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1. Purpose Sda L

The purpose of this procedure is to establish a system for correct and orderly
handling of complaints and appeals lodged by clients and third parties in order to
ensure acquisition of:
e Restoration of customer satisfaction
e Prevention of negative effects on customer satisfaction such as loss of sales
and image
e Continual improvement of QMS performance through identification of

improvement opportunities
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2. Scope
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This procedure is applicable to certification division of Monitoring and Conformity

Assessment Iran Co..
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3. Responsibilities
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e Quality Manager is responsible for introduction, control and management
of this procedure.

e Complaint Handler is responsible for complaints and appeals handling
follow-up, contacting with the customer, and involving employees and

managers for handling complaints and appeals.
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e All employees are responsible to refer complaints and appeals to the iea SIS & S, J g
Complaint Handler.
4. Description (Sl

4.1. Capture and record a complaint / an appeal
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Complaint Handler is responsible for receiving complaints and appeals.

Complaints/appeals could be in verbal expressions or written documents.

Complaint Handler shall fill the Complaints Resolution (F-3-03) form immediately
after receipt, and record and categorize the complaint/appeal in Complaint Handling
Follow-up (F-3-14) list. The Complaints Resolution form shall be submitted to
Quality Manager in order to review the complaint/appeal and assignment of a

complaint respondent.

Note: Complaint Handler shall update the Complaint Handling Follow-up (F-3-14)

list regularly until the complaint/ appeal is closed.
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4.2. Complaint / Appeal resolution
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Quality Manager shall justify the complaint. In case of determination of an

unjustified complaint, Complaint Handler shall record reasons and inform the

Complainant of the result within 3 working day after receipt.

In case of determination of a justified complaint at Quality Manager shall determine

significance of the complaint. Major complaints should be sent to the International

Certification Department at TA CERT AUSTRIA.

“Major” complaints and appeals are as follows:

e Complaints from accreditors regarding clients certified by TUV AUSTRIA

CERT

e Complaints of third parties (third-party companies, organizations or private

individuals) regarding clients certified by TUV AUSTRIA CERT

¢ Non-accepted standard contracts

¢ Non-accepted

(objection/claim)

o Incorrect database entry

o Potential or threat of legal actions, actions revealed to the public or claims

for damages

e TUV AUSTRIA CERT certificate not issued after 3 months following

TUV  AUSTRIA CERT certification  decisions
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corrective actions

o All complaints in connection with IATF 16949 certification.

In case of determination of a justified complaint, Complaint Handler determines
required time for responding to complaint/appeal in conjunction with Quality
Manager, and confirms reception of the complaint by submitting Receipt

Acknowledgement letter - including planned response time - to the complainant.

Complaint Handler then submits a copy of Complaints Resolution form and Receipt
Acknowledgement letter to Top Management office, for his consideration. If

necessary, required decisions will be made in order to manage the complaint most

properly.

In case of third-party complaints regarding a management system certified, Quality
Manager shall refer the complaint to the certified client in question at an appropriate

time.

Complaint Handler receives any required details of complaint/appeal and record
them on Complaints Resolution form. In case of an appeal, audit reports shall be

reviewed by Quality Manager, prior to defining any action plan.
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Then, Quality Manager assigns the independent Complaint Respondent. Complaint
Respondent determines required actions to handle the complaint/appeal in
conjunction with Complainant and record it in Complaints Resolution (F-3-03)
form. If determined action plan was approved by Quality Manager, it would be

carried out.

Complaint Respondent is responsible to perform action plan in cooperation with
Quality Manager, and should submit progress reports to Complaint Handler and, if
necessary, Complainant. Action plan execution follow-up and informing the final
result of complaint/appeal to Complainant, is Complaint Handler’s duty. When

appropriate, informing the final result could be in written form.

o Gl esY Sl eliS ol b pleS e SLE 4 Sdw) J s
22 S o DU @ (S 08 50 503 S Sls g5 5l g S
iy 5 ) G b Bl sdeme (St Sl 3 bl 3 p a0 oS S e

S50 kS e Jaw 5 ediS CulKa Olesle (6 ee LIS SN RGIRE

XS 3

oS 2 Senly s Ailed gr el Sdme (S ol 5553/ I8
rj_é)b)abj,qj gt PN UAY C,.:&L&AS b\) C},ﬂjﬂ M}J} LQ‘J" r)y Solel s
DJ}A‘\S@“)M DL ol w.:.’u el %L@J@&LA(F'?"O?’) ul.l&..:a 4 L;J:.w)

S )5 kS e 5 San b Ll gl iy oSl J s
2= eSS Cula ) s 35— SLIKS @ (S Jstes 4 S50y
g oS IS 4 S e e el 5 DL gl (6K 3 adee
el 5 by ol SIS 41 Sy U gms oy oLl ool 1

b c‘JaAJL‘SrW‘LJ\Jb}@ dll.@.'ogg..

P-3-04(7)-Complaints and Appeals Management Page 6 of 8 Date 01.2021



Title: Complaints and Appeals Management
Procedure

Document Code: P-3-04 (7)

Issue Date: 24.01.2021

AUSTRIA
PARTNER

‘ ol Gl b5 g AL

;.x:gu;.\wjdhwty'-ﬁ_;o\i&&g’,iﬁJw&|ﬁ|ui}J 10l g
P-3-04(7) Nty

4.3. Report and archive the complaint / appeal
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After execution of action plan, in case of dissatisfaction of Complainant with the
result, determination of action plan, approval and execution will resume. Otherwise,
Complaint Handler records and archives execution report and complaint/appeal
results, and submits them to Quality Manager within 3 working days after closure.
In case of Major complaints, the complaints shall be entered into TAC electronic

system.
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4.4. Determination of the corrective action and reporting to top management
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Quality Manager, determines any related corrective action to prevent similar
complaints, if necessary, and assigns someone to perform it. Follow-up could be

done in internal audits.

Annually in Management Review Meetings, Quality Manager presents an extensive
report of root cause analysis of complaints and the results of corrective actions

performed to prevent them, in his division.
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5. Related Documents
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e F-3-03 Complaints Resolution

e F-3-14 Complaint Handling Follow-up
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