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TUVNORD

YnpaBneHue Ha npoueaypara 3a onflakBaHUs U o6xxanBaHus

Complaint and Appeal Management

1. PREAMBLE

BtB Bpb3ka ¢ npunaraHeTo Ha pernameHTa K-RL 310 Ha rpynaTta OTHOCHO
,YrnpaBneHve Ha npoueaypara 3a onnaksaHus n obxansanus “, TUV NORD
Group ("THO® HOP[ Npyn") BbBeae nokyMeHTanHa npoueaypa - CERT-
120-VA-012 (CEPT-120-BA-012) 3a ,YnpaBneHue Ha npoueaypaTta 3a
onnakBaHua 1 obGxaneaHus" KaTo 4YacT OT CBOSATa CUCTEMA 3a yrpaBreHve
Ha Ka4yecTBOTO.

2. OBJIACT HA NMPUNOXEHUE

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

HacToawmaT oKyMEHT BaXu KakTo 3a npoueaypute Ha "THO® HOP[
CEPT" (TN CERT), Taka 1 3a BCMYKM MEeXAYHapOAHM npoueaypu,
n3nonaBaluym akpeautaummTe, ogobpeHuaTa, yeaoMneHusaTa n ap. Ha Tasm
cepTudpmumpalla opraHmsaums u / unu NpeaocTaBaHUTE OT HES YCIyIu.

Pasgen 3 onucsa Haii-BaXkHUTe NpaBuna, oTHacALLM ce Ao )anbonoaartens,
BbB Bpb3Ka CbC CNegHuUTe cry4dam:

m OMnakBaHus Ha KNMeHTa (KNMeHTbT He ogobpsBa NOBeOEHMETO Ha
cnyxuten Ha "THO® HOP CEPT" unn HaumMHa, No KOWTO € N3nbiiHeHa
nopbYkaTa) unm

m OMNfakBaHWUs, NoAafAeHN OT TpeTa CTpaHa, Mo OTHOLLIEHWNE Ha KITUEHT,
ceptndmumpar ot "THO® HOP CEPT", nnn Ha HeroB1Te NpoayKTu,

m oOXxanBaHe oT CTpaHa Ha KIMeHTa (KJ'IVIeHT'bT HE € CblllaCeH CbC

CepTUOUKALMOHHOTO peLleHue).

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. OINMUCAHUE HA NMPOLIECA

3. PROCESS DESCRIPTION

. XXanbonogarenart Tpss6Ba aa nsanpartu xxanbaTa /o6xanBaHeTo cu B
nncMmeHa copma oo MectHua ocpuc Ha "THO® HOP[ CEPT" — TIO®
HOPL BEBLINTAPUNA EOO[ rp.Mnoeame, yn HangeH MNepos Ne13,
bulgaria@tuev-nord.de unu Ao ueHTpanHus ogpuc B Fepmanus -TUV
NORD CERT GmbH, Am TUV 1, 45307 Essen, info.tncert@tuev-
nord.de

Cnyxutenat Ha TN CERT, konTo npbB nony4n aBa xanbata unu
obxaneaHeTo, Ma 3a4b/MKEHETO Aa M BbBede B eNeKTpoHHaTa
cuctema 3a obpaboTka Ha xanbu. Cnctemarta we na3npatm umMenn,
NnoTBbPXXAaBaLy, NosyvYaBaHeTo Ha xanbarta /obxanesaHeTo (npu
ycnosue 4e xxanbonogaTtenat e npegocTaBusl CBOS UMeNnn agpec).
MeHMOXbpbT, OTroBapsiLL 3a NOCTbNUNMTE Xanbu nnn obxansaHus,
€ ANbXeH Ja cnegu 3a npoueca Ha TSxXHOTo obpaboTBaHe.

. Xanb6ara/o6xaneaHeTo TpsAbBa Aa ce obpaboTea no cnegHus
Ha4MH: nocTbnunara xxanba Tpsbea aa 6bAe ssIcCHO pasdpaHa, cnef
KOeTo aa 6baaTt NpeasiokeHn N N3BbPLUEHN KOPUrMpaLLn ENCTBUS,
NpUYeMInMBKN OT TEXHMYECKA rMeaHa Tovka U cbobpaseHn ¢
N3noXxeHuTe akTn.

. Ako e Heobxoaumo, xanbaTa ce pasrfexaa B NPUCHLCTBUETO Ha

CNYXXWUTENnTe, 3a KOUTO Ce OTHACH, CbOTBETHUSA CNELManucT unm
Ha nabopaTtopus, agMUHUCTPATUBHUS NEPCOHan 1, eBEeHTyarsHo,
BMCLLETO PbKOBOACTBO Ha KOMMaHUATa. AKO ce Hanara, CnyXUTensr,
OTroBOpeH 3a obpaboTkaTa Ha Xanbara, ce CBbp3Ba C
»xandbonopaTens.

. 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. >KanGonogatensT cnegea ga nosyvy NMCMEH OTroBOP BbB Bpb3ka 6. The party complaining / appealing receives a written response
CbC CBOSAT Criyvan. regarding his case.
7. Ako xanbonogaTtenar He € CbIlaceH ¢ OTroBopa, MOXe MbPBO Aa ce 7. If the party making the complaint is not in agreement with the

CBbPXe C BUCLLETO pbKoBOACTBO Ha THO® HOP[ CEPT" (TUV
NORD CERT GmbH, Am ko stranka koja podnosi prigovor nije
suglasna s odgovorom, prvo se moze obratiti najviSem rukovodstvu
tvrtke TUV NORD CERT GmbH, Am TUV 1, 45307 Essen.

