Manaiment staznosti a odvolania sa

Complaints and Appeals Management TUVNORD
Zertifizierung
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TUV NORD CERT GmbH

1 1Uvod

TUV NORD CERT GmbH zaviedlo pri implementacii smernice K-RL 310 ,,Riadenie
staznosti a reklamacii“ skupiny TUV NORD, pre TUV NORD CERT GmbH platné na-
riadenie CERT-120-VA-012 ,Riadenie staznosti a namietok”, ako sucast jej sys-
tému manazérstva kvality.

2  Oblast platnosti

Tento pokyn sa vztahuje na spoloénost TUV NORD CERT GmbH (TN CERT), ako aj
na vSetky medzinarodné procesy, v ktorych sa pouzivaju akreditacie, schvalenia,
nazvy atd. spolo¢nosti TN CERT GmbH alebo sa poskytuju sluzby spolo¢nosti TN
CERT GmbH.

V odseku 3 sa opisuju zakladné pravidlda a nariadenia, ktoré ovplyvnuju
staZovatela v tychto situaciach:

o staznost zakaznika (nesuhlas zédkaznika so spravanim zamestnanca spo-
lo¢nosti TUV NORD CERT GmbH alebo s organizaénym procesom spra
cova-nia objednavky) alebo

o staznost tretej strany na zakaznika alebo jeho vyrobky certifikované spo-
lo¢nostou TUV NORD CERT GmbH
o namietka (nesuhlas zdkaznika s obsahom certifikacného rozhodnutia)

3  Popis procesu

1. V pripade staznosti / ndmietky sa od staZovatela poZzaduje, aby pisomne
predloZil svoju staZnost/Ziadost na kontaktni adresu v TUV NORD CERT
GmbH alebo na centralnu kontaktnu adresu TUV NORD CERT GmbH, Lan-
gemarckstrasse 20, 45141 Essen, info.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:info.tncert@tuev-nord.de
mailto:info.tncert@tuev-nord.de

TUV NORD CERT GmbH

Zamestnanec spolo¢nosti TUV NORD CERT GmbH, ktory ako prvy dostane
staznost / namietku, je povinny ju zaevidovat v elektronickom systéme na
po-déavanie staZnosti spoloénosti TUV NORD CERT GmbH. Ak je k dispozicii
e-mailova adresa stazovatela / oponenta systém automaticky potvrdi prija-
tie staznosti.

Zodpovedny veduci je povinny dohliadat na vybavenie staznosti / namietky.

K rieSeniu staznosti / ndmietky staZovatela sa pristupuje bezvyhradne zod-
povedne a malo by sa navrhnut a vykonat objektivne odévodnené opatre-
nie (ndpravné opatrenie).

V pripade potreby sa spracovanie uskutocnuje v spolupraci so zuc¢astnenymi
zamestnancami, zodpovednymi odbornikmi alebo vedenim laboratdria, ad-
ministrativnymi pracovnikmi a podla potreby aj s vedenim spoloénosti. V
pripade potreby sa spracovatel staznosti v ramci rieSenia spoji so
stazovatelom, aby objasnil podrobnosti staznosti/namietky.

Stazovatel dostane pisomné vyjadrenie k svojej staznosti/namietke.

V pripade, Ze staZovatel nesuhlasi s vyjadrenim, mdZe sa obrétit na vedenie
spolo&nosti TUV NORD CERT GmbH, Am TUV 1, 45141 Essen.

Ak ani tu nendjde uspokojivé rieSenie, ma pravo obratit sa na poradny vybor
spolo¢nosti TUV NORD CERT GmbH ako rozhodcovsky senat. Podla poZiada-
viek akreditatora je obratenie sa na poradnu radu povolené iba vo veciach
staznposti. Staznost by sa mala adresovat pisomne poradnej rade (bei-
rat@tuev-nord.de alebo "hovorcovi poradnej rady, veducemu certif-
ika¢ného organu TUV NORD CERT GmbH, Langemarckstrasse 20, 45141 Es-

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
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sen"). Poradny vybor sa pripadom bude zaoberat najneskér na svojom
najblizSom zasadnuti. StaZzovatel dostane pisomné ozndmenie o vysledku.

9. Stazovatel sa navySe moze priamo obratit na akreditac¢ny orgéan, Standard-
ného vlastnika alebo kompetentnu autoritu.

4  Specifické dodatky k norme

V zdvislosti od prislusnej normy mézu byt potrebné dalsie alebo odlisné nariade-
nia. Tieto nariadenia st opisané v nasledujucej Casti:

41 FSC

Bod 2: Ak si staZzovatel Zeld anonymitu vo vztahu k zakaznikovi s osvedéenim FSC,
TUV NORD CERT GmbH tuto Ziadost zohladni.

Bod 3: V pripade FSC staznosti vypracuje zodpovedny pracovnik plan rieSenia
staznosti, ktory bude staZovatelovi zaslany najneskér do dvoch tyZdnov;
staZzovatel bude informovany o jednotlivych krokoch riesenia.

Bod 5: Vo vsetkych staznostiach tykajucich sa FSC sa vsetky tvrdenia preskimaju
zodpovednym pracovnikom do 3 mesiacov a v pripade potreby sa navrhnu
opatrenia na napravu staznosti; bud' sa pristupi k rozhodnutiu ohfadom staznos-
ti, alebo sa preveria a schvdlia vylu¢ne osobami, ktoré nezasahovali do vyhod-
nocovania staznosti.

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.

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.
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Bod 9: V pripade, Ze staZovatel nie je spokojny s rozhodnutim TUV NORD CERT  Additional to 9: In all FSC related complaint cases, the complainant is free to con-
GmbH, mébze sa navySe obratit na spolo¢nost ASI (Assurance Services Interna-  tact ASI (Assurance Services International) if he is not satisfied with the procedure
tional). Ak ani tu nedosiahne uspokojivé riedenie, ako poslednii moznost méze  or conclusions of TUV NORD CERT GmbH. As ultimate step, if no satisfying result
vyuzit kontaktovanie institucie FSC International. is reached, the complant mas be referred to FSC International.



