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1.

Purpose / Amag

The purpose of this procedure is to determine the practices and rules for the evaluation and resolution of
complaints and appeals received from customers or related persons / organizations regarding the services
provided within the scope of product certification activities.

Bu prosediiriin amaci iiriin belgelendirme faaliyetleri kapsaminda gerceklestirilen hizmetler ile ilgili olarak miisterilerden
veya ilgili sahis/kurumlardan firmamiza gelen sikayet ve itirazlarin dederlendirilmesi ve karara baglanmasi icin uygulamalari
ve kurallari belirler.

Scope / Kapsam
It covers all appeals and complaints made to our company.

Firmamiza yapilan tiim itiraz ve sikayetleri kapsamaktadir.

Responsibilities / Sorumluluklar
Sales Manager, Certification Manager, Quality Manager
Satis Miidiirii, Belgelendirme Miidiirt, Kalite Miid(irii

Associated Documents / iliskili Dokiimanlar
FR22- Complaints and Appeals Request Form
QMO03- Organization Chart

LS09- Complaints and Appeals Tracking List

PR12- Corrective and Preventive Actions Procedure

Definitions and Abbreviations / Tanimlar ve Kisaltmalar

Certplus: Certplus Belgelendirme ve Gézetim Hzimetleri Limited Sirketi

Complaint: These are written/verbal negative applications from customers or related persons regarding any
issue related to Certplus's procedures, policy, service performance, activities carried out by its internal or
outsourced contracted personnel regarding the services provided within the scope of product certification
activities.

Appeal: Making a written or oral statement for the reconsideration of a decision taken by Certplus.

Procedure / Prosediir

6.1 Complaints and Appeals Committee

QMO03- The members of the Complaints and Appeal Committee indicated in the Organization Chart are not
predetermined. It is a structure with the participation of 1 or 2 more people established by the General Manager
when a Complaint or Appeal occurs. This committee is chaired by the General Manager, and in cases where the
General Manager has a conflict of interest, the Quality Manager chairs this committee. The following issues are
taken into consideration in the selection of committee members:

To ensure that there is no conflict of interest, the certification body shall not use personnel (including those in
managerial positions) who have provided consultancy to or been employed by a client to review or approve the
resolution of a complaint or appeal of that client for a period of two years from the end of the consultancy or
employment.
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The decision resolving the complaint or appeal must be made by, or reviewed and approved by, a person(s) not
involved in the certification activities that are the subject of the complaint or appeal.

A member of the committee must have at least 1 year of technical knowledge and experience regarding the
relevant processes and the scope subject to the complaint and appeals.

QMO03- Organizasyon Semasinda belirtilen Sikayet ve itiraz Komitesi iiyeleri 6nceden belirlenmis kisiler degildir. Sikayet veya
itiraz gerceklestiginde Genel Miidiir tarafindan kurulan 1 veya 2 kisinin daha katiiminin oldugu bir yapidir. Bu komiteye
Genel Miidiir baskanlik eder, Genel Miid(ir'iin ¢ikar catismasi séz konusu oldugu durumlarda ise Kalite Miidiirii bu komiteye
baskanlik eder. Komite liyelerinin seciminde asagidaki hususlar dikkate alinir:

Cikar catismasinin olmamasini glivence altina almak igin belgelendirme kurulusu; bir miisteriye danismanlik saglamis veya
bir misteri tarafindan istihdam edilmis olan personeli (yénetici pozisyonunda bulunanlar dahil), danismanhk veya istihdamin
sona ermesinden itibaren iki yil siire ile o miisterinin bir sikdyet veya itirazinin ¢éziimiiniin gézden gecirilmesi veya onayinda
kullanmamalidir.

Sikdyet veya itirazi ¢ézen karar, sikdyet veya basvuruya konu olan belgelendirme faaliyetlerinde yer almamis kisi/kisiler
tarafindan verilmeli veya bunlar tarafindan gézden gecirilmeli ve onaylanmalidir.

Komitenin bir tiyesi, ilgili siiregler ve sikdyet ve itiraza konu olan kapsam ile ilgili en az 1 yillik teknik bilgi ve tecriibe sahibi
olmalidir.

