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TUVNORD YnpaBniHHSA ckapramu Ta anensidisimm

Complaint and Appeal Management

1. PREAMBLE

Bnposagxytoum MNpasuna Mpynu K-RL 310 «YnpaeniHHA ckapramu Ta In implementing Group Regulation K-RL 310 "Complaints and Appeals
anensauiamm», TUV NORD Group npeacrasuna fokyMeHToBaHy npoueaypy Management”, TUV NORD Group has introduced a documented procedure,
CERT-120-VA-012 «YnpaBniHHA ckapramu Ta anensuigamm» CERT-120-VA-012 "Complaints and Appeals Management" as part of its

B pamMKax CBOEI CUCTEMUN MEHEOXKMEHTY SIKOCTI. QM system.

2. COEPA 3ACTOCYBAHHA 2. AREA OF APPLICATION

Llen gokymeHT nowmpioeTbes Ha TUV NORD CERT GmbH (TN CERT), a This document applies to TUV NORD CERT GmbH (TN CERT) as well as

TaKoX Ha BCi MiXKHapoaHi npoLuecw, B skux BukopuctoBytotbcss TN CERT all international proceedings which make use of TN CERT GmbH

GmbH akpeauTauii, 3aTBepaXeHHS, NOBIAOMMNEHHS TOLWO, Ta/abo npu accreditations, approvals, notifications etc. and/or when delivering TN CERT
HagaHHi TN CERT nocnyr. GmbH services.

Posgin 3 onucye HanBaxknumBiwi npaBuna, siki BNMBalOTb HA 0Co0y, Lo Section 3 describes the most important rules which affect the complainant
nogae ckapry, Wwopao: regarding

" ckapryt KrTieHTa (KrieHT He 3rone|-! 3 MoBeAiHKoIo cniBpobiTHMKa TUV m customer complaints (customer is not in agreement with the behaviour of
NORD GmbH a6o 3 Tum, sik 6yno opraHisoBaHO BUKOHAHHS 3aMOBIIEHHS) the employee of TUV NORD GmbH or the way in which performance of
abo _ . _ the order was organised) or

m  CKapru, Wo HaaxoaaThb Big TPETbOI CTOPOHW, OO0 KMiEHTa,

ceptudikosaHoro TUV NORD CERT GmbH, a6o npoaykuii knieHTa m complaints made by a third party regarding a customer certified by TUV

_ L NORD CERT GmbH or the customer's products
m anensuis 3aMOBHMKa (3aMOBHUK He 3rofeH 3 cepTudikaLlinHum

PiLLEHHSIM) m customer appeal (customer is not in agreement with the certification
decision)
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3. OfnucC NPOLECY 3. PROCESS DESCRIPTION

1. 3aABHMKY NPOMOHYETLCSA HaicnaTn ckapry/anensuito B MMCbMOBIM
cdopmi Ha agpecy TUV NORD CERT GmbH, Ha sy BiH 3a3Buyait
Hagcunae KopecnoHAEeHLUi, abo Ha LieHTpanbHy KOHTaKTHY agpecy:
TUV NORD BULGARIA EOOD, wmicto lNnoegue, Bynuus HangeH
Fepoe No13 (bulgaria@tuv-nord.com) a6o Ha TUV NORD CERT
GmbH: Am TUV 1, 45307 Essen, info.tncert@tuev-nord.de

2. Cniepo6iTHMK TUV NORD CERT GmbH, sikuit nepLuvm otpumae
ckapry/anensuito, NOBUHEH BBECTM AaHi WOOO0 ckapru/anensuii B
€TEKTPOHHUIN IHCTPYMEHT AN 06pobKu ckapr. IHCTpYMEHT Hagiwne
€MeKTPOHHUN INCT, Lo NigTBEPKYE OTPUMaHHS ckapru/anensuii
(skwo ocoba, sika nogana ckapry/anensaHTt, Hagana agpecy
€MEeKTPOHHOT NOLTK).

3. BignosiganbHuin meHemxep 3060B's13aHMIA KOHTPOITIOBATU 0O6POBKY
ckapru/anensii.

4. Ckapra/anensuis noBMHHA po3rnggaTncs HaCTYMHUM YUHOM:
ckapra/anensuig NoBMHHI 6yTX NOBHICTO 3pO3yMifi, i MO HAM MOBMWHHI
OyTn 3anpornoHOBaHi Ta peanizoBaHi KopuUryBanbHi fii, ski €
NPUAHATHUMU 3 TEXHIYHOT TOUKM 30pY 3 ypaxyBaHHAM (pakTiB.

5. Y pasi HeobxigHOCTI ckapra/anensuis NOBUHHI po3rnsgaTucs y
cniBnpadi 3 3any4eHumMu cniBpobiTHMKaMK, BignosigHMM daxiBuem
abo kepiBHMKOM nabopaTopii, agmiHiCTpaTUBHUM NepcoHanom i, 3a
HeobXigHOCTI, BULLMM KepiBHULTBOM KOMNaHii. Akwo ue byae
HeobXxigHo, cniBpOGITHUK, BigNoBiganbHUIA 3a po3rnsg CKapru,
3B'A3yETbCS | Bee aianor 3i CTOPOHOLO, sika nogarna kapry/anensidito.

