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Sikayet ve itiraz Yonetimi /

TUVNORD

Complaint and Appeal Management

1. 0zs0z

Grup Yoénetmeligi K-RL 310 “Sikayet ve Itiraz Yénetimi'nin“ uygulanmasinda
TUV NORD Grubu, Kalite Yénetimi sisteminin bir parcasi olarak CERT-120-

VA-012 *Sikayet ve Itiraz Yénetimi” adli dokiimante edilmis bir prosediir
uygulamaya koymustur.

2. UYGULAMA ALANI

Bu belge, TUV NORD CERT GmbH (TN CERT) ve TN CERT GmbH
akreditasyonlarini, onaylarini, bildirimlerini vb. kullanan ve/veya TN CERT
GmbH hizmetlerini sunan tim uluslararasi islemler igin gecerlidir.

Bolum 3, asadidaki durumlarda sikayetgci ile ilgili temel kurallar
acliklamaktadir:

m misteri sikayetleri (misterinin TUV NORD GmbH galisaninin
davranigindan veya siparigin yerine getiriime seklinden memnun
olmamasi) veya

s TUV NORD CERT GmbH tarafindan sertifikalandiriimis bir misteri veya
musterinin Urlnleri hakkinda tglncl sahis tarafindan yapilan sikayetler

m musteri itirazi (musterinin belgelendirme kararini kabul etmemesi)

1. PREAMBLE

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

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. SURECIN ACIKLANMASI

3. PROCESS DESCRIPTION

1.

Bir sikayet/itiraz durumunda, sikayet sahibinin talebini yazili olarak
TUV NORD CERT GmbH'de daha 6nce mevcut olan iletigim
adresine veya TUV NORD CERT GmbH, Am TUV 1, 45307 Essen,
info.tncert@tuev-nord.de merkezi iletisim adresine iletmesi istenir

yonetimi, idare ve gerekirse ydnetim ile igbirligi icinde ele alinir.
Gerekirse, sikayeti ele alan kisi, gercekleri agikliga kavusturmak igin
sikayetci ile iletisime gecgecektir.

. 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

2. Bir sikayeti/itirazi ilk alan TUV NORD CERT GmbH cgalisani, ) )
sikayeti/itirazi elektronik sikayet isleme aracina girmekle gorevlidir. ,a complaint / an_appeal hgs the du_ty to enter the complalnt/appeal
Sistem, sikayetin/itirazin alindigini teyit eden bir e-posta into the electronic complaint handling tool. The tool will send an
gonderecektir (sikayetcinin/itiraz sahibinin bir e-posta adresi ile ilgili email cgnﬂrmmg receipt of the co.mplalntlgppeal (prgwdmg the.
bilgi vermis olmasi gartiyla) complainant/appellant has given information regarding an email

address).

3. Sorumlu Mudur, sikayetin/itirazin igsleme konulmasini denetlemekle - The res.ponS|bIe Manager has the duly to oversee processing of the
gbrevlidir complaint / appeal.

. The complaint / appeal is to be handled as follows: the complaint /

4. Sikayet/itiraz su sekilde ele alinmalidir: sikayet/itiraz tamamen ap"_’ea' must be completely understopd and- corregtlve aCtIOI‘.l(S)
anlasiimall, teknik acidan ve olgularla ilgili olarak kabul edilebilir Wh'ﬁh ?re accept:;ble from th; tezh_mCTI point Oc]; view and with regard
duzeltici eylem(ler) dnerilmeli ve uygulanmalidir. to the facts must be propose and implemented. _

If necessary, the complaint / appeal should be processed in
5. Gerekirse, sikayet ilgili galisanlar, sorumlu uzman veya laboratuvar 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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Sikayette/itirazda bulunan taraf, davasiyla ilgili yazih bir yanit alir.

Sikayette bulunan taraf verilen yaniti kabul etmiyorsa, éncelikle TUV
NORD CERT GmbH, Am TUV 1, 45307 Essen adresindeki Ust
yonetimle iletisime gecebilir.

Eger bu, tatmin edici bir gdziime ulasmazsa, sikayetgi, TUV NORD
CERT GmbH'nin Danisma Kurulu'na bagvurma hakkina sahiptir.
Ancak, akreditasyon gereklilikleri nedeniyle, bu yalnizca sikayet
durumunda mumkindur. Sikayet, Danisma Kurulu'na yazili olarak
iletiimelidir (beirat@tuev-nord.de veya “Danisma Kurulu Bagkani'na,
c/o Sertifikasyon Kurulugu Baskani TUV NORD CERT GmbH, Am
TOV 1, 45307 Essen” adresine). Danisma Kurulu, durumu en geg bir
sonraki toplantilarinda ele alacaktir. Sikayette bulunan taraf, sonucla
ilgili yazih bir agiklama alacaktir.

Sikayetci/itiraz sahibi akreditasyon kurumu, standart sahibi ve/veya
yetkili makam ile dogrudan temas kurma hakkina sahiptir

. 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. STANDARDA OzZGU DEGISIKLIKLER

ilgili standarda bagh olarak, tamamlayici veya saptirici ydnetmelikler gerekli | Depending on the standard affected amendments and/or additions to the
olabilir. Bu dizenlemeler asagidaki bolimde agiklanmaktadir: above description may be necessary. Those amendments are described in
the following section
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41. FSC

4.1. FSC

2've Ek olarak: Eger bir sikayetci, FSC sertifikali bir musteri ile ilgili olarak
anonimlik talep ederse, TUV NORD CERT GmbH bu istedi dikkate alacaktir.

3'e Ek olarak: FSC ile ilgili tim sikayet vakalarinda, sorumlu ¢alisan sikayet
veya itirazin takibi i¢in dnerilen eylem planini igeren bir program olusturur;
bu program 2 hafta icinde sikayet sahibine verilir; sorumlu ¢alisan sikayet
sahibini ilerleme hakkinda bilgilendirir.

5'e Ek olarak: FSC ile ilgili tim sikayetlerde, sorumlu ¢alisan tim iddialari
arastirir ve sikayeti 3 ay iginde sonuglandirmak i¢in eylemler onerir; sikayeti
¢ozen kararlar yalnizca gikayetle ilgili degerlendirmeye dahil olmayan kisiler
tarafindan alinir veya gézden gegirilir ve onaylanir.

9'a Ek olarak: FSC ile ilgili tiim sikayet durumlarinda, sikayet sahibi TUV
NORD CERT GmbH'nin prosedurinden veya sonuglarindan memnun
kalmazsa ASI (Assurance Services International) ile iletisime gegmekte
serbesttir. Nihai adim olarak, tatmin edici bir sonuca ulagilamazsa, sikayetgi
FSC International'a yonlendirilecektir.

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 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.
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