6.2 Comittee Members Roles and Responsibilities / Komite Uyeleri Gérev ve Sorumluluklari

The Quality Manager is responsible for ensuring that the following are in place prior to the complaint and appeal
committee meeting.

a) Check whether the application contains sufficient details

b) To investigate whether there have been similar appeals or complaints before

c) Preparing a report, taking into account the content of the application

d) At least one week prior to the agreed meeting date, provide the committee members with the report and
evidence on the applications to be considered

e) After the meeting, prepare and ensure that the official response to the Committee's decision is sent to the
applicant on behalf of the Certplus.

Note: FR43 Announcement Form is used for reports and announcements to be prepared.

- It evaluates and decides on appeals and complaints regarding Product Certification activities according to
Certplus procedures.

- The complaint and appeal committee examines the appeal, investigates the reasons, examines the file of the
complainant and decides on the appeal.

- All complaints and appeals are finalized within 30 business days from the date of application and the objector is
notified in writing in accordance with confidentiality principles. Committee decisions are taken unanimously and
everyone has equal voting rights. The decision of the committee is the final and most valid decision.

Kalite Miidiirii, sikayet ve itiraz komitesi toplantisindan énce asagidakilerin yerine getirilmesini saglamaktan sorumludur.
a) Basvurunun yeterli ayrinti icerip icermedigini kontrol etmek,
b) Daha énce benzer itiraz veya sikayetlerin olup olmadigini arastirmak,
c¢) Basvurunun igerigini dikkate alarak bir rapor hazirlamak,
d) Kararlastirilan toplanti tarihinden en az bir hafta énce, degerlendirilecek basvurulara iliskin rapor ve kanitlari komite
tiyelerine sunmak,
e) Toplantidan sonra, Komite'nin kararina iliskin resmi yaniti hazirlamak ve Certplus adina basvuru sahibine génderilmesini
saglamak.
Not: Hazirlanacak rapor ve duyurular icin FR43 Duyuru Formu kullaniimaktadir.
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- Uriin Belgelendirme faaliyetleri ile ilgili itiraz ve sikdyetleri Certplus prosediirlerine gére degerlendirerek karara badlar.

- Sikdyet ve itiraz komitesi itirazi inceler, sebeplerini arastirir, sikdyet sahibinin dosyasini inceler ve itirazla ilgili karar verir.

- Tiim sikdyet ve itirazlar basvuru tarihi itibariyle 30 is giinii igcinde sonuglandirir ve itiraz sahibine gizlilik esaslarina uygun
olarak yazil bildirir.Komite kararlari oy birligi ile alinir ve herkes esit oy hakkina sahiptir. Komitenin karari, nihai ve en gegerli
karardir.

6.3 Meeting of the Committee / Komite Toplantisi

- Companies or individuals must first notify Certplus in writing of their complaints regarding the activities carried
out by Certplus during the product certification process. For this purpose, FR22 Complaints and Appeals Request
Form is available. If the notification came verbally, the Certplus personnel who received the notification must
put the notification in writing using this form. Following this notification, the Quality Manager evaluates the
application, prepares the necessary report and submits it to the General Manager. If deemed necessary, the
Complaint and Appeal Committee meets.

- If the complaint in question is related to the activities of any of the committee members, this person or persons
cannot participate in the committee. The decision to be notified to the complainant or appeals is made,
reviewed and approved by the person(s) who were not involved in the activities subject to the complaint/appeal.

- Firma ya da kisiler Certplus'in iiriin belgelendirme siirecinde yapmis oldugu faaliyetler ile ilgili dogan sikdyetlerini ilk olarak
yazili olarak Certplus'a bildirir. Bunun igin FR22 Sikayet ve itiraz Istk Formu mevcuttur. E§er bildirim sézlii geldiyse bildiriye
alan Certplus personeli bu formu kullnarak bildirimi yazili hale getirmelidir. Bu bildirim sonrasinda Kalite Miidiirii basvuruyu
degerlendirerek gerekli raporu hazirlayip Genel Miidiir’e sunar gerek gériildiigii takdirde Sikdyet ve itiraz komitesi toplanir.

- 56z konusu sikdyet komite lyelerinden herhangi birinin faaliyeti ile ilgili ise bu kisi veya kisiler komiteye katilamaz. Sikdyet
veya itiraz edene bildirilecek olan karar, sikdyet/itiraz konusu faaliyetlerde yer almamis olan kisi/kisiler tarafindan verilir,
goézden gecirilir ve onaylanir.

