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TUV NORD CERT GmbH

1 Bosep

Bo cnposeayBaweto Ha [pynHata Perynatuea K-PJ/1 310 ,YnpasyBare cO
»anbu”, pynaumjata TUV NORD BoBeae JOoKyMeHTMpaHa noctanka, CERT-120-
VA-012 ,YnpasyBatbe O *anbu/npurosopmn”, Kako gen of HeroBMoT CUCTEM 33
ynpaByBake CO KBa/uTeT.

2 O6nact Ha npumeHa

0B0j AOKYMeHT ce ogHecysa Ha TUV NORD CERT GmbH (TN CERT), Kako v 3a cute
MefyHapoaHWN NPOLECH BO KOU Ce KOpUCTaT akpeauTaumm, ogobpeHnja, MMMba
nTH. Ha TN CERT GmbH nnu ce obesbeaysaat ycnyru Ha TN CERT GmbH.

Den 3 mm onunuwyBa OCHOBHUTE W peneBaHTHUTE peryaatuBm 3a cnegHuee
CnTyauuu:

. NOMAaKK 04, KANEHTU (KNMEHTOT He Ce CorlacyBa CO OZHEeCyBareTo Ha
BpaboTernot Bo TUV NORD CERT GmbH 1u co opraHM3aumcKkmMoT npoLiec
Ha 0bpaboTKa Ha HapaykaTa)

. *anbu o, TpeTa CTpaHa BO BPCKa €O KaneHT ceptuduumpar og TUV NORD
CERT GmbH nau nponssoguTe Ha KANEHTOT

. anba Ha KAMEHTOT (KNMEHTOT He Ce corjlacyBa CO peleHMeTo 3a
ceptuduKaumja)

3 Onuc Ha nocrankara

1. Op nopHocuTenoT Ha anbata e nobapaHo Ja ja wchipatu
*anbata/npurosopoT Bo nucmeHa ¢opma Ha Boobu4aeHaTa agpeca 3a
KOHTAKT Ha TJY® HOP/A BbJ/ITAPUIA EOOL rp.NMnosaus, yn. HajaeH Fepos
Ne13, bulgaria@tuev-nord.de TUV NORD CERT GmbH uau Ha ueHTpanHaTta

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
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agpeca 3a KoHTakt TUV NORD CERT GmbH, Langemarckstrasse 20, 45141
Essen, info.thcert@tuev-nord.de

BpaboteH Bo TUV NORD CERT GmbH koj nps ke gobue npurosop / »anba e
[OJ/IXKeH Aa ja nogHece KanbaTa / NpMroBOpoOT BO e/leKTPOHCKaTa cucTema
3a nocTanyBare co nonaaku. CuctemaTa Ke UcnpaTh e-nowTa co noTepaa
3a npuemoT Ha Kanbata / npurosopot (noag ycnos nogHocutenot /
XanuTtenot Ja  vma  gageHo  uHbopmauuM  3a  e-noluTa).

Ynpasutesor uma A0/KHOCT Aa ja Hagrneaysa obpabortkaTta Ha »kanbarta /
NPUroBopoT.

Co kanbata / npurosopot Tpeba Aa ce nocranysa Ha CAEAHMOB HaYUH:
anbata / npurosopot mopa Aa buge uenocHo pasbpaHa 1 aa ce npesemar
KOPEKTUBHWM aKTUBHOCTU KOU ce NPUIATANBM Of TEXHUYKA FesHa TOYKa U
BO 04HOC Ha ¢paKkTUTE Mopa Aa buaat npeasoKeHn U cnpoBeaeHu.

[oKonKy e notpebHo, *anbata / npurosopoT Tpeba Aa ce npouecupa Bo
copaboTka CO BK/Ay4eHM BpaboTeHW, peneBaHTEH CMeumjannuct uaun
pakoBoAMTeN Ha nabopaTtopuja, agMUHUCTPATUBEH NEPCOHAN U, AOKO/KY e
COOABETHO, HAjBMCOKOTO pPaKOBOACTBO Ha KomnaHujaTa. [lOKOMKy e
noTpebHo, BpaboTEHNOT O4TOBOPEH 33 PELIaBakbe Ha Kanbu, KOMyHUUMPA
CO CTpaHKaTa WTo ja nogHecysa anbata / npuroBopor.

