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1. PREAMBLE

TUV NORD SEFESCHESEEAM K-RL 310 [#FAIRIFEENE] BS, 3
N {4H2R: CERT-120-VA-012 [iQIFAIEIREENL] , MNEEREE

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

A3 5EFF TUV NORD CERT GmbH (TN CERT) LARFFEHEFR TN

CERT GmbH INIE, #itif. SRISH1/5HRMt TN CERT BIRATHIRSHE

FrFERFRT,

5 3 TR T ML TSR ANSREEZMN:

n ZFE (ZBFPAREZ TUV NORD CERT GmbH R THHTASBITERE
B =

s FE=AXEZE TUV NORD CERT GmbH IAFHZ a2 s RRVR

n BFFER (BRPAERINERE)

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. PROCESS DESCRIPTION

BRIFALBERR, SRR/ BIFAEZERLE TOV NORD CERT
GmbH f9EFEEXLEHEIE, BA&IXZE TUV NORD CERT GmbH A9AR/(EX
#&ihk: TUV NORD CERT GmbH, Am TUV 1, 45307 Essen,
info.tncert@tuev-nord.de,

TUV NORD CERT GmbH E—MEERGIR/EIRIAR, BEER
IF/RIRRABFASREETE, 2T EBRE—HEFHpHERIFA/H
IFA, BAKENDR/BF (RISFA/BIFARM 7B XEFHRbit
RER) .

B AREEARERERF/ HFIGIETE.

BOF/BIRRHRLA I A TVAME . Rse e BOR/Bf, FHREIARSEE
MBI EFISEE AT A9 IR,

MERE, NSPERRAT. BXERALRELRE, THRARURAT
EeallE (WEA) SIEIBRIF/RIF. NRFE, ARGERIFH
ARMN SR BT/ R EREIE,

B/ SBEIRTEERGNPEEE.

. 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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7. MERIBSFAARSAMELER, NafLlE5EtZR TUV NORD CERT GmbH 6. The party complaining / appealing receives a written response
regarding his case.

HEBEER, AmTUV 1, 45307 Essen, 7. If the party making the complaint is not in agreement with the
8. EWEAZRITETES NHENRAZLZR, NFAGNEhEEAED response, he can first contact the top management of TUV NORD
. CERT GmbH, Am TUV 1, 45307 Essen.
TUV NORD CERT GmbH WRiAIZRSRERIE. B2, HTALE 8. If this does not lead to a satisfactory solution, he has the right to
R, (RAVFHRIFEHRIEAZ . BRMZUBE IR ATMEIERS apply to the Advisory Board of TUV NORD CERT GmbH as
. . - . arbitration body. However, due to accreditation requirements, this is
(beirat@tuev-nord.de 2 "MAIER=KSEA, #32 TUV NORD only permitted in case of complaints. The complaint should be
CERT GmbH IAIEN MR EA, Am TUV 1, 45307 Essen, " ) . JBia addressed in writing to the Advisory Board (beirat@tuev-nord.de or
EEamaE A N at the “§peaker of the Advisory Board,__c/o to Head of Certification
ZRSFRFE MRS ERENIER, BRDREEEXEROBES Body TUV NORD CERT GmbH, Am TUV 1, 45307 Essen ). The
A, Advisory Board will consider the case at the latest during their next
meeting. The party making the complaint receives a written
9. WFA/BRIFABNEEBRFINENG. REMEET/EEERAL statement regarding the result.

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

4. iSEITESAYEIE 4. STANDARD-SPECIFIC AMENDMENTS

ZRTA

RIS B EREEESR, OAEEEN AR TSR /E0R00, IXLE Depending on the standard affected amendments and/or additions to the
e above description may be necessary. Those amendments are described in
IEEL T ET T 78, the following section
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41. FSC 41. FSC

Biihn 2: WNERIFIFARENEX FSCINEEFES, TUV NORD CERT
GmbH BEHX—EE.

BIO0 3: R FSCIBXIFENGT, REARNGIE—MIER, HE+E
RIRFHOFEEIFATING SR, ZIERST 2 BRRESIKRFA, AR
RNFERT E iR NE R R,

B¥In 5: £ FSCHEXRFEMAT, REARBEEMRSER, FHRHTHS
=, LE=NBRILRIFER, REAXRSESRFHENAR, MHtER
IRAYRESZ AN,

BIN 9: 7ERFA FSCAEXIRIREM S, WERIFARS TUV NORD CERT
GmbH RIRERFFEi e AEE, MInTLAEREELZR ASI (Assurance Services
International) , {EARELE, NIRKEXISAHBNGER, WiZKF

BRazts "FSC EiR"

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 AS| (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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