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1. EIZArQrH

1. PREAMBLE

2 ¢ epapuoyn Tou Kavoviopou K-RL 310 "Alaxeipion Mapatrovwy Kai
Evotdoswv" Tou Opidou, To TUV NORD Group £xel avatrtuéel Tnv
TeKPNPIWPEVN dladikaoia , CERT-120-VA-012 "Alaxeipiong Mapatrévwy Kal
Evotdocwv" wg pépog Tou ZuoTtruatog Alaxeipiong MNoidtnTag Tou
EQPAPMOLEL.

2. MNEA10 EOAPMOIMHZ

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

To mapdv éyypago epapudletal amré 1o TUV NORD CERT GmbH (TN
CERT) kabwg kai atré oAa ta dieBvry péAn Tou OpiAou TTou XpnOIKOTToI0UV
TIG SIOTTIOTEVUTEIG, TIG EYKPIOEIG, TIG KOIVOTTOINOEIG KATT. Tou TN CERT GmbH
kai/f) Trou TTapéxouv Tig uttnpeaieg Tou TN CERT GmbH .

To KegpdaAaio 3 Treplypd@el TOUG ONPAVTIKOTEPOUG KAVOVEG TTOU £TTNPEAGLOUV
TOV TTOPATTOVOUUEVO / KaTayYEAOVTO AVAPOPIKA WE:

m TTapdtmova TTeAATWVY (0 TTEAATNG OEV CUNPWVEI E TN CUUTTEPIPOPA
epyalopevou Tou TUV NORD GmbH 1 Tov TpATTO hE TOV OTT0i0
opyavwenke n uAoTroinong TNG UTTNPECIAg) A

m TTapdtmova 1Tou UTToRAAAOVTal aTTO €Va TPITO PEPOG YIA £vav TTEAATN TTOU
éxel moToTroinBei amé o TUV NORD CERT GmbH 1 yia Ta TrpoidvTa Tou
TTEAATN

m évoTaon TTEAATN (O TTEAGTNG OEV CUPQWVEI JE TNV ATTOPAON
TToTOTT0INONG )

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)
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3. MNEPIFPA®H AIAAIKAZIAZ

3. PROCESS DESCRIPTION

O mrapatrovoUuuevog TTEAATNG KAAEiTal va OTeEIAEl TO
TTAPATTOVO/EVOTACT YPATITWG OTN UV On dIEUBuvVOoN ETTIKOIVWVIOG
Tou TUV NORD CERT GmbH 1} otV KevTpikrj dielBuvon
emkoivwviag TUV NORD CERT GmbH, Langemarckstrasse 20,
45141 Essen, info.tncert@tuev-nord.de

O gpyalduevog Tou TUV NORD CERT GmbH 1rou givail o TTpwTog
TToU AapBdvel éva TTapdaTTovo / pia évoTacn €XEl TO KABAKov va
eloaydyel To TTapdTrovo/Tny £voTaacn OTo NAEKTPOVIKO EpYaAEgio
dlaxeipiong TTapatTévwy. To epyaAeio Ba oTeilel Eva email TTou Ba
empBeBaiwvel TNV TapaAafn TnG katayyeAiag/EvoTaong (UE TNV
TTPoUTTO0e0n 6T 0 KATAYYEAAWV/EVAYWV £XEl dNAWaoEel éva email).

O utreBuvog AlguBuvTiG €Xel KOBAKOV va eTTIBAETTEI TN
DleKTTEPAiWON TNG KaTayyeAiag/évoTaong.

H katayyeAia / €voTaon TTPETTEN va avTIMETWTTICETAI WG €EAGC: N
KatayyeAia / évotaon TTPETTEl va €ival TTARPWGS KATavonTr Kal TTRETTE
va TTpoTEivovTal Kal va eQapudlovTal S1opBwTIKEG EVEPYEIEG TTOU VA
€ival aTTOOEKTEG ATTO TEXVIKI ATTOWN KAl O€ 0X€0N ME TO yEYOVOTa.
Eav eival atrapaitnto, 10 TTapdaTtrovo/évoTacn Ba TTpETmel va
OIEKTTEPAIWOE] 0€ ouveEPYaaia e TOUG EUTTAEKOUEVOUG £pYalOEVOUG,
Tov ePTTAEKOUEVO Specialist Manager ) Tov AieuBuvTA EpyaoTnpiou,
TO JIOIKNTIKO TTPOCWTTIKO Kal, €AV XPEIGZeTAl, TRV avwTaTh d10iknon
NG eTaipeiag. Eav xpeiadeTal, o epyalduevog Trou gival utreubuvog
YIO TO XEIPIOPO TNG KATAYYEAIQG ETTIKOIVWVEI E TO HEPOG TTOU
utToBAAAel TNV KaTayyeAia/évoTaon.

. 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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6. To pépog mou uTToRAAAEI TO TTapATTOVO N TNV £€vaTtaon AauBavel 6. The party complaining / appealing receives a written response

OXETIKN YPOTTTA aTTadvTnon.

