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1. PREAMBLE

Bo cnpoBenyBaweTo Ha ['pynHaTa PerynaTtusa K-PJ1 310 ,YnpaByBane co
xanéu“, Mpynauujata TUV NORD BoBeae AOKyMeHTUpaHa nocrarka,
CERT-120- VA-012 ,YnpaByBare co »xanduw/npurosopun®, kako gen o
HEeroBMoT CUCTEM 3a yrnpaByBare CO KBanuTeT.

2. OBJIACT HA NMPUMEHA

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

OBoj AokymeHT ce ogHecyBa Ha TUV NORD CERT GmbH (TN CERT), kako

n 3a cute MefyHapO,El,HVI npouecu BO KOM Ce Kopuctat akpeguntauumm,

opobpenuja, nmurba nTH. Ha TN CERT GmbH vnun ce o6esbenysaat ycnyru

Ha TN CERT GmbH.

[en 3 r1 onvwyBa OCHOBHUTE M perieBaHTHUTE perynatuem 3a cregHuse
cUTYyaLuu:

m [ONMaKu of KIMEeHTH (KNMEHTOT He ce cornacyBa Co OQHECYBaHETO Ha
BpaboTteHnoT Bo TUV NORD CERT GmbH unu co opraHusaumckuot
npouec Ha obpaboTka Ha Hapa4kaTa)

m Xanbu o TpeTa cTpaHa BO BPCKa CO KIMEHT cepTuduumpar og TUV
NORD CERT GmbH unu nponsBoguTe Ha KIMEHTOT

m kanba Ha KNMeHTOT (KNMEHTOT He Ce corfnacyBa CO pELLUEHMETO 3a
ceptudmkaumja)

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. OINC HA NOCTAIKATA

3. PROCESS DESCRIPTION

Op nogHocuTenoT Ha XxanbaTa e nobapaHo ga ja ucnpatm
Xan6arta/npuroBopoT BO NnucmMeHa hopMa Ha BoobmyaeHaTa agpeca
3a koHTakT Ha TJY® HOP[ BEBJITAPUJA EOQO[ rp.Mnosawus, yn.
HajaeH Mepos Ne13, bulgaria@tuev-nord.de TUV NORD CERT
GmbH nnun Ha ueHTpanHaTa agpeca 3a koHtakt TUV NORD CERT
GmbH, Am TUV 1, 45307 Essen, info.tncert@tuev-nord.de
Bpa6oteH Bo TUV NORD CERT GmbH koj nps ke no6ue npurosop /
Xanba e JormKeH ga ja nogHece xxanbarta / npuroBopoT BO
ereKTpoHCcKaTa cuctema 3a nocranyBsare co nonnaku. Cuctemata
Ke ncnpatm e-nowta co noTepAa 3a nNpuemoT Ha xanbara /
NpuroBopoT (NoA YCnoB NOAHOCUTENOT / XanutenoT Aa uMa SafeHo
WHpopmaL MM 3a e-noLuTa).

. YnpaBuTenoT nma SOSMKHOCT Aa ja Hagrneayea obpaboTkara Ha

Xan6ata / npuroBoporT.

Co xanbara / npuroBopoT Tpeba aa ce nocranysa Ha CregH1OB
HaumH: xxanbaTa / npuroBopoT Mopa Aa buae LenocHo pasbpaHa u
[a ce npe3emart KOPEKTUBHM aKTMBHOCTU KOW ce npudaTnmemn oa
TEXHMYKA rnegHa Touka M BO 04HOC Ha chakTuTe mopa ga bugat
NPeanoXeHn U CNpoBeLEHMN.

. Hokonky e notpebHo, xanbata / npuroBopoT Tpeba fa ce

npouecupa Bo copaboTka co BKIy4YeHM BpaboTeHU, perieBaHTEeH
cneumjanucT unu pakoBoanuTen Ha nabopartopwuja, agMUHUCTPATUBEH
nepcoHan 1, OKOJKY € COOABETHO, HajBMCOKOTO PakoOBOACTBO Ha
KomnaHwujaTa. [lokonky e notpebHo, BpaboTEHMOT OArOBOPEH 3a

. 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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peluaBak-e Ha *anbu, KOMyHULMpa CO CTpaHKaTa LUTO ja NogHecyBa
Xanb6ata / npuroBoporT.

