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5 Handling of Appeals and Complaints

5.3  Objective

To manage/investigate the received appeals, complaints in a controlled way in accordance with the standards.

5.4  Scope
This procedure applies to the whole of the organization of CERTOP.

5.5 References

- ISO/IEC 17021-1
- ISO/IEC 17000

5.6 Definitions

Appeal Written document against certification decision taken by the CERTOP.

Appeals procedure A procedure initiated in case of non-acceptance of certification decisions of CER-
TOP, which result can be objected by the Appellant once again.

Appeals Committee Committee brought to life ad hoc standing of three impartial and independent

auditors/experts. Their work is the investigation of the appeal. They have
authority for suggestion and decision-making.

Complaint Comments regarding the activities of CERTOP and the work of its staff in written
and oral format. In addition, all filing have to be treated as a complaint that arrive
in connection with a client's activity certified by CERTOP.

5.7  Responsibilities

The director of certification is responsible for handling all appeals and complaints as described in this proce-
dure and for collecting all data necessary to validate and investigate appeals. The quality manager is responsi-
ble for ensuring that each of the processes and documenting, corrective actions implemented, performed in a
documented and traceable way.

The management director has the authority to monitor and approve the professional work of CERTOP.

All the staff of CERTOP is responsible for forwarding the incoming complaints to the director of certification.
In case of an appeal where the certification decision was taken by the director of certification herself, the manag-
ing director has the authority to investigate the appeal.

CERTOP top management is responsible for all decisions at all levels of appeals and complaints-handling process.
Submission, investigation and decision on appeals do not result in any discriminatory actions against the appellant
or the complainant.

5.8 Procedure

5.8.1  Handling of appeals

Any notice of appeal against the decision of the CERTOP may be filed in writing within 15 days of receipt of the
impugned decision to the director of certification. The appeal shall contain the following information:

— data of person submitted the appeal,

— the subject, the reason for the appeal,

— date, authorized signature.
Upon receipt and filed of the appeal the quality manager records a nonconformity with a unique serial number
which ensures the traceability of the appeal, so on the related corrective actions. At the time of recording the
nonconformity, the quality manager gives a feedback in writing to the applicant that the investigation began.

All documents, records, correspondence - e-mail - related to the investigation process is marked by the unique
serial number of the nonconformity.

The director of certification reviews the subject of the appeal, and then collects and reviews all the previous
appeals, which addressed a similar issue. Following the review of the previous appeals it begins to investigate the
issue, which shall refer its findings in writing to the Appellant.

If the Appellant is not satisfied with the findings made by the director of certification and this is indicated in
writing to the CERTOP, director of certification is required to convene the Appeals Committee, which com-
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position shall be communicated in writing to the Appellant. The Appellant has the opportunity to raise objections
within eight days - giving reasons - in writing against any member of the Appeals Committee.

to investigate the case and to transfer the issue to their competence.

Regarding the members of the Appeals Committee, there are 3 independent and impartial auditors and/or experts
who undertake to evaluate the appeal within 60 days. They examine all documents, audit decisions and corre-
spondence relating to audits carried out at the organization in order to make a well-founded decision, even an
on-site visit, if it deems necessary. On the basis of the facts examined, the Committee draws up a summary re-
port and take a decision, by simple majority.
About the decision of the Appeals Committee, the director of certification shall inform the Appellant in
writing, which may result:

— accepting the appeal,

— rejecting the appeal (Appellant may appeal remedies).

5.8.2  Handling of Complaints

All written or verbal complaints addressed to CERTOP shall be investigated within 60 days following the receipt of
the complaint. Following the announcement of complaints, the director of certification shall examine the appli-
cation if it actually related to the certification activity for which CERTOP is responsible.

— If so, the director of certification shall notify within the shortest possible time the complainant in writ-
ing that the investigation process is started and within deadline the complainant has to be informed in
writing about the result of the investigation.

— If the complaint is not related to certification activity, the director of certification shall inform the
complainant in writing of this fact as soon as possible.

The investigation process shall take place in the management system operated by CERTOP, where all information
and documents are subject to confidentiality. Information about the process and result of the investigation can be
forwarded only to affected parties, just as the complainant. An exception in the following cases:

—  Public proceedings, litigation and non-litigation, or

- Accreditation Bodies' request for providing information.
When any valid complaint is against a certified client of CERTOP, all the results of previous audit reports shall be
reviewed by the director of certification what output the individual reviews had.

Upon receipt and filed of complaints the quality manager records a nonconformity with a unique serial number
which ensures the traceability, so on the related corrective actions, at the same time, the quality manager
gives a feedback in writing to the complainant that the investigation began. All documents, records, correspon-
dence - e-mail - related to the investigation process shall be marked by the unique serial number of the noncon-
formity. If during the investigation CERTOP shall take any corrective actions, the quality manager shall arrange
for the proper documentation and the effectiveness of all of the taken actions.

Following arrival of the complaint the director of certification is responsible to gather sufficient information
and documents as soon as possible, to determine the sufficient degree of objectivity and reasonableness. Investi-
gation and decision-making are carried out by personnel delegated by the director of certification who are
independent of the matter of complaint. At the end of the investigation all affected parties, included the com-
plainant shall be informed by the director of certification in a writing report.

After disclosure, the director of certification can initiate a written agreement, if resolution, result of complaints
should be publicized, if so, in what form and content. The decision on publicizing the result of the inspection shall
be made by in accordance with the complainant and the client. If they decide on publicizing, it shall be made
within 30 days of closing the complaint.
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