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Scope of application
This is a documented process for receiving, evaluating and making decisions on complaints and
appeals received by the Management System Conformity Assessment Body (hereinafter referred to as the
The purpose of this process is to ensure high-quality customer service and improve customer satisfaction by resolving complaints
and appeals in a timely manner and in accordance with our clients' complaint and appeal management requirements.
Furthermore, this procedure helps the OOSSM gather valuable information about the customer experience, which will help identify

potential opportunities for improvement, as well as potential risks for the OOSSM, our clients' organizations, and their clients.

General Provisions

In response to general inquiries, thexOOSSM provides any requested information regarding the geographic regions of its
operations, the status of a specific certification, the name, the relevqnt regulatory document, the scope of application, and the

geographic location (city and country) of a specific certified cllgr)t/ Fu ermore, the OOSSM records ,and tracks all complaints
2
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The OOSSM wiill use//he%ﬂowrngﬂeth ds to marjage comﬁam}s{ag 2K \
y Following the approv dpmqe(? re for receiving; ché/cklng and mvest@a ng Camrjl ints
complaints/appeal /anddgg;ng on the necessary.actions, in respons ig‘th » taking into account the
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y Tracking and r m@ch plaints/appeals, lincluding actions taken to r o\,l;k/e' rir//>
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permissions. N / g ’ 4
y Ensuring that approp |afg<cp2r¢k:tlve and adjustment measures are tak/er{ in. Te/sﬁ V%e
] N\ /\ // i O
i Complalm/a N : 'é;éé\rﬁﬂed Clien yée\ie rﬁ&i{othé reieVaﬁ/Certmed Client in due
\ C.G./"/%/ ; ) @ o *

W A /«‘:\‘ /\ <)/\/ ,>\
All complaints and’appeals rec IVed are\Tfeateﬁ’ aé\smt’tly zon ‘t}aﬁ{y all employees of the OOSSM.
\ 3> / %
\\\/ /
Process and Responsibilities
The OOSSM is responsible for all decisions at.all stages-of the’complaints and appeals process.
ions. The OOSSM ensures that the persons involved in the complaints and appeals process are different
from those who conducted the audits and made the certification decisions. Depending on the type of complaint
and appeal, a responsible person/group is appointed to conduct the investigation and make a decision. The

general stages of the complaints and appeals process are described
sans below:

Any valid complaint regardi

course. b RV "

RECEIVING A COMPLAINT/APPEAL
(OOSSM Administrator)

EVALUATION OF COMPLAINT/APPEAL (Decision on connection with the activities of the SO)
(Quality Manager)
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CONFIRMATION AND REGISTRATION OF COMPLAINT/APPEAL
(Quality Manager)

ASSIGNMENT OF AN INVESTIGATION PERSON/TEAM
(Director of TICS)

INVESTIGATION OF COMPLAINT/APPEAL
(Person/group of persons appointed deiending on each case)

DECISION ON COMPLAINT/APPEAL
(Person/group of persons @ppointed d‘eganding on each case)

COMPLAINT/APPE PROCEEDINGS
(Rewewe and agproyed"‘ \ e Head of the OOSSM)
& .

/// “ b
INFORMING THE/ APE’L{@AWJAFiP

////’/- 3 {/3 (S I Mﬂ
///f\SV\Q £ /\/f \\/
/S Ve /4 \/

J \w‘ - AOral complamtslappeals

If the applicant (“Appli ol ant?)\nr Je(ppellant (“Appeltant”) files a complamt/ pes
telephone, the OSSMAd?mm@tr or shall requestithe applicaht/appellant to S ‘mga,fomqal written complaint/
appeal by email or | tt\érvgﬂ@/w itten complaint/appeal shall be immediately f ‘a@e@m)Be OSSM Quality
Manager. The Quality ager f Il then assess-whether the complamt/app |‘|s félaf/ed to the certlflcatlon
activity and, if so, shall re? $ter lﬁ,aﬁd forward'it to\the Directer of TICS for a§

"’%\ﬁ A\ A oy / X
person to conduct an investigati a[\djr#;kemg\eu
& )

rﬁp@&léppe’ef@\ L /4

The OSSM Administrator fon ue I|ty Manager immediately upon
receipt. The written complaint/appeal must clearly st nature of the problem or issue causing concern,
the desired outcome, to whom the complaint/appeal is addressed and, if necessary, supporting documents
or evidence. The Quality Manager evaluates:whether the complaint/appeal is related to certification activities
and, if so, registers it and forwards it to the TICS Director for assignment of responsibility.

\\ vyvmtermd

person to conduct an investigation and make a decision.

Confirmation
The review, investigation and decision-making on complaints/appeals should not
lead to any discriminatory actions against the Applicant or the Appellant

lyanta.

Upon receipt of a complaint, the OOSSM Quality Manager must confirm whether the complaint
relates to the certification activities for which he/she is responsible and, if so, investigate it. If the
complaint relates to a certified Client, then during the investigation

Page 4 of 6



Machine Translated by Google

QMS-05
Procedure Version 1 from 09/09/2025
"Process for Consideration of Complaints and Appeals"

Complaints will be processed based on the effectiveness of the certification process. Any complaint regarding a certified Client will

also be forwarded by the OOSSM to the relevant certified Client in due course.

