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1. PREAMUL

1. PREAMBLE

La implementarea Regulamentului Grupului K-RL 310 ,Managementul
Reclamatiilor si Contestatiilor”, Grupul TUV NORD a introdus o procedura
documentata, CERT-120-VA-012 ,Managementul Reclamatiilor si
Contestatiilor” ca parte a sistemului sau de MC.

2. DOMENIUL DE APLICARE

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

Prezentul document se aplica pentru TUV NORD CERT GmbH (TN CERT)
precum si pentru toate activitatile internationale care folosesc acreditari,
aprobari, notificari etc. TN CERT GmbH si/sau la prestarea serviciilor TN
CERT GmbH.

Sectiunea 3 descriere cele mai importante reguli care afecteaza
reclamantul, cu privire la:

m Reclamatii clienti (clientul nu este de acord cu comportamentul
angajatului TUV NORD GmbH sau cu modul in care s-a organizat
onorarea comenzii) sau

m Reclamatii ale tertilor cu privire la un client certificat TUV NORD CERT
GmbH sau la produsele unui astfel de client

m Contestatii client (clientul nu este de acord cu decizia de certificare)

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. DESCRIEREA PROCESULUI

3. PROCESS DESCRIPTION

Reclamantului i se solicita sa transmita reclamatia/contestatia in
forma scrisa catre adresa sa uzuala de contact la TUV NORD CERT
GmbH sau la adresa centrald de contact TUV NORD CERT GmbH,
Am TUV 1, 45307 Essen, info.tncert@tuev-nord.de

. Angajatul TUV NORD CERT GmbH care primeste primul reclamatia/
contestatia are obligatia de a introduce reclamatia/contestatia in
instrumentul electronic de gestionare a reclamatiilor. Instrumentul va
transmite un e-mail de confirmare a primirii reclamatiilor/contestatiei
(cu conditia ca reclamantul/ contestatarul sa ofere informatii cu
privire la adresa de e-mail).

Managerul responsabil are obligatia de a superviza procesul de
reclamatii/contestatii.

Reclamatia/contestatia vor fi tratate dupa cum urmeaza:
reclamatia/contestatia trebuie inteleasa pe deplin si se vor propune
si implementa actiune (actiuni) corectiva (corectiva) acceptabila(e)
din punct de vedere tehnic in legatura cu faptele care fac obiectul
acestora.

Daca este necesar, reclamatia / contestatia va fi procesata cu
angajatii implicati, cu specialistul relevant sau cu managerul de
laborator, cu personalul administrativ si, daca este cazul, cu
conducerea societatii. Daca este necesar, angajatul responsabil
pentru gestionarea reclamatiei contacteaza si comunica cu partea
care formuleaza reclamatia /contestatia.

. 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. Partea care formuleaza reclamatia / contestatia primeste un raspuns 6. The party complaining / appealing receives a written response
scris cu privire la situatia sa. regarding his case.
7. Tn cazul in care partea care formuleaza reclamatia nu este 7. If the party making the complaint is not in agreement with the

satisfacuta de raspuns, poate contacta conducerea TUV NORD
CERT GmbH, Am TUV 1, 45307 Essen.

Daca acest lucru nu duce la o solutie satisfacatoare, partea are
dreptul de a se adresa Comitetului Consultatival TUV NORD CERT
GmbH, care va functiona ca organ de arbitraj. Cu toate acestea, din
cauza cerintelor de acreditare, acest lucru este permis doar in cazul
reclamatiilor. Reclamatia se va adresa in scris Comitetului
Consultativ (beirat@tuev-nord.de sau ,Presedintelul Comitetului
Consultativ, c/o Seful Organismului de Certificare TUV NORD CERT
GmbH, Am TUV 1, 45307 Essen*).Comitetul Consultativ va lua in
considerare situatia cel mai tarziu cu ocazia urmatoarei sedinte.
Partea care formuleaza reclamatia primeste o declaratie scrisa cu
privire la rezultat.

Reclamantul/contestatarul are dreptul de a contacta direct
organismul de acreditare, proprietarul standardului si/sau autoritatea
competenta.

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. STANDARD-SPECIFIC AMENDMENTS

4. MODIFICARI SPECIFICE STANDARDULUI

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

In functie de modificarile si/sau adaugirile specific standardului ale
elementelor de mai sus, poate fi necesara o descriere. Aceste
amendamente sunt descrise in urmatoarea sectiune:
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Suplimentar fatd de 2: Daca reclamantul doreste anonimitate n relatia cu un
client certificat FSC, TUV NORD CERT GmbH va respecta aceasta dorinta.

Suplimentar fata de 3: In toate situatiile de reclamatii legate de FSC,
angajatul responsabil stabileste un grafic al actiunilor propuse pentru
urmarirea reclamatiei sau contestatiei; care va fi transmis reclamantului in
termen de 2 saptamani; angajatul responsabil informénd reclamantul cu
privire la progres.

Suplimentar fata de 5: In toate situatiile de reclamatii legate de FSC,
angajatul responsabil investigheaza toate faptele reclamate si propune
actiuni pentru inchiderea reclamatiei in termen de 3 luni; deciziile de
rezolvare a reclamatiei sunt luate, analizate si aprobate doar de catre
persoanele care nu sunt implicate in evaluarea reclamatiei.

Suplimentar fata de 9: in toate situatiile de reclamatii legate de FSC,
reclamantul este liber sa contacteze ASI (Assurance Services International)
daca nu este satisfacut de procedurd sau de concluziile TUV NORD CERT
GmbH. Ca ultim pas, daca nu se ajunge la un rezultat satisfacator,
reclamatia se va inainta catre 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 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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