. AKO He nony4n 3a40BONUTENHO peLleHmne, xanbonogaTtensaTt uma
npaBo fa oTHece xanbaTa 3a pasrnexaaHe npef KoHcyntaTtueHus
cbBeT Ha "THO® HOP[] CEPT" B kauecTBOTO My Ha apOutpaxeH
opraH. Nopaan nsmckBaHusTa 3a akpegutaumst obade, Toea e
paspeLleHO camo B criydan Ha onnakeBaHus. XKanbata Tpsabea oa
6bae agpecupaHa nucmeHo Ao KoHcynTaTMBHUSA CbBET Ha
(beirat@tuev-nord.de) unu go (“Speaker of the Advisory Board, c/o
to Head of Certification Body TUV NORD CERT GmbH, Am TUV 1,
45307 Essen®). KoHcynTaTMBHUAT CbBET Le pasrneaa crnyyas Han-
KbCHO Ha crneaBalloTo cu 3acegaHue. Jluueto/OpraHnsaumsara,
nogana xan6ara, e nony4m NMCMeHO CTaHOBULLLE OTHOCHO
pesyntara.

. Kan6onogatenaT nma npaBo Aa ce CBbpXe OUPEKTHO C
akpeauTMpaLLmns opraH, npuTtexartens Ha cTangapTa v /unu
KOMMETEHTHWS OpraH.

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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4. CNEUNDPUYHU UBMEHEHUA CMOPEN CTAHOAPTA 4. STANDARD-SPECIFIC AMENDMENTS

B 3aBMCMMOCT OT CLOTBETHUS CTaHOApPT, MOXe Aa ca Hanoxat nameHenusa n Depending on the standard affected amendments and/or additions to the
/Mnn gONBbNHEHUS KbM FOPHOTO onucaHue. Te3n NPOMEHN ca ONUCaH B above description may be necessary. Those amendments are described in
crnegsawma pasgen: the following section

B nonbnHeHue kbM T.2: AKo anbonogaren noxernae aHOHMMHOCT Mo Additional to 2: If a complainant wishes anonymity in relation to an FSC
OTHOLUEHWE Ha KNNeHT, cepTuduumpaH no ctaHgapta FSC (Forest certified client, TUV NORD CERT GmbH will respect this wish.
Stewardship Council), TN CERT we yBaxun HEroBoTo xenaHue.

B ponbnHeHue kbM T1.3: [pyn BCAKaKBM ONnakBaHUs, CBbpP3aHn CbC Additional to 3: In all FSC related complaint cases, the responsible
ctangapta FSC, otroBopHUAT cnyxuTten Tpsbsa ga n3roteu nnaH-rpacguk ¢ employee establishes a schedule with proposed course of action to follow
npeanoxeHun AencTeng 3a xofga Ha obpaboTBaHe Ha xxanbata nnu up on the complaint or appeal; this is provided to the complainant within 2
obxaneaHeTo; Tasn nHdopmauus creasa ga ce npegocTaBm Ha weeks; the responsible employee keeps the complainant informed of
Xan6onogaTensa oo 2 ceaMuuM; CAYXXUTENAT € ANbXEH Aa ObpPXu progress.

Xanbonogartens B TedeHNe OTHOCHO pPa3BUTUETO Ha Criyyast.
Additional to 5: In all FSC related complaint cases, the responsible

B ponbnHeHue kbM T.5: [pyn BCAKaKBM ONnNakBaHUs, CBbpP3aHn CbC employee investigates all allegations and proposes actions to conclude the
ctaHgapta FSC, oTroBOPHUAT CRyXUTen e u3BbpLun NpoyyBaHe Ha complaint within 3 months; decisions resolving the complaint are made, or
BCUYKM TBBPOEHUSA U LLie NPeasioxmM AENCTBUA 3a NPUKIOYBaHe are reviewed and approved, only by persons who are not involved in the

pasrnexgaHeTo Ha XanbaTa B cpok 0o 3 Mecela; pelleHns no xanbaTta ce evaluation related to the complaint.
B3emarT, npepasrnexagar u ogobpsasaTt camo OT fiMua, KOUTO He y4acTBaT B
oLeHkaTa 1.
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B ponbnHeHue kbM T.9: [Npu BCAKaKBM OMNNakBaHUs, CBbP3aHN CbC Additional to 9: In all FSC related complaint cases, the complainant is free to
ctaHgapTta FSC, xxanbonogatenat moxe Aa ce cebpxe ¢ ASI (Assurance contact ASI (Assurance Services International) if he is not satisfied with the
Services International), ako He e gOBoONEH OT nNpoueaypaTa Unu procedure or conclusions of TUV NORD CERT GmbH. As ultimate step, if

3akntoveHuata Ha THO® HOP[ CEPT. KaTo kpanHa cTbnka, ako He 6bae no satisfying result is reached, the complaint must be referred to FSC
nocTurHaT yaoBMeTBOpUTENEH pe3ynTarT, xanbata moxe ga 6bae otHeceHa International.
kbM FSC International.
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