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TUVNORD YnpaBneHue xano6amu u anennsaumamm
Complaint and Appeal Management

1. BBEOEHUE 1. PREAMBLE

BHegpss MNMpasuna Npynnel K-RL 310 «YnpaBneHue xanobamu n In implementing Group Regulation K-RL 310 "Complaints and Appeals
anennauuamm», TUV NORD Group npefctasuna [OKyMEHTUPOBaHHYHO Management", TUV NORD Group has introduced a documented procedure,
npoueaypy CERT-120-VA-012 «YnpaBneHue xanobamu n anennsuymamm» B CERT-120-VA-012 "Complaints and Appeals Management" as part of its
paMKax CBOEN CUCTEMbl MEHEKMEHTA KayecTBa. QM system.

2. OBJIACTb NPUMEHEHUA 2. AREA OF APPLICATION

NaHHbIii okymeHT pacnpoctpaHsietcst Ha TUV NORD CERT GmbH (TN This document applies to TUV NORD CERT GmbH (TN CERT) as well as

CERT), a Takke Ha BCe MexayHapoaHble NPoLEecChl, B KOTOPbIX all international proceedings which make use of TN CERT GmbH
ncnonbaytotca TN CERT GmbH akkpeguTtaumum, yrBepxaeHus, accreditations, approvals, notifications etc. and/or when delivering TN CERT
yBegomMneHus n T.4., u/wnu npu okasanum TN CERT ycnyr. GmbH services.

Pasgen 3 onucbiBaeT Hanboree BaXkHble NpaBuIia, KOTOPble OKa3biBaloT Section 3 describes the most important rules which affect the complainant
BMUsIHWE Ha NuLO, nogatoLee xanoby, B OTHOLLEHUN: regarding

m Xanobbl KNueHTa (KNWEHT He cornaceH ¢ noseaeHnem cotpyaHunka TUV  m customer complaints (customer is not in agreement with the behaviour of

NORD GmbH unu ¢ Tem, kak 6bi10 opraHn30BaHO BbINOSIHEHWE 3aKa3a) the employee of TUV NORD GmbH or the way in which performance of
nnm the order was organised) or

m >xanobbl, NocTynatLwme OT TPeTbeN CTOPOHbI, B OTHOLLEHWW KIUEHTA, m complaints made by a third party regarding a customer certified by TOV
ceptuduumposarHoro TUV NORD CERT GmbH vnu npoaykuum NORD CERT GmbH or the customer's products
KnnenTa m customer appeal (customer is not in agreement with the certification

m  anennaumMs 3akas4vmka (3akasymk He CornaceH ¢ cepTudmrKauNoHHbIM decision)
peLueHnem)
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3. OINMUCAHUE NPOLIECCA

3. PROCESS DESCRIPTION

3asaBuTeno NpeanaraeTca HanpaBUTb xanoby/anennsaumio B
nucbMeHHon dpopme Ha agpec B TUV NORD CERT GmbH, Ha
KOTOPbI OH 0ObIYHO HanpaBnNseT KOPPECNOHAEHUMIO, NN Ha
LeHTpanbHbIi koHTakTHbIM agpec TUV NORD BULGARIA EOQOD,
ropaa Nnosawme, ynuua HangeH Mepos No13 (bulgaria@tuv-
nord.com) TUV NORD CERT GmbH: Am TUV 1, 45307 Essen,
info.tncert@tuev-nord.de

CotpyaHuk TUV NORD CERT GmbH, KoTopbiit nepBbiM NofyynT
Xanoby/anennauuio, JOSMKEH BBECTU AaHHbIE MO
Xanobe/anennaunm B 3NIEKTPOHHbBIA MHCTPYMEHT A5t 06paboTku
Xanob. MHCTpYMEHT OTNpaBuUT 3NEKTPOHHOE MUCbMO,
nogTeepXxgatoLee nonyyeHue xanobbl/anennauumn (ecnm nuuo,
nogasLLee Xxanoby/anennaHT NnpeaocTaBuil agpec 3reKTPOHHON
noyThl).

OTBeTCTBEHHbIN MeHegkep 06583aH KOHTponMpoBaTb 06paboTky
»KanoObl/anennauuu.

. XXanoba/anennauyusa gomkHa paccmaTpmBaTbCs CReayoLwmnm

obpasom: xanoba/anennauuns gormKHbl ObITb MONTHOCTLIO NMOHATHI, U
Mo HUM OOMKHbI BbITb NPeanoXeHbl U peann3oBaHbl
KOppEeKTMpytoLwme eNCTBUS, KOTOPbIE SABMAKTCA NpUeMneMbiMn C
TEXHMYECKOM TOYKM 3PEHUSA C y4ETOM (PaKTOB.

B cnyyae HeobxoammocTu xxanoba/anennsumsi AOIMKHbI
paccMaTpuBaTbCs B COTPYAHUYECTBE C BOBIEYEHHBIMU
COTPYAHMKaMK, COOTBETCTBYHOLLMM CNELMNAnIUCTOM NN

. 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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pykoBoguTenem nabopatopum, agMUHUCTPATUBHBLIM NEPCOHANoMm u,
npv Heob6XxoAMMOCTU, BbICLLMM PYKOBOACTBOM KOMMaHun. Ecnun ato
OyneTt Heob6xo4MMO, COTPYAHMK, OTBETCTBEHHbIN 332 pacCMOTpeHWEe
anobbl, CBA3bIBAETCS U BEAET Ananor co CTOPOHOW, NOAaBLUEN
Xanoby/anennauuio.

CtopoHa, nogasLuas xanoby/anennaumto, nonyyaeT NMCbMEHHbIN
OTBET MO CBOEMY eny.

Ecnu ctopoHa, nogasLuas xanoby, He cornacHa ¢ OTBETOM, OHa
MOXeT cHayana cBs3aTthes ¢ Bbiciunm pykosoactsom TUV NORD
CERT GmbH, Am TUV 1, 45307 Essen.

Ecnu 370 He NpMBOAUT K yAOBNETBOPUTENBHOMY pPeLLEHUIo, L0,
noaasLuee xanoby, nmeeT npaBo ob6paTnTbes B KOHCYNbTaTUBHLIN
coseT TUV NORD CERT GmbH B kauecTse apbuTpaxHOro opraHa.
OpHako cornacHo TpeboBaHMAM akkpeguTaumm 3TO paspeLLeHo
TONbKO B crniyyae xanob. Kanoba gomkHa 6bITb HanpaBneHa B
nncbmeHHoM Buae B KoHcynbTaTuUBHbIV coBeT (beirat@tuev-nord.de
unun «Cnukepy KoHcynbTaTMBHOrO coBeTa Ansa nepenaydu
PykosoauTento opraHa no ceptudpukaumm TUV NORD CERT GmbH,
Am TUV 1, 4530j Essen»). KoHCYynbTaTUBHBbI COBET paccMOTPUT
Aero He nosgHee, Yem Ha cnegyrolwiem 3acegaHmm. CTopoHa,
nogatowlas xanoby, nonyyaeT NMCbMEHHOE 3asBfeHne
pe3ynbTaToMm.

JIvuo, HanpaBsuBLee xanoby/anennaHT nMeeT NpaBo HanpsMyto
CBSA3aTbCs C OpraHoM Mo akkpeauTauuu, BrnagensLem ctaHgapTa
/N KOMNETEHTHLIM OPraHoM.

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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4. N3MEHEHUA, CBA3AHHBIE CO CTAHOAPTOM

4. STANDARD-SPECIFIC AMENDMENTS

B 3aBMCMMOCTM OT paccMaTpmBaemMoro ctaHgapTa MoryT notpe6oBaTtbest
M3MEHEHUsI UV AOMNOMHEHNs K NPUBEOEHHOMY BbILLE OMUCAHMIO. DTK
M3MEHEHUS ONMcaHbl B criedytollem pasaene:

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

B pononHeHuu k n. 2: Ecnun nuuo, HanpaewuBLLee xanoby, xxenaet
AHOHMMHOCTM MO OTHOLLEHUIO K cepTuduumposaHHomy FSC knuenty, TUV
NORD CERT GmbH yuyTeT 310 noxenaHue.

B pononHeHuu Kk n. 3: Mo Bcem xanobam, cBa3aHHbIM ¢ FSC,
OTBETCTBEHHbIN COTPYAHMK COCTaBNSET rpadumk ¢ npeanaraeMbiM MiaHom
AEeNCcTBUIN ANs pacCMOTPEHMUS Xanobbl UNK anennsaumn; N NpeaocTaBnseT B
TeuyeHue 2 Heaenb nuuy, nogasLLeMy Xanoby; OTBETCTBEHHbIN COTPYOHUK
NHGOPMUPYET NNLLO, NOAaBLLEE Xanoby, o xoae paboTbl.

B npononHeHnuu k n. 5: Mo Bcem »anobam, ceBasaHHbIM ¢ FSC,
OTBETCTBEHHbI COTPYAHMK paccrieqyeT Bce OBOAbI U npeanaraet
AEeNCTBUS NO paspeLLeHNto xanobbl B Te4eHne 3 MecsLEB; pelleHust no
anobe npuHMMatoTCa UM paccmaTpuUBaKOTCA N YTBEPXKAAKTCA TONbKO
nmuamm, KoTopble He Obln BOBMEYeHbl B CBA3aHHYH C )Xanobor OLeHKy
COOTBETCTBMS..

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.
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B npononHeHuu k n. 9: Mo BceMm »anobam, cBasaHHbiM ¢ FSC, nuuo, Additional to 9: In all FSC related complaint cases, the complainant is free to
nogatoulee xanody, MoxXeT cBsidaTbcs ¢ ASI (Assurance Services contact ASI (Assurance Services International) if he is not satisfied with the
International), ecrnin oH He yaoBneTBOpeH npoueaypon unm eeisogamu TUV  procedure or conclusions of TUV NORD CERT GmbH. As ultimate step, if
NORD CERT GmbH. Ecnu He 6yaeT OOCTUrHYT yOOBNETBOPUTENbHbIN no satisfying result is reached, the complaint must be referred to FSC
pesynbTaT, TO B KparHeM criyvae xanoba moxeT 6biTb nepegaHa B FSC International.

International.
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