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Complaints and Appeals Management TUVNORD
Zertifizierung
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TUV NORD CERT GmbH

1 BsegeHue

BHegpsna Mpasuna MNpynnol K-RL 310 «YnpaBneHue Kanobamu 1 anennaumuamm»,
TUV NORD Group npeacrasuna oKyMeHTUpOBaHHY npoueaypy CERT-120-VA-
012 «YnpaBneHue Xanobamu M aneanauUMAMM» B PaMKax CBOEW CUCTEMDI
MeHeaXMeHTa KayecTBa.

2 0O6nacTb npMMmeHeHUsA

[aHHbIN AOKYMeHT pacnpocTpaHaeTca Ha TUV NORD CERT GmbH (TN CERT), a
TaKXXe Ha BCe MeXAyHapoaHble npoueccol, B KOTopbix ucnonbdytotca TN CERT
GmbH aKkKkpeguTaumm, yTBEPKAEHUSA, YBEAOMNEHUA U T.4., U/WAM NPU OKa3aHUM
TN CERT ycnayr.

Pasaen 3 onucbiBaet Hamnbosiee BaXKHble npaBnaa, KOTOpPblie OKa3biBatlOT B/IMAHNE
Ha 1myo, nogatouiee >+<ano6y, B OTHOWEHUN

. *anobbl KNMEHTa (KNMEHT He COrnaceH ¢ noseaeHnem cotpyaHuka TUV
NORD GmbH unnn c Tem, Kak 6b110 OpraHM30BaHO BbINOJHEHWE 3aKa3a)
unm

. ¥anobbl, NOCTynatowme OT TPETbel CTOPOHbLI, B OTHOLEHUWN KAWEHTA,
ceptudunumposaHHoro TUV NORD CERT GmbH nan npoayKumm KameHTa

. anennAumMs 3aKasumka (3aKasumK He COraceH c cepTUOMKALMOHHbLIM
pelueHnem)

3  OnucaHue npouecca

1. 3aAsBuTento npeanaraeTcAa HanpasuTb »Kanoby/anennaumio B NUCbMEHHOM
dopme Ha agpec B TUV NORD CERT GmbH, Ha KoTOpbIli OH 0B6bI4HO
HanpaB/AAeT KOPPEeCNOHAEHLMIO, WAM Ha UEHTPa/ibHbI  KOHTaKTHbIN
appecTUV NORD BULGARIA EOOD, ropag MNnosaus, ynnua HangeH Mepos
No13 (bulgaria@tuv-nord.com) TUV NORD CERT GmbH: Am TUV 1, 45307
Essen, info.tncert@tuev-nord.de

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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TUV NORD CERT GmbH

CotpyaHmnk TUV NORD CERT GmbH, KoTOpbiii nepsbiM NOAY4UT
}anoby/anennaumio, AO/KEH BBECTU AaHHble Mo Kanobe/anennaumu B
3NEeKTPOHHbIN MHCTPYMEHT Ana 06paboTKM Kanob. MHCTpPYyMEHT OTnpasuT
3/1eKTPOHHOE NUCbMO, MOATBEPXKAAloLLee NoyYeHne }Kanobbl/anennaymm

(echm  nuuo, nopaswee Kanoby/anennsaHT npefocTaBuA  agpec
3/1eKTPOHHOM NoYTblI).
OTBeTCTBEHHbLI  MeHeaep 0653aH  KOHTPOAMpoOBaTb  06paboTKy

»anobbl/anennaumu.

anoba/anennauma p[oMKHaA paccmaTpuBaThbCcA caeaylolwMm obpasom:
¥)anoba/anennaumna foMKHbl 6bITb MOAHOCTLIO NOHATHI, U MO HUM AOJKHbI
6bITb NPEANIOKEHbI U pPeann3oBaHbl KOPPEKTUPYIOLWME AENCTBUA, KOTOPbIE
ABNAIOTCA NPUEMNEMbBIMWN C TEXHNUYECKOMN TOUKM 3PEHNA C Y4ETOM PaKTOB.

B cnyyae HeobxoauMoCTU kanoba/anennaumsa AONKHbI PaCCMaTpPUBaTbLCA B
COTPyAHMYECTBE C BOB/IEYEHHbIMW COTPYAHUKAMU, COOTBETCTBYIOLLMM
cneumansnctom MAn pykosoauTenem nabopaTopun, agMUHUCTPATUBHbLIM
NepcoHanom u, Npu HeobXxoAMMOCTH, BbICLLUMM PYKOBOACTBOM KOMMAHUW.
Ecnu ato byaeTt Heob6Xxo04MMO, COTPYAHMK, OTBETCTBEHHbIV 33 PacCCMOTPeEHME
anobbl, cBA3bIBAETCA M BeAeT Auanor CO CTOPOHOM, noAaBLUeN
»anoby/anennaumio.