CrtpaHara wTto ce xanu / npuroeapa gobmea nMcMeH 0AroBop BO
BpCKa CO Hej3MHMOT Cnyya;.

. [loKkonky cTpaHkaTta WTo ja NogHecyBa xanbaTta He ce cornacysa co
OAroBOPOT, MOXeE [a ro KOHTaKTMpa HajBMCOKOTO PaKkoOBOACTBO TUV
NORD CERT GmbH, Am TUV 1, 45307 Essen.

. [Jokonky oBa He goBefe [0 3aJ40BONUTENHO peLLeHne, Toj nMa
npaBo Aa noaHece 6apare Ao CoBeToaasHnoT oabop Ha TUV
NORD CERT GmbH kako opraH Ha apbutpaxa. Cenak, nopagu
OapanaTa 3a akpeguTauuja, oBa € 403BOJSIEHO CaMO BO Crly4aj Ha
npurosopun. XXanutenot Tpeba ga ce obpatn BO nMcMeHa chopma 4o
CoseTtogaBHmoT oabop (beirat@tuev-nord.de* unu go

. peTtcegatenot Ha CoBeTodaBHMOT 0460p, ¢/0 4O pakoBOAUTENOT
Ha TenoTo 3a ceptudmkauurja TUV NORD CERT GmbH, Am TUV 1,
45307 Essen®). CoBeTogaBHMOT 0400p ke ro pasrneaa cny4dajot
HajaouHa oo HuBHaTa criegHa cpenba. CtpaHaTa WTo ja nogHecysa
Xanbata gobvea nucmeHa usjaBa BO BpCcKa CO pe3ynTaTor.
MogHocKTenoT Ha xxanbaTa / NpUroBopOoT MMa NpaBoO ANPEKTHO Aa
KOHTaKTMpa CO OpraHoT 3a akpeguTaunja, ConcTBEHMKOT Ha
cTaHaapaoT U / N HaaNeXHUOT opraH.
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. 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

4. STANDARD-SPECIFIC AMENDMENTS

4. U3SMEHU U OONOJIHYBAHKA HA CTAHOAPAOOT

Bo 3aBuncHOCT 04 0gHOCHMOT cTaHdapa, MoXe aa bmagat noTpedHu Depending on the standard affected amendments and/or additions to the
AOMNONHUTENHW Unu pasnunyHn perynatunen. OBne npaeuna ce onuwaxdm Bo  above description may be necessary. Those amendments are described in
crneaHuoT gen: the following section
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Touka 2: Ako NOQHOCUTENOT Ha XanbaTta caka aHOHMMHOCT BO BpcKa CO
FSC ceptudmumpar knnent, TUV NORD CERT GmbH ke ro 3eme npeasug
oBa bapamse.

Touka 3: Bo cnyyaj Ha nonnaku noep3aHn co FSC, ogroBopHmoT BpaboTeH
noaroTeyBa NiaH 3a nocTanyBare Mo Xanbu, Koj ce ncnpaka go
NOAHOCUTENOT Ha XanbaTta HajaouHa no 2 Heaenu; Toj ke ro Hdopmmnpa
NOAHOCUTENOT Ha anbaTta 3a HanpeaokKoT.

Touka 5: Bo cute xanbu nosp3aHn co FSC, cute o6BuHeHuja ce
ncnuTyBaaT BO POK 04 3 Meceun 1, JOKONKY e NoTpebHo, ce npeanaraat
MEPKU 3a pellaBak-e Ha xanbarta; oanykuTe Co KoM ce peluaBa xanbarta ce
AOHecyBaarT, Unu ce pasrneayeaart u NoTBpAyBaar, camMo Of fnnua Kou He ce
BKITy4eHM BO NpoLieHKaTa noBp3aHa co xanbaTta.

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.

Touka 9: Bo cnyyaj Ha xanbu noep3aHu co FSC, nogHocuTenoT Ha xanbata Additional to 9: In all FSC related complaint cases, the complainant is free to

MOXe npBo ga ce jaBu Bo ASI (Assurance Services International) ako He e
3aposorneH oa oanykata Ha TUV NORD CERT GmbH. [Jokoriky He ce
NOCTUrHe 3a0BONUTENTHO peLLeHne, kanbata Moxe Aa ovae ynateHa go
mMeryHapogHaTta FSC.

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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