Management stiznosti a odvolani

Complaints and Appeals Management TUVNORD
Zertifizierung
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Essen, 23.01.2019, Predstavitel vedeni pro jakost TN CERT (tncert-gm@tuev- Essen, 23.01.2019, Quality Management Representative TN CERT (tncert-
nord.de) gm@tuev-nord.de)
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TUV NORD CERT GmbH

1 Uvod

V radmci implementace koncernového nafizeni K-RL 310 ,,Management stiznosti
a odvolani“ zavedla skupina TUV NORD Group jako sou&ast svého systému Fizeni
kvality dokumentovany postup CERT-120-VA-012 ,Management stZiznosti a
odvolani“.

2 Oblast ptisobnosti

Tento dokument se vztahuje jak na spole¢nost TUV NORD CERT GmbH (TN CERT),
tak na vSechna mezinarodni fizeni, ve kterych jsou vyuzivany akre-ditace, sch-
valovani, oznamovani atd. TN CERT GmbH a/nebo pfi poskytovani sluzeb
spole¢nosti TN CERT GmbH.

V oddile 3 jsou popsana nejdllezZitéjsi pravidla ovliviiujici stéZovatele v ramci:

o stiznosti zakaznik( (zakaznik nesouhlasi s chovanim zaméstnance TUV
NORD GmbH nebo zplsobem zpracovani objednavky) nebo

. stiznosti tfeti strany tykajici se zékaznika certifikovaného spole¢nosti TUV
NORD CERT nebo jeho vyrobki

. odvolani zadkaznika (zdkaznik nesouhlasi s rozhodnutim certifikacniho
organu)

3 Popis procesu

1. StéZovatel je pozadan, aby poslal stiznost / odvolani v pisemné formé na
kontaktni adresu v TUV NORD CERT GmbH nebo na centralni kontaktni
adresu TUV NORD CERT GmbH, Langemarckstrasse 20, 45141 Essen, in-
fo.tncert@tuev-nord.de

1 Preamble

In implementing Group Regulation K-RL 310 "Complaints and Appeals Manage-
ment", 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

This document applies for TUV NORD CERT GmbH (TN CERT) as well as all interna-
tional 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 re-
garding

e 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

e complaints made by a third party regarding a customer certified by TOV
NORD CERT GmbH or the customer's products

e customer appeal (customer is not in agreement with the certification deci-
sion)

3 Process Description

1. 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 ad-
dress TUV NORD CERT GmbH, Langemarckstrasse 20, 45141 Essen,
info.tncert@tuev-nord.de



mailto:in-fo.tncert@tuev-nord.de
mailto:in-fo.tncert@tuev-nord.de
mailto:info.tncert@tuev-nord.de

TUV NORD CERT GmbH

Zaméstnanec spole¢nosti TUV NORD CERT GmbH, ktery jako prvni obdrZi
stiznost / odvolani, je povinen ji zaevidovat v elektronickém systému na po-
davani stiznosti. Pokud stéZovatel / navrhovatel poskytne svou e-mailovou
adresu, odesle systém potvrzovaci e-mail o pfrijeti stiznosti / od-volani.

Zodpovédny vedouci je povinen dohlizet na vyfizeni stiznosti / odvolani.

Postup feseni stiznosti / odvolani: stiznost / odvolani musi byt naprosto sro-
zumitelné a musi byt navrZena a zavedena takova napravna opatfeni, kterd
jsou s ohledem na fakta a technické mozZnosti pfijatelna.

V ptipadé potreby se stiznost / odvolani fesi ve spolupraci se za¢astnénymi
zaméstnanci, zodpovédnymi odborniky nebo vedenim laboratofe, admini-
nstrativnimi pracovniky a podle potfeby i s vedenim spolecnosti. V pfipadé
potieby se zaméstnanec zodpovédny za vyfizeni stZiznosti zkontaktuje a ko-
munikuje se stéZovatelem / navrhovatelem.

StéZovatel / navrhovatel dostane ke své zaleZitosti pisemnou odpovéd.

V pfipadé, Ze stéZovatel nesouhlasi s vyjadfenim, miZe se nejprve obratit na
vedeni spole¢nosti TUV NORD CERT GmbH, Am TUV 1, 45141 Essen.

Pokud to nepfinese uspokojivé feseni, ma pravo se stéZovatel obratit na po-
radni vybor TUV NORD CERT GmbH jako arbitrdzni organ. Vzhledem k
pozadavklm akreditace je vSak mozné se obratit na poradni vybor pouze v
pfipadé stiznosti. Stiznost by méla byt adresovana pisemné poradnimu
vyboru (beirat@tuev-nord.de nebo ,mluvéimu poradniho vyboru, ve-
doucimu certifikaéniho organu TUV NORD CERT GmbH, LangemarckstraRe
20, 45141 Essen”). Poradni vybor se pfipradem bude zabyvat nejpozdéji na
nejlblizsim zasedani. StéZovatel obdrzi pisemné oznameni o vysledku.

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/appealant has given infor-
mation 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 pro-
posed and implemented.

If necessary, the complaint / appeal should be processed in cooperation with
employees involved, the relevant specialist or laboratory manager, adminis-
trative 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.

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,
45141 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, LangemarckstraRe 20, 45141 Es-
sen”). The Advisory Board will consider the case at the latest during their next
meeting. The party making the complaint receives a written statement re-
garding the result.
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9. Stézovatel / navrhovat ma pravo se obratit pfimo na akreditacni organ,
vlastnika normy a/nebo kompetentni organ.

4 Specifické dodatky k normé

V zavislosti na pfislusné normé mohou byt potrebné dalsi dodatky a/nebo
doplnéni k uvedému postupu. Tyto dodatky jsou popsany v nasledujicim oddile:

4.1 FsC

Bod 2: Pokud si stéZovatel preje zlstat v anonymité vici zakaznikovi s certifi-
katem FSC, TUV NORD CERT GmbH bude toto pFani respektovat.

Bod 3: V pfipadé vSech stiznosti tykajicich se FSC vypracuje zodpovédny pracov-
nik harmonogram s navrzenym postupem zpracovani stiznosti nebo odvolani;
stéZovatel obdrzi harmonogram do dvou tydn(; zodpovédny pracovnik bude
stéZovatele informovat o vyvoji zpracovani stiznosti / odvolani.

Bod 5: V pfipadé vSech stiznosti tykajicich se FSC zodpovédny pracovnik prez-
koumd vSechna tvrzeni a navrhne opatreni, aby bylo mozné stiznost do 3 mésicu
uzavfit; bud' jsou pfijata rozhodnuti k vyfeseni stiznosti, nebo osoby, které se
nepodilely na hodnoceni stiznosti, tato opatfeni provéfi a schvali.

Bod 9: V pfipadg, Ze stéZovatel neni spokojeny s postupem nebo zavéry TUV
NORD CERT GmbH, muZe v pfipadé vSech stiznosti tykajicich se FSC kontaktovat
instituci ASI (Assurance Services International). Pokud stéZovatel ani touto cestou
nedosahne uspokojivého reseni, mizZe jako posledni instanci kontaktovat in-
stituci FSC International.

9. The complainant/appealant has the right to directly contact the accreditation
body, standard owner and/or competent authority.

4 Standard-specific Amendments

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

4.1 FSC

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 es-
tablishes 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 4: In all FSC related complaint cases, the responsible employee in-
vestigates all allegations and proposes actions to conclude the complaint within 3
months; decisions resolving the complaint are made, or are reviewed and ap-
proved, 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 con-
tact ASI (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 complant mas be referred to FSC International.