CropoHa, nogasLian »anoby/anennaumio, Noay4aet NMCbMEHHbIN OTBET Mo
cBOEMY Jeny.

Ecnn ctopoHa, nopaswas Kanoby, He corfacHa C OTBETOM, OHa MOMXKeT
CHayana cBA3aTbcA € BbiclumMm pykosoactsom TUV NORD CERT GmbH, Am
TOV 1, 45307 Essen.

Echu 3TO He npuMBOAUT K YOOBAETBOPUTENIBHOMY PELUEHWUIO, UL,
nogasLlee *anoby, nmeeT nNpaBo ob6paTUTbCA B KOHCY/bTaTMBHbIN COBET
TUV NORD CERT GmbH B KauectBe apbuTpaxkHoro opraHa. OmHako
COrnacHo TpeboBaHMAM aKKpPeaAUTaLUMM 3TO paspelleHo TONbKO B C/yvae
*anob. Manoba posKHA ObITb HanpasneHa B MNUCbMEHHOM BWUAe B
KoHcynbTaTuBHbIA  coBeT  (beirat@tuev-nord.de unm  «Cnukepy

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.
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
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KOHcyanaTMBHOI'O coBeTa AnAa nepenadun PyKOBO,D,VITenI-O OopraHa no
ceptudukaumm TUV NORD CERT GmbH, Am TUV 1, 45307 Essen»).
KOHCYyNbTaTMBHbIM COBET PAacCMOTPUT Ae/10 He No3AHee, YemM Ha
cnepyowem 3acegaHmu. CTopoHa, nogatwowas Kanoby,
NMNCbMEHHOE 3aAB/1EHNE C PE3YNIbTATOM.

nony4yaet

9. Jluuo, HanpasuMBLIee Kanoby/anennsaHT MMeeT NpaBo HanpPAMYy CBA3aTbCA
C OpraHom nO aKkkpeauTauuu, BhAadenblem craHgapta u/uau
KOMMETEHTHbIM OPraHoM.

4 U3meHeHusA, cBA3AHHDbIE CO CTaHAapPTOM

B 3aBuMcMmocTM OT paccmaTpuMBaemoro CcTaHgapta MoryT I'IOTpE6OBaTbCﬂ
N3MeHeHUA M/VI}'IVI AononHeHnA K npuBegeHHOMY Bbllle OMUCaHUIO. otn
N3MEHEHUA ONUCaHbI B cneaytoulem pasgene.

41 FSC

B gononHeHuu K n. 2: Ecam nvuo, HanpasuBLuee Xanoby, kenaet aHOHUMHOCTH
Mo OTHOWEHMIO K cepTuduumposaHHomy FSC kanenty, TUV NORD CERT GmbH
yuTeT 3TO NoXKenaHue.

B gononHeHuun K n. 3: Mo Bcem Kanobam, cBasaHHbIM ¢ FSC, OTBETCTBEHHbIN
COTPYAHWUK cocTaBnseT rpaduk C npegsaraembiM NAaHOM AeWACTBUIA  ANA
PacCMOTPEHUA Kanobbl UAK anNeanAaunn; U NPeSOCTaBAAET B TeuyeHue 2 Heaeb
Ny, NogaBleMy Kanoby; OTBETCTBEHHbIM COTPYAHUK MHOOPMUPYET AULO,
nogasLllee }anoby, o xoae paboTbl.

B gonosnHeHuun K n. 4: No Bcem kanobam, cBAzaHHbIM ¢ FSC, OTBETCTBEHHbIN
COTPYLHUK paccnenyeT Bce 40BOAbl U npeanaraeT AeUCcTBUA MO paspeLlleHnto
Kanobbl B TeyeHMe 3 MecALEB; pPelleHMA Mo Kanobe NPUHUMAIOTCS MU
paccmaTpuBalOTCA W YTBEPXAATCA TONbKO ANULAMW, KOTopble He 6blaun
BOBJ/IeYEHbI B CBA3AHHYIO C }Kan06b0l OLLeHKY COOTBETCTBUSA.

B gononHeHuun K n. 9: Mo Bcem Xanobam, ceasaHHbiM ¢ FSC, nvuo, nogarwouiee
»anoby, moxeT ceazatbea ¢ ASl (Assurance Services International), ecam oH He

of Certification Body TUV NORD CERT GmbH, Am TUV 1, 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.

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
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yA0BAeTBOpeH npoueaypoii uan sbisogamu TUV NORD CERT GmbH. Ecan He  or conclusions of TUV NORD CERT GmbH. As ultimate step , if no satisfying result

byaeT OOCTUIHYT yAOBNETBOPUTENbHBLINM pe3ynbTaT, TO B KpalHem cnaydae s reached, the complant mas be referred to FSC International.
¥anoba morKeT 6bITb NepegaHa B FSC International.