Edv 1o yépog TTou UTTORAAAEI TO TTAPATTOVO R TNV évOTACT dEV
OUMQWVEI e TNV aTTdvTnon, TOTE UTTOPEI VO ETTIKOIVWVIOEI UE TV
avwrarn dioiknon Tou TUV NORD CERT GmbH, Am TUV 1, 45141
Essen.

Edv autd dev 0dnyAoel o€ IKavoTroInTiKr AUon, €XEl TO dIKAiWPa va
uttoBAAel aitnon oTo ZupBouAio AgiomoTiag Tou TUV NORD CERT
GmbH wg 6pyavo diaitnoiag. QoTé00, Adyw TWV ATTAITACEWV
OIaTTIOTEUONG, QUTO ETITPETTETAI JOVO O€ TTEPITITWON TTapamovwy. H
KaTayyeAia Ba TTpETTEl va aTTeuBuveTal EyYPAPWS 0TO ZUPBOUAIO
AglomoTiag (beirat@tuev-nord.de” ) otov EmikeaAig Tou dopéa
Mototroinong TUV NORD CERT GmbH, Langemarckstrafie 20,
45141 Essen). To ZupBouAio A¢iommioTiag Ba e€eTdoel Tnv utTéBeon
TO APYOTEPO KATA TNV ETTOUEVN GUVEDPIOCT TOU. TO PEPOC TTOU KAVEI
TNV KatayyeAia Aappavel ypatrtr) atrdvinon OXETIKA PE TO
ATTOTEAECQ.

O kaTayyEAwV/evaywyv £xel TO DIKAIWHA va ETTIKOIVWVHOEI aTTeuBeiag
ME TOV Qopéa dIaTTioTEUONG, TOV IBIOKTATN TOU OXIUATOG
TMoToTToiNONG f/KaI TNV appodia apXh.

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. EIAIKEZ ANAITHZEIZ

4. STANDARD-SPECIFIC AMENDMENTS

AvdaAloya e To TTPOTUTTO TTOU ETTNPEACETAI, EVOEXETAI VA ATTAITOUVTAI
TPOTTOTTOINCEIG KaI/f) TTPOOBAKES OTNV TTAPATTAVW TTEPIYPAPH]. AUTEG Ol
TPOTTOTTOINCEIG TTEPIYPAPOVTAI OTH OUVEXEIA:

Depending on the standard affected amendments and/or additions to the
above description may be necessary. Those amendments are described in
the following section
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41. FSC 41. FSC

EmmpdoBeta oTo onpeio 2: Edv o katayyéAwv atTaitei avwvupia oe oxéon
E ToV TTioToTroINUéVO Katd FSC 1reAatn, To TUV NORD CERT GmbH Ba
oeBaaotei autr TNV €mBuyia.

EmmpdoBeta o010 onpeio 3: Ze OAEG TIG TTEPITITWOEIG TTAPATIOVWY TTOU
oxertiCovtal e T0 FSC, o utrelBuvog epyalduevos KatapTilel Eva
XPOVOSIAYpaUUa KE TNV TTPOTEIVOPEVN TTopEia dpdong yia Tnv
TTapakoAouBnon TnG KatayyeAiag r Tng évotaong. Auto TTapéXETAl OTOV
KatayyéAAovTa eviog 2 RSOUAdWY Kal 0 UTTEUBUVOG £pyalOuEVOg
EVNUEPWVEI TOV KaTayyEAAOVTA yia TNV TTPG0S0.

EmmpdoBeta 010 onpeio 5: Ze OAEG TIG TTEPITTITWOEIG TTAPATTOVWY TTOU
oxeti¢ovtal pe 710 FSC, o uttelBuvog epyaldpevog diEpeuva OAOUG TOUG
IOXUPIOHMOUG Kal TTPOTEIVEI EVEPYEIES VI TRV OAOKANPWON TNG KATayYEAIAG
evidg 3 pnvwv. . O1 atro@AcEIg yia TNV €TTIAUCT TNG KOTAYYEAIOG
AaupavovTail, i avaokoTroUvTal Kal eykpivovTtal, yévo atrd droua 1ou dev
OUMHETEXOUV OTNV a&loAdynaon TTou OXETICETAI JE TNV KOTAYYEAIQ..

EmmpooBeta 010 onpeio 9: e OAEG TIG TTEPITITWOEIG TTAPATIOVWY TTOU
oxeti¢ovtal e 70 FSC, o katayyéAwv gival eEAeUBEPOG Va ETTIKOIVWVIOEI JE
Tov ASI (Assurance Services International) eav dev €ival IKOVOTTOINUEVOG ME
T diadikaoia f Ta oupTepdopata Tou TUV NORD CERT GmbH. Q¢ TeAikd
Brua, edv dev emTEUXOET KAVEVA IKAVOTTOINTIKO GTTOTEAEOUA, TO TTAPATTOVO
Ba Trapatrep@Oei oTo FSC International.

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 complaint must be referred to FSC
International.
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