. 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. CTopoHa, sika nogana ckapry/anensidito, oTpUMy€e NMCbMOBY 6. The party complaining / appealing receives a written response
Bi4NOBIAb LWOAO CBOEI cnpasu. regarding his case.

7. 4Kkwo cTopoHa, dka nogana ckapry, He 3rogHa 3 Bignosigato, BoHa 7. If the party making the complaint is not in agreement with the
MOXe croYaTKy 3B'a3atucs 3 Buwmm kepisHuuteom TUV NORD response, he can first contact the top management of TUV NORD
CERT GmbH, Am TUV 1, 45307 Essen. CERT GmbH, Am TUV 1, 45307 Essen.

8. Ko ue He NpM3BOAMTL 4O 3a4O0BINbHOIO pilleHHs], ocoba, ska 8. If this does not lead to a satisfactory solution, he has the right to
nogana ckapry, Mae npaBso 3BepHyTUcsa Ao KoHcynbTatnBHOT paaun apply to the Advisory Board of TUV NORD CERT GmbH as
TUV NORD CERT GmbH sk go ap6itpaxHoro oprady. OaHak arbitration body. However, due to accreditation requirements, this is
BiNOBIAHO A0 BMMOT akpeauTauii Le JO3BOMNEHO TifbKN Y BUNagKy only permitted in case of complaints. The complaint should be
ckapr. Ckapra nosuMHHa 6yTu HanpaeneHa B NMCbMOBI (POPMi A0 addressed in writing to the Advisory Board (beirat@tuev-nord.de or
KoHcynbTatusHoi pagu (beirat@tuev-nord.de abo «Cnikepy at the “Speaker of the Advisory Board, c/o to Head of Certification
KoHcynbTatnBHOI pagn ansa nepegadi KepisHuky opraHy 3 Body TUV NORD CERT GmbH, Am TUV 1, 45307 Essen “). The
ceptudikauii TUV NORD CERT GmbH, Am TUV 1, 45307 Essen»). Advisory Board will consider the case at the latest during their next
KoHcynbTaTuBHa paga po3arfisgHe cripaBy He nisHile, HiX Ha meeting. The party making the complaint receives a written
HacTynHoMy 3acifaHHi. CTopoHa, fika nogae ckapry, oTpumye statement regarding the result.
NMNCLMOBY 3asBY 3 pe3yrnbTaToM. 9. The complainant/appellant has the right to directly contact the

9. Ocoba, sika HanpaBuna ckapry/anensHT, Mae npaBo 6e3nocepenHbo accreditation body, standard owner and/or competent authority

3B'AA3aTNCA 3 OpPraHoM 3 akpeguTauii, BMacHMKOM cTaHaapTy Ta/abo
KOMMNETEHTHUM OPraHoM.

4. 3MIHW, NOB'A3AHI 31 CTAHOAPTOM 4. STANDARD-SPECIFIC AMENDMENTS

3anexHo Big po3rnsaHyTOro CTaH4apTy MOXYTb 3HagobuTtuca amim Ta/abo  Depending on the standard affected amendments and/or additions to the
AOMNOBHEHHS 40 HaBedeHoro sulle onucy. Lli amiHM onucaHi B HactynHoMy — above description may be necessary. Those amendments are described in
po3agini: the following section
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Ha gopatok go n. 2: Akwo ocoba, ska nogana ckapry, 0axkae aHOHIMHOCTI
cTOCOBHO cepTudikosaHoro FSC knienta, TUV NORD CERT GmbH Bpaxye
Le noba)kaHHs.

Ha gopatok go n. 3: LLogo Bcix ckapr, noe'asaHnx 3 FSC, BignosigansHun
cniBpobiTHUK cknagae rpacdik i3 NPoNoHOBaHMM NNaHOM Ain Ans po3rnsay
ckapru abo anensuii; i Hagae NPoTArom 2 TUXKHIB 0cobi, sika nogana ckapry;
BignoBiganbHW cniBpobiTHMK iHOpMye 0coby, sika nogana ckapry, npo xia
po6oTu.

Ha popgatok go n. 5: Wopao Bcix ckapr, noe'da3aHnx 3 FSC, BianosiganbHuin
CniBpoBIiTHUK po3cnigye BCi apryMeHTW i NPONOHyeE Ail WOA0 BUPILLEHHSA
cKkaprn NnpoTaroM 3 MicsiLiB; pilLIEHHS LWoOO0 CKapri npMnumatoTbesa abo
pO3rNagarTbCs | 3aTBEPIKYIOTLCA TifTbkn 0ocobamu, aki He Bynn 3any4yeHi
[0 NoB'A3aHOI 3i CKaproto OUiHKWN BignoBiAHOCTI.

Ha pogatok go n. 9: Wopo Bcix ckapr, noe'azaHux 3 FSC, ocoba, sika nogae
ckapry, moxe 3B'a3atuca 3 AS| (Assurance Services International), akwwo
BOHa He 3ao0BoOfeHa npouenypot abo BUCHOBKaMu TUV NORD CERT
GmbH. Akwo He Byae AOCArHyTO 3a40BINIbHOrO pe3ynbraty, T0 B
KpanHbOMY BUMNAAKy ckapra moxe 6ytu nepegaHa go 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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