc tién
ho c6 thé lién lac véi Ban lanh dao ctia TUV NORD CERT GmbH,
Am TUV 1, 45307 Essen.

Néu van khong c6 mét giai phap thda dang, nguwdi khiéu nai co
quyén ndp don lén Héi Pong C6 Van cia TUV NORD CERT
GmbH véi tw cach la ban trong tai. Tuy nhién tly theo yéu cau
céng nhan, diéu nay chi dwoc phép trong trworng hop céd khiéu
nai. Ngwoi khiéu nai phai g&i van ban dén Hoéi Béng C6 Van
(beirat@tuev-nord.de hodc “Chua tich cia Héi BPéng Cb Van,
Nguwdi dirng dau té chire chirng nhan TUV NORD CERT GmbH,
Am TUV 1, 45307 Essen “. Ho6i Déng C6 Van sé& xem xét sy viéc
cham nhét trong cudc hop tiép theo cia ho. Bén dwa ra khiéu nai
s& nhan dwoc bién ban bang van ban vé két qua.

Ngwoi phan nan/ khang nghi cé quyén lién hé tryc tiép voi td
chtrc céng nhan, don vi s& hiru tiéu chuan va/ hodc co quan cé
tham quyén

4. NHONG BO SUNG RIENG CUA TIEU CHUAN

Tuy thudc vao tiéu chuan, cac stra ddi va / hodc bb sung bi anh hwéng
dén mod ta trén co thé can thiét. Nhirng stra ddi d6 dwoc md ta trong
phan sau
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4.1. FSC

Additional to 2: If a complainant wishes anonymity in relation to an FSC
certified client, TUV NORD CERT GmbH will respect this wish.

Additional to 3: In all FSC related complaint cases, the responsible
employee establishes a schedule with proposed course of action to follow
up on the complaint or appeal; this is provided to the complainant within 2
weeks; the responsible employee keeps the complainant informed of
progress.

Additional to 5: In all FSC related complaint cases, the responsible
employee investigates all allegations and proposes actions to conclude the
complaint within 3 months; decisions resolving the complaint are made, or
are reviewed and approved, only by persons who are not involved in the
evaluation related to the complaint.

Additional to 9: In all FSC related complaint cases, the complainant is free
to contact ASI (Assurance Services International) if he is not satisfied with
the procedure or conclusions of TUV NORD CERT GmbH. As ultimate
step, if no satisfying result is reached, the complant mas be referred to
FSC International.

B6 sung diéu 2: néu bén khiéu nai lién quan dén khach hang chirng nhan
FSC mubn an danh, TUV NORD CERT GmbH sé& ton trong mong muén
nay.

Bb sung diéu 3: Trong tat ca cac trwong hop khiéu nai lién quan dén
FSC, nhan vién chiu trach nhiém thiét 1ap lich trinh v&i hanh déng dwoc
dé xuét dé theo ddi phan nan hodc khang nghi; Viéc nay phai dwoc cung
cap cho nguoi khiéu nai trong vong 2 tuan, nhan vién phu trach co trach
nhiém théng bao vé tién dd véi ngudi khiéu nai.

B& sung diéu 5: Trong tat ca cac trwong hop khiéu nai lién quan dén FSC,
ngwdi chiu trach nhiém diéu tra tat ca cac cao budc va dé xuét hanh dong
dé giai quyét khiéu nai trong vong 3 thang; Cac quyét dinh gidi quyét khiéu
nai dwgc dwa ra, hoac dwgc xem xét va phé duyét béi ngudi khdng lién
quan dén khiéu nai.

B sung diéu 9: Trong tat ca cac trwong hop khiéu nai lién quan dén FSC,
nguwdi khiéu nai co thé tw lién hé ASI (Assurance Services International)
néu khong hai long vé quy trinh ciing nhw két luan cta TUV NORD CERT
GmbH. Nhw bwéc cubi cung, néu két qua khéng thda man, khiéu nai co
thé chuyén dén FSC International.
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