6.4 Handling of Complaints and Appeals / Sikayetler ve itirazlarin Ele Alinmasi

- The limitation period for complaints or objections is 30 days. If no response is received within 30 days from the
first notification to the person or organization making the complaint and appeal, the complaint and appeal in
question will not be handled.

- Appeals and complaints from customers and / or related parties regarding Certplus's product certification
process are recorded electronically with the FR22-Complaints and Appeals Request Form, which is available on
the website(www.certplus.com.tr), or by the relevant department manager with the same form.

- After receiving a complaint or appeal, the Quality Manager investigates whether the complaint or appeal is
related to the activities carried out by Certplus. If the complaint or appeal is not related to Certplus activities, the
complainant is informed in writing. If the complaint or appeal is related to Certplus activities, the Quality
Manager investigates the activities that need to be taken to resolve the complaint or appeal with the relevant
department managers and informs the owner of the complaint or appeal within 7 days with the 'FR22
Complaints and Appeals Request Form'. Registration is made to the LS09 Complaints and Appeals Tracking List.

- Certplus, which handles the complaint or appeal, is responsible for collecting and verifying all information
necessary to validate the complaint or appeal. Appropriate corrections and corrective action are initiated. The
decision taken as a result of the evaluation is notified in writing to the party making the complaint/appeal. It
informs the complainant/appeal owner of the outcome within 1 month at the latest.

- If the complaint / appeal of the relevant party continues and the complaint / appeal cannot be resolved, the
issue is transferred to the complaint and appeal committee. The Committee evaluates the complaint/appeal and
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informs the General Manager for the implementation of the decision. The decisions taken by the committee are
the final decisions of the organization.
- GAC and/or SASO are informed depending on the status of the complaint and appeal.

- Sikayet veya itirazlarda zamanasimi siiresi 30 giindiir. Sikayet ve itirazda bulunan kisi veya kurulusa ilk bildirimden itibaren
30 giin igerisinde yanit alinamamasi halinde, s6z konusu sikayet ve itiraz isleme alinmayacaktir.

- Certplus'in tiriin belgelendirme siirecine iliskin miisterilerden ve/veya iliskili taraflardan gelen itiraz ve sikayetler, internet
sitesinde(www.certplus.com.tr) yer alan FR22-Sikdyet ve ltiraz Talep Formu ile veya ilgili departman yéneticisi tarafindan
ayni form araciligiyla elektronik ortamda kayit altina alinir.

- Sikdyet veya itiraz alindiktan sonra Kalite mudiirdi, sikdyetin veya itirazin Certplus'in gerceklestirmis oldugu faaliyetlerle ile
ilgili olup olmadigini arastirir. Sikdyet veya itiraz Certplus faaliyetleri ile ilgili degilse sikdyet sahibine yazili olarak bilgi verilir.
Eger sikdyet veya itiraz Certplus faaliyetleri ile ilgili ise Kalite Miid(irii ilgili b6liim yéneticileri ile sikdyeti veya itirazi gidermek
icin yapilmasi gereken faaliyetleri arastirir ve sikdyet veya itiraz sahibine ‘FR22 Sikayetler ve itirazlar istek Formu’ ile 7 giin
icerisinde bilgi verir. LSO9 Sikayetler ve itirazlar izleme Listesine kayit yapilir.

- Sikayeti veya itirazi ele alan Certplus, sikayeti veya itirazi dogrulamak igin gerekli tiim bilgilerin toplanmasindan ve
dogrulanmasindan sorumludur. Uygun diizeltmeler ve diizeltici faaliyet baslatilir. Dederlendirme sonucunda alinan karar,
sikdyet/itirazda bulunan tarafa yazili olarak bildirilir. Sonucu sikayetgi/itiraz sahibine en geg 1 ay icinde bildirir.

- llgili tarafin sikdyet/itirazinin devam etmesi ve sikdyet/itirazin ¢6ziimlenememesi halinde konu sikdyet ve itiraz komitesine
intikal ettirilir. Komite sikayet/itirazlar dederlendirerek kararin uygulanmasi icin Genel Miidiir'e bilgi verir. Komitenin aldigi
kararlar organizasyonun nihai kararlaridir.

- Sikayet ve itirazin durumuna gére GAC ve/veya SASO'ya bilgi verilir.
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