CTpaHaTa WwTo ce *anu / npurosapa AobMBa NMCMeEH OArOBOP BO BPCKa CO
HEj3UHMOT CNyYaj

[OoKOoNKy cTpaHKaTa WTO ja noaHecyBa anbata He ce cornacyBa Co
O/ZIrOBOPOT, MOXe /@ 0 KOHTaKTMpa HajBUCoKoTo pakosoactso TUV NORD
CERT GmbH, Am TUV 1, 45141 Essen.

[OKO/Ky OBa He AoBeAe A0 3a[0BOJIMTE/IHO pelleHne, Toj Mma npaeo Aa
noaHece 6apare g0 CosetogasHmoT ogbop Ha TUV NORD CERT GmbH kako
opraH Ha apbutpaxa. Cenak, nopaau baparbaTa 3a akpeauTaluja, oBa e
[03B0OJIEHO CaMO BO CNy4aj Ha npurosopu. Kanutenot Tpeba ga ce obpatn

2. The employee at TUV NORD CERT GmbH who is the first to receive a com-
plaint / an appeal has the duty to enter the complaint/appeal into the elec-
tronic complaint handling tool. The tool will send an email confirming receipt
of the complaint/appeal (providing the complainant/appealant has given in-
formation 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
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BO nucmeHa popma go CosetomaBHMOT oabop (beirat@tuev-nord.de ) nam
no ,Mpetcegatenot Ha CoBeToaaBHMOT 0460p, c/0 A0 PaKoBOAUTENOT Ha
Tenoto 3a ceptudumkaumja TUV NORD CERT GmbH, LangemarckstraBe 20,
45141 Essen”). CoBeToaaBHMOT 0A60p Ke ro pasrieda C/iy4ajoT HajaouHa
A0 HUBHATa cnegHa cpeaba. CTpaHaTa LWTO ja noaHecyBa *Kanbata Aobusa
NMUCMeHa u3jaBa BO BPCKA CO pes3ynTaToT.

9. TllogHocuTenotT Ha anbata / NPUroBopoT Mma MpPaBoO AMPEKTHO Aa
KOHTaKTMPa CO OPraHoT 3a akpeamuTaumja, CONCTBEHMKOT Ha CTaHAapAoT 1 /
UAN HAANEXKHNOT OpraH.

4 W3meHU 1 fONOJIHYBakba Ha CTaHAapPAOT

Bo 3aBMCHOCT 0Off OAHOCHMOT CTaHAApA, Moxe Jda 6ugat noTpebHu
OOMNOMIHUTENIHU UAU Pas3AndHK perynatmusu. OBue npasBuna ce OMULWAHU BO
cnefHWOT aen:

41 FSC

Touyka 2: AKO NOAHOCUTENOT Ha KanbaTa caka aHOHMMHOCT BO BpcKa co FSC
ceptudunumpar kament, TUV NORD CERT GmbH ke ro 3eme npeasus osa
6apatbe.

Toyka 3: Bo cnyyaj Ha nonnaku nosp3aHu co FSC, oaroBopHUOT BpaboTeH
noAroTByBa NAaH 33 NOCTaNyBakbe MO Xanbu, Koj ce ucnpaka Ao nogHocUTenoT
Ha *KanbaTa HajaouHa no 2 Heaenu; Toj Ke ro MHGopmMpa NOAHOCUTENOT HA
¥anbaTa 3a HanpeaoKoT.

Touyka 5: Bo cute kanbu nospsaHu co FSC, cute obBMHEHM]ja ce UCNMTYyBaaT BO
POK 04, 3 meceum 1, AOKOJKY e NoTpebHo, ce npeanaraat MepKu 3a pellaBare
Ha *KanbaTta; oA/lyKUTe CO KOM ce pellaBa KanbaTa ce goHecyBaaT, WanM ce
pa3rneayBaaTt M NOTBPAYBAaT, CaMo Of, INL,A KOW He Ce BKAYYEHU BO NPOLLEHKaTa
nosp3aHa co »anbara.

Touyka 9: Bo cnyyaj Ha ¥anbu nosp3anHu co FSC, nogHocUTeNoT Ha *KanbaTa moxke
npso Aa ce jasu Bo ASI (Assurance Services International) ako He e 3a0BoJIeH 04,

(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.

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
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oanykata Ha TUV NORD CERT GmbH. [lokonky He ce nocturHe 3agosonutenHo  or conclusions of TUV NORD CERT GmbH. As ultimate step , if no satisfying result
pelleHue, KanbaTta morke ga buae ynateHa Ao mefyHapogHata FSC. is reached, the complant mas be referred to FSC International.



