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.1 1. PREAMBLE

TOV e sane caall (@ sadall 5 (55830 3 )3l 4 sinall de sanall K-RL 310 423U 2w ) & In implementing Group Regulation K-RL 310 "Complaints and Appeals
O e S o sadall s 55830 3 oy CERT-120-VA-012 85 ¢ se ¢ a) Gubis NORD Management”, TUV NORD Group has introduced a documented procedure,
Ll saall syl das CERT-120-VA-012 "Complaints and Appeals Management" as part of its
QM system.

Gubill Jae .2 2. AREA OF APPLICATION

& e X TUV NORD CERT GmbH (TN CERT) 48)é e il 13 3:dais This document applies to TUV NORD CERT GmbH (TN CERT) as well as
a3 5 TN CERT GmbH 48,8 Gl s pasd) i Clalaie) aladiul L oy ) 44 50 wlilead) all international proceedings which make use of TN CERT GmbH
¢dkas gcecreditations, approvals, notifications etc. and/or when delivering TN CERT
GmbH services.
A YA S 5 sSa) anie agh Gl 2ol 8 aal 3 andl) Caay
sl TUV NORD CERT GmbH ik se ¢l sl e (sl 488 50 a2e (sand) 5585 @ Section 3 describes the most important rules which affect the complainant
Sl) allall ) el Clel jaY) e regarding

adaiia )l TUV NORD CERT GmbH e aaixe Jiee iy &l Gl s S5 ® 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

(Slaie V) )8 () saae Ao Jaenl) 488 g0 pac) (al Jicy) @ _
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)
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.3 3. PROCESS DESCRIPTION

Aiaal) Juai¥) o i I o gia U8 b cpadall/is Sl J ) (5 Sl atkia (e callad

s S al Juai¥l o) ie ) sl TUV NORD CERT GmbH 4S54 sl 45 (=il
« Essen45307 <Am TUV 1 « TUV NORD CERT GmbHas il
info.tncert@tuev-nord.de

0 Ay 31 G i A5 IV (5 gl Aallaa 311 3 Caliin /s sSl JUa)
e slen a8 38 Cailivuall/ Sl ()5S o Jo ) a1/ s Sl Ml oSl o )
(s S 2 o) e iy

|Gl /658 Aallae e Gl Y el pad) e ey

(Lals Lagh CaLiin¥ 1 / 5 5Sal agh cany 1 U saill o Calinl) / 5 5Sal Aallas ciny

0 ) I Al Al (e Al pial) gl el Y 35 )8 cang

62 panadiall 5 ¢Cpinal) (b sall ma () slailly CLELLY/(5 S Aallae Cang ¢ paY1 a3 13
A 13) A AL Llall 5 oY) Blia S G135 e plaY) Cila gall 5 ¢ piidall jara S alall
a3 ) Gkl ae Jaal sy 5 (5 5S8l1 Andlan (e J s asall Cali sall Jualy ¢ paY)

R O VPR

Y 5 Gl s S8l il o3 TUV NORD CERT GmbH (o calisall Lo cpns

. 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

. 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/appellant has given information 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 proposed and implemented.

If necessary, the complaint / appeal should be processed in
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.
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TUV 4S80 Wall 51090 Juai¥) Y5l 4iai ca )l e Sisall Calall (380 5 o1 13
.Essen 45307 <Am TUV 1 :<NORD CERT GmbH

TUV 3, g bmn) padaall ) callay w3 4] 3oy e ye da () elld a5 4l 13)
cad ¥ calaie V) cildlaie Cas g «lld oy, aad &4 4iias NORD CERT GmbH
G ) ) S (5 Sl a5 o ASEN Al 8 Y) el

Aaie V) 4 G e g L) padadll G y” J) sl beirat@tuev-nord.de)
odadll Jhiws (“Essen 45307 <Am TUV 1 <TUV NORD CERT GmbH
Ohy S UBly (5 588 adie iy ) aclaial DA i 2l e dpadl) b s jLiiny)
Aanl)

daidal) ddald) S/ 5 jlmall @lila 5 slaic V) A 5 yilae JuaiV) Calional/is Sl axial 3ay

. 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
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35y el Sl Caa ol Caa gl e il i/ 5 cBlbaed o) al g 5@l 00 05S 3 Depending on the standard affected amendments and/or additions to the
(AUl anall 8 O3baal) @l Jualss gbove description may be necessary. Those amendments are described in
the following section

FSC «liladl 5 )3) ulaa 4.1

aled e Jaals Jaamy (3l Lagd 4y 8 4 ju e Lalial) 8 (5 K3l ande e 13) 12 ) 48la) Additional to 2: If a complainant wishes anonymity in relation to an FSC
23 48 yiaie TUV NORD CERT GmbH 48,4 o4 «<FSC certified client, TUV NORD CERT GmbH will respect this wish.

Lia 3 ¥gan J g el Cala gall iy ¢« FSCalgudy Alaiall (5 g€l Vs paea 3 :3 ) 4ilia) Additional to 3: In all FSC related complaint cases, the responsible
8 Jsaadl 13gy (5 sSEl) adia g 35 Ay g LY ) (5 5K dadlial 4yl o) Y ey employee establishes a schedule with proposed course of action to follow
Dol aaiilly £ 3l e (5 KAl atia elily J s el il sall 2585 ¢0ne sl 028 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
e (A il J g paall Cala gall 2 68y ¢ FSCo Adlatiall (5 S8l @YV mea 815 ) 28la) employee investigates all allegations and proposes actions to conclude the
dad ol ) 3L Q5 Y g ¢ el 3 (e s sSal) dad da 331 el Y #) 815 cleleaY) complaint within 3 months; decisions resolving the complaint are made, or
(Sl laiall i) 8 S Jlie s palaidl J8 (e V) dledde 48815l 5 Leiaa) 3 Sl (s S8 are reviewed and approved, only by persons who are not involved in the
evaluation related to the complaint.
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Jaiy) Siiall 3oy ((FSC) lilall 3 )l (alaay dslaiall (o &3 @Yls aea 419 ) 48l Additional to 9: In all FSC related complaint cases, the complainant is free to
sl el Y oo Lualy oS5l 13(Assurance Services International) ASI4S i contact ASI (Assurance Services International) if he is not satisfied with the

b al 13 ¢ al 5 5ha< s TUV NORD CERT GmbH. 48 )i Ll calia i ) calisinY) procedure or conclusions of TUV NORD CERT GmbH. As ultimate step, if
(FSC International). sl <llal) Gl ) (o sSE0 Ala) a0 dai J) Jea il no satisfying result is reached, the complaint shall be referred to FSC
International.
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