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INTRODUCTION / BCTYII

MeToto uiei nonitukm Bropo Bepitac CepTudikeilH €
BCT@HOBIIEHHS CTaHAaApPTHOro Ta CTPYKTypOBaHOro
npoLecy ynpaeniHHA ckapramu i anensuismu, LWo
HaaxoasaTb 0o bropo Bepitac CeptudikenwH. Metoto
Liel NoniTMkN € iHPOPMYBaHHS LLOAO CTaHO4apTHOro
npolecy Ans BCix onepauin, wob rapaHTyBaT, WO
BCi anensuii Ta ckapru po3rnsgalnTbcs NpodecinHo
Ta BignoBiganeHo.

The purpose of this Bureau Veritas Certification policy
is to establish a standard and structured process for
the management of Complaints and Appeals received
by Bureau Veritas Certification. The purpose of this
policy is to communicate the standard process to all
operations to ensure that all appeals and complaints
are handled in a professional and responsible
manner.

1. Definitions / Bu3HaueHHA NOHATDb

BusHayeHHs, o BMKOpUCTOBYOTbCA Blopo Bepitac
CepTuUdikenLuH:
Ckapra:

(ISO /1IEC 17000: 2020, 8.7): BUpa3 HEBAOBOMNEHHS,
KpiMm anensuii (8.6), 6yab-akoto 0coboto yn
opraHisauieto 40 opraHy 3 OLiHK/ BiaMnoOBiAHOCTI
(4.6), Wo cTocyeTbCs AiANbHOCTI LIbOro opraHy, Konu
OMiKyETbCS BignNoBiab.

Anensuis:

(ISO /IEC 17000: 2020, 8.6): 3annT 0cobK Ym
opraHisauii, sika Hagae abo € 06'eKTOM OLiHKM
BignosigHocTi (4.2) 4o opraHy 3 OuiHKWN BigNOBIQHOCTI
(4.6) ons NOBTOPHOrO pO3rnsiAy LM opraHoMm
pieHHs1 (7.2), sike BiH 3p0BUB CTOCOBHO LIbOroO
ob’exra.

The definitions used by Bureau Veritas Certification
are the following:
Complaint

(ISO/IEC  17000:2020, 8.7): expression  of
dissatisfaction, other than appeal (8.6), by any person
or organization to a conformity assessment body (4.6)
relating to the activities of that body, where a
response is expected.

Appeal

(ISO/IEC 17000:2020, 8.6): request by the person or
organization that provides, or that is, the object of
conformity assessment (4.2) to a conformity
assessment body (4.6) for reconsideration by that
body of a decision (7.2) it has made relating to that
object.

2. Complaints / Ckapru

3aranbHi Kpoku npouecy

Common Process Steps

2.1 Receipt and Acknowledgement / OTpumaHHA Ta NiATBEPAXKEHHA

Ckapra moxe OyTM nmncbmoBOK (OQILiMHUA NNCT,
eneKTpoHHa nowrTa, Beb-cant) abo  ycHow
(TenedpoHHMM O3BiHOK, BiAryK nig 4vac BigBigyBaHHA

abo ayguty). [lpouec ynpaeniHHSA ckapramw,
3apeecTpoBaHMMM Ha Hawomy Beb-canTi, €
HacCTynHUM:

o [ligTBEpPAXKEHHS 30iINCHIOETLCA

aBTOMaTU4HO
e Ha piBHi "lonoBHoro odicy, BianpaBneHHs
€ITEKTPOHHOIO JUCTa BUKOHYETBCS. AKWO

Lie ckapra, BOHa nepefaeTbes A0 3aranbHoi

MOLLTOBOI CKPUHBLKM

(groupghseinbv@bureauveritas.com)

e [loTim ckapra nepenacTbcA
BIAMOBIQHOMY MeHeKepy 3 nuTaHb
SKOCTi, ©e3neku npaui Ta ekonorii ans
po3scnifgyBaHHs Ta Oil.

ckapru

Complaint can be written (Formal Letter, Emall,
Website) or verbal (Phone Call, Feedback during
sales visit or audit). The process of management of
the complaints registered in our Website is the
following:

e The acknowledgment of the complaint is
done automatically

e On HO level, the dispatch of the email is
done. If this is a complaint, this is transferred
to a generic mailbox
(groupghseinbv@bureauveritas.com)

e Then the complaint is transferred to the
QHSE manager concerned for investigation
and actions.
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Ckapr1 po3rnsgarTbCsl Ha piBHI oprarisadii, sika
yknana porosip. [Ana npoBeAeHHs po3crigyBaHHS
MoXe OyTK po3noYaTo ayauT, i KMiEHT NOBUMHEH ByTn
NoBiAOMMEHUIA NPO MPUYNHN ayauTy.

dopma ckapru Ta npouec noaaHHsa ckapru / anenauii
€ 3aranbHOAOCTYNHUMW Ha TUX >Xe MoBax, Lo W
nyoniyHMin 3BIT WO[0 cepTudikauii, onybnikoBaHUn
Biopo Bepitac CepTudikenLlH.

Y pasi oTpuMaHHA ckapr Ta anensuin,
NigTBEPOXKYIOTLCS  BiANPaABHMKY MPOTSroM
pobounx OHiB, SIKLLO HE BKa3aHO iHLUeE.

BOHU
n'atn

OpepxyBayem ckapru € abo ocoba, sika oTpumana ii
6e3nocepenHbo, abo Ta, XTo BBIiB iHopMaLito. BoHn
nepepalTecs  0cobi, $ka BU3HA4Yae CTyMiHb
CEPWO3HOCTI Ta NPUAMAE piLLleHHS BIANOBIAHO A0 Liel
knacudikadii.

Complaints are handled at contracting entity level. An
audit may be initiated to proceed with investigation,
and the client shall be notified with reasons for the
audit.

The complaint form and the complaint/appeal process
is publicly available in the same languages as the
public certification summaries published by Bureau
Veritas Certification.

Upon receipt, complaints and appeals are
acknowledged to sender within five working days,
unless otherwise specified.

The Recipient of the complaint is either the person
who received it directly or the one who entered the
information. They are assigned to the validator who
will determine the severity and decide actions
according to this rating

2.2 Responsibility / BignoBiganbHicTb

MepcoHan, kv poscrnigye ckapry Ta anensii,
3aBXOM  BiOPI3HAETbCS  Big  nepcoHany, KUK
npoBoAMB ayauMT Ta nMpuAMaB pileHHs npo
cepTudikauito, 6e3 guckpumiHaLil LWoao 3asgBHUKA YK
CKap>XHUKa.

o Axwo 6yB 3anyvyeHUn MicueBUN TEXHIYHWN
kepiBHuK (LTM), TOogi Nnpn3HayaeTbCa BHYTPILLHSA
Ta HesanexHa ocoba;

* AKWwo MicueBu TEXHIYHUI MeHeaxep He byB
3anyyveHun; BiH MOXe npoBOANTH
po3crigyBaHHs.

AKWO He BKasaHOo iHLWe, MICLEeBUN TEXHIYHUN
MeHeaXep € TUMOBUM KaHarioM nodaHHs ckