YnpasneHue Ha npoueaypaTa 3a on/iakBaHUA U 06XKanBaHuA
Complaints and Appeals Management

CbabpiKkaHue CrpaHuuya
1 o 7 1 RN 2
2 O6NACT HA MPUNOMKEHME ... .eeeeeerrernnnerrenannereenasessennssessennssaseens 2
3 ONMUCAHME HA NMPOLLECA cuuruuirunieesinesinssrnsesisesssasssassasssnssssssanss 2
4 CneunPUUHN U3MEHEHUA CNOPEL CTAHOAPTA cecuvrerrrnrernnrenranes 4
o R ] GRS 4

rp.EceH, 09.03.2022 r., Mpeacrasuten 3a ynpasneHue Ha KavectsoTo TN CERT

(tncert-gm@tuev-nord.de)

TUVNORD

Zertifizierung
Table of Contents Page
1 72T 1111 o1 (=Yt 2
2  Areaof application ......cccorieeeciriiinciiriiccerereeee e enes 2
3 Process DesCription .....c..cccceiieeicieniiiniiinniienniieencneeinenesenenes 2
4 Standard-specific Amendments.......cccceeeeerreiiineierennerenerennne. 4
I Y PP PPPPPPNN 4

Essen, 09.03.2022, Quality Management Representative TN CERT (tncert-
gm@tuev-nord.de)

Rev. 04/03.22


mailto:tncert-qm@tuev-nord.de
mailto:tncert-qm@tuev-nord.de
mailto:tncert-qm@tuev-nord.de

TUV NORD CERT GmbH

1 Veopg

BbB Bpb3Ka € npuaaraHeto Ha pernameHta K-RL 310 Ha rpynata OTHOCHO
,YnpasneHne Ha npoueaypaTa 3a onnaksaHua u obxansanua “, TUV NORD
Group ("THO® HOP/A, M'pyn") BbBeae AOKymMeHTanHa npoueaypa - CERT-120-VA-
012 (CEPT-120-BA-012) 3a ,YnpaB/ieHWe Ha npoueaypata 3a OMJakBaHWUA WU
063KasiBaHNA” KaTo YacT OT CBOATA CMCTEMA 3a YMPaB/IEHNE HA KayecTBOTO.

2  06nacT Ha NpUNOKeHue

HacToawmaT 4OKYMEHT BaXKM KakTo 3a npoueaypuTe Ha "THO® HOPA CEPT" (TN
CERT), Taka M 3a BCMYKM MeMAyHapoAHM npoueaypu, M3Non3Ballu
akpeauTaumunTe, ogobpeHnsTa, ysegoMAeHUATa U Ap. Ha Ta3n cepTuduUMpalla
opraHusauma u / UAn npeaocTaBaAHUTE OT HeA YCAyru.

Paspen 3 onucea HaN-BaXKHUTE npasuia, oTHacAWM ce 4o man6ono,u,aTenﬂ, BbB
BPb3Ka CbC CnegHUTe canyyvyaun:

®  OMNJIaKBaHMA HA KAMEHTA (KAMEHTHT He 0406pABa NOBEAEHMETO Ha CAYKUTEN
Ha "THO® HOPA CEPT" nnun HauMHa, No KOMTO e U3NbJIHEHA NOpbYKaTa) uu

* ONNaKBaHWA, MOAAAEHM OT TpeTa CTPaHa, MO OTHOWEHME Ha K/MEHT,
ceptuduumpan ot "THO® HOPA CEPT", unm Ha HeroBuTe NPOAYKTH,

e ob)anBaHe OT CcTpaHa Ha KAMeHTa (KAMEHTBT He e CbrnaceH CbC
CEPTUOUKALMOHHOTO peLIeHUE).

3  OnucaHue Ha npoueca

1. anbonogatenat Tpabea ga U3npaTtu Kanbarta /ob6xanBaHeTo cv B NMCMEHa
dopma fo mectHus odpuc Ha "THOD HOPA CEPT" — THO® HOP/, BB/ITAPUA
EOO/ rp.Mnosagus., yn HaliaeH Mepos Nel3, bulgaria@tuev-nord.de nau go

1 Preamble

In implementing Group Regulation K-RL 310 "Complaints and Appeals Manage-
ment", 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

This document applies for TUV NORD CERT GmbH (TN CERT) as well as all interna-
tional 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 re-
garding

e 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

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

e customer appeal (customer is not in agreement with the certification deci-
sion)

3 Process Description

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 ad-
dress TUV NORD CERT GmbH, AM TUV 1, 45307 Essen,
info.tncert@tuev-nord.de
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ueHTpanHma odpuc 8 Fepmanua -TUV NORD CERT GmbH, Am TUV 1,
45307 Essen, info.tncert@tuev-nord.de

Cnyxkutenatr Ha TN CERT, KolTo npbB nosnyyn asa Kanbata wam
06rKanBaHeTo, Ma 3a4b/IKEHNETO A M BbBEE B €/IEKTPOHHATA CUCTEMA
3a 06paboTka Ha *Kanbu. Cuctemata Lie U3npaTnm MMena, NoTBbPXKAaBaLy,
rnosyyaBaHeto Ha »Kanbata /obxansaHeto (nNpu  ycnosue  ye
*anbonopgartenar e npegocTasun cBoA nmemnn aapec).

MeHnaKbpbT, OTrOBapPAL, 3@ MOCTbMAMAUTE Kanbu unn obxkansaHuAa, e
ONbXKEH Aa caieam 3a npoueca Ha TAXHOTO obpaboTsaHe.

anbarta/obskansaHeTto Tpabsa ga ce obpaboTBa MO CAEAHWA HAYUH:
nocrbnuaaTa Xanba Tpabsa ga 6bvAe AcHO pa3bpaHa, cieq KoeTo Aa bbvaaT
NPeanoXeHn W U3BbPLIEHW KOopurMpawu Aenctsva, NpUemansu ot
TeXHUYEeCKa rneaHa ToYKa U CbobpaseHm C U30KeHUTe GaKTu.

AKO e Heobxoaumo, KanbaTa ce pasrnexga B MNPUCHCTBMETO Ha
CAYKUTENNTE, 33 KOWUTO Ce OTHacA, CbOTBETHUA CheuuanucT Wuau
pbKoBOAUTEN Ha nabopaTopuA, agMWHUCTPATUBHUA MepcoHan u,
€BEeHTya/IHO, BUCLIETO PbKOBOACTBO Ha KomnaHuATa. AKO ce Hanara,
CNYKUTENAT, OTroBopeH 3a obpaboTkaTa Ha »Kanbata, ce cBbp3Ba C
»anbonoparens.

Hanbonopgatenar cnesga Aa noay4m NMCMeEH OTrOBOP BbB BPb3Ka CbC CBOAT
cnyyan.

AKO »anbonogaTtensaT He e CblNaceH C OTrOBOPa, MOKEe MbPBO [a Ce CBbPIKe
C BUCLLETO PbKOBOACTBO Ha THO® HOP/A, CEPT" (TUV NORD CERT GmbH, Am
TUV 1, 45307 Essen).

AKO He Moay4Yu 3340BOJIMTE/IHO PELIEeHNE, KanbonodatensaT Mma Npaso Aa
OTHece Kanbata 3a pasrnexkgaHe npen KoHcynTaTMBHMA CcbBeT Ha "THO®

The employee at TUV NORD CERT GmbH who is the first to receive a complaint
/ an appeal has the duty to enter the complaint/appeal into the electronic
complaint handling tool. The tool will send an email confirming receipt of the
complaint/appeal (providing the complainant/appealant has given infor-
mation regarding an email address).

The responsible Manager has the duty to oversee processing of the complaint
/ appeal.

The complaint / appeal is to be handled as follows: the complaint / appeal
must be completely understood and corrective action(s) which are acceptable
from the technical point of view and with regard to the facts must be pro-
posed and implemented.

If necessary, the complaint / appeal should be processed in cooperation with
employees involved, the relevant specialist or laboratory manager, adminis-
trative 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.

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.
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HOP/A CEPT" B KauecTBOTO My Ha apbutpakeH opraH. Nopagm M3McKBaHUATa
3a akpeauTauma obaue, ToBa € paspeLleHo Camo B C/y4al Ha ONNAKBAHWA.
Kanbata Tpabea ga 6bae agpecnpaHa nUcmeHo A0 KOHCYyNTaTMBHMA CbBET
Ha (beirat@tuev-nord.de) unun ao (“Speaker of the Advisory Board, c/o to

Head of Certification Body TUV NORD CERT GmbH, Am TUV 1, 45307 Essen” ).

KOHCYNTaTUBHUAT CbBET L pa3r/iena caydas Hal-KbCHO Ha
cnefBalloTo cu 3acegaHue. finueto/OpraHnsaumaTa, nogana skanbara, uie
Moy4Yu MUCMEHO CTaHOBMLLE OTHOCHO pesy/Tara.

9. anbonogaTenaT MMa NPaBO [a CE CBbPXKE AMPEKTHO C aKpeauTMpaLLms
OopraH, nputexXartena Ha CtTaHdapTa U /l/lﬂl/l KOMNEeTeHTHNA OpraH.

4 CneuudpuyHM U3MEHEHUA cnopep, CTaHaapTa

B 3aBMCMMOCT OT CbOTBETHUA CTaHAAPT, MOKE Aa Ca Ha/lIoXaT U3SMEHEHUA U /uan
AOMbAHEHUA KbM FOPHOTO onncaHue. Te3n NPoMeHM ca onuncaHu B cneasalums
pasgen.

4.1 FsC

B ponbnHeHWe Kbm T.2: AKO KanbonogaTten mno)enae aHOHMMHOCT MO
OTHOLUEHME Ha KAMEHT, cepTudmumpaH no ctaHaapta FSC (Forest Stewardship
Council), TN CERT wie yBaKu HEroBoTO KenaHue.

B gonbaHeHMe Kbm T.3: Mpu BCAKAKBU OMNIaKBaHUA, CBbP3aHWU CbC CTaHAapTa
FSC, OTroBOPHUAT cay»uTen Tpsabsa Aa U3roTsM naaH-rpaduK C NpeasosKeHu
[encTensa 3a xoda Ha obpaboTBaHe Ha Kanbata wmanM o6)KanBaHETo; Tasu
UHbOpPMauma cnelBa Ja ce NpefocTaBM Ha Kanbonopatensa Ao 2 ceamuuM;
CAYKUTENAT € ANbXeH A3 AObPU Kanbornogatena B TeyeHME OTHOCHO
pa3BUTUETO Ha CyYas.

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 TUV1, 45307 Esssen”).

The Advisory Board will consider the case at the latest during their next
meeting. The party making the complaint receives a written statement re-
garding the result.

9. The complainant/appealant 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

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 es-
tablishes 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.
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B gonbaHeHMe Kbm T.4: MpK BCAKAKBM OMJIaKBaHMUSA, CBbP3aHM CbC CTaHZapTa
FSC, OTroBOPHWAT CAYKUTEN LWEe U3BbPLUM NPOYyYBaHE Ha BCUYKM TBbPAEHUA U
e Npeasioxu AeiCTBUA 3a MPUKNIOYBAHE PasreXKaaHeTo Ha KanbaTta B CPOoK 40
3 meceua; pelweHKa No KanbaTa ce B3emaT, NpepasrieKaart u ogobpsasart camo
OT /LA, KOWUTO He y4acTBaT B OLEHKaTa .

B ponbaHeHne KbMm T.9: Npu BCAKAKBM ONNAKBAHWUA, CBbP3aHW CbC CTaHAApPTa
FSC, »kanbonopgatenat moxe ga ce cebpyke c ASI (Assurance Services Interna-
tional), ako He e goBO/IeH OT nNpoueaypaTa UM 3aKkatodeHnsTa Ha THO® HOP/
CEPT. KaTo KpaliHa cTbrKa, ako He 6bAe NOCTUIHAT y40BNETBOPUTENEH PE3YATAT,
*anbata moske Aa 6bae otHeceHa Kbm FSC International.

Additional to 4: In all FSC related complaint cases, the responsible employee in-
vestigates all allegations and proposes actions to conclude the complaint within 3
months; decisions resolving the complaint are made, or are reviewed and ap-
proved, 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 con-
tact 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.