Within 10 working days of receiving a written complaint/appeal, the Quality Manager of the Environmental Protection
Agency will send a letter/email to the Complainant/Appellant acknowledging receipt if the complaint/appeal is not fully resolved
within this period. This communication to the Complainant/Appellant must contain detailed information about the complaint
handling process, including, but not limited to, the type of information the Complainant/Appellant must provide, the identification
and contact details of the person to whom the complaint/appeal should be addressed, and an estimated time frame for the
consideration of the complaint/appeal. In addition, the Environmental Protection Agency is obliged to provide the Complainant/
Appellant with a final response no later than one month after the date of receipt of the formal written complaint/appeal. If the
desired outcome cannot be achieved within this period,'the Environmental Protection Agency will inform the Complainant/
Appellant of the reasons for the delay and.indicate the date When a response is likely to be'provided. Any complaints/appeals
from government or regulatory authorities should be |mmed|atel ed to the Director of TICS,who will be the single point of

‘.

v / 4
contact for complaints/appeals. & & N\,
/s

J ’~-2“'\<~<f' J [ Investigation e, 9

y ]
The Complaints WA/Rpeals /dllng Person/Team-ofthe-ESCM conducts an |n\k ‘t|,g IIQ)‘! aqd analysis of the facts
and circumstances leadi R ?g :f['(\g a complaint/appeal. ThelESCM is responsible for é he‘(}; : fﬂf\\}eﬁ‘ymg all
necessary information to a’deps Qn the complaint/appeal. To aveid conflicts of |nt/é t, Q”m§t ’//sonnel unrelated to

the matter being addressed in 'complamt or appeal is

oid a conflict of interest.

N N ;
e gem;ga' q/appeal are,involved inthe investigation. The ﬂf cmga 0
always made by a designated pg

réon,\“dep&h\dmg on the subject of&e complalnt/appea[,/ﬁn 0?@3(\)0
\. L{Itmggqmcgs-te égent Mfgr a clyenj shquﬁ\ﬁs{t’hﬁ us
decision on a complaint orrappeal fo

\t@cueﬁt»jggmo yt;arsﬂa )gpcrpfp ugujgvactlv or work. All decisions on
complaints/appeals are made'anonymo B/)Cnﬁ(nﬁer’s:bﬁhec lJécfrD/E n{p&@ ? fe investigation, the designated

en , if any. Recommendations to senior
\ //

Personnel who have provided ¢ to review or approve the

person makes a recommendation to the ES
management may include a range of proposed corrective actno?k‘

situation, such as a letter of apology, provision of an explanatory letter to the complainant/appellant, financial compensation, and/
or corrective action against the employee against whom the complaint/appeal is filed. If the complaint/appeal concerns a
violation of law, regulations, circulars, or any internal policy, the OCSM may consider it a compliance incident, which may lead to
further internal investigation. If the investigation results are insufficient to resolve the complaint/appeal, the OCSM senior

management

may decide to use the services of external third parties, such as lawyers or auditors. The senior management of the OSSM

should take all necessary measures
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follow-up actions to resolve the complaint or appeal and ensure the best possible resolution of the
complaint/appeal.

Consumer complaints regarding certified products are assessed by the OOSSM, which is
responsible for conducting the necessary investigations. If, as a result of these assessments, the
complaint is found to be justified, the certificate holder is obligated to compensate for the damage caused
in accordance with the relevant provisions of the Agreement.

Completion of the review of complaints/appeals
The reply letter to the applicant/appellant must always be sent by registered mail with delivery
confirmation or by courier and must contain a statement setting out in detail when the proposed decision
will be deemed to have been made.

In addition, the response letter to the applicant/appellant must provide information
A statement on the alternative dispute resolution prcjz@out&de of court. Aftersthe applicant/appellant
receives a response letter;"two outcgmesa?&pessibj\e 3 \‘—\Q\

e ., N\

y The complalnant/appell/am{Ssgffsﬂeq \Mm 'therpwpos\ed dgmémn and has confirmed their agreement
with it in writing. Or e\g@rwﬁman‘fm—kant hasﬁ@\tof e}écfgmeppﬁ)@sal inwriting within
the specified time r?m\t ,;I' ﬁe,c{)mp|a/nt/appeél will also be\c?‘deréd "0)0573 after'the
Complalnant/appellantﬁas ﬁxpllcnly or tacitly accepted the propos C{dé\m#(f The’designated
responsible empl(agee of/th’e OSSM will.update the ¢omplaint/appeal reglster accordmgly
V /. Y i l Y
y The appllcant/xagpe#rapigrq cts the proposed:-decision in-writing. If th i
provide new factual mtor ition in the written-refusalsthe complain

to an external me harﬁém reV|ew

D />
pﬁi}Qapt/appellant does not
Tm likely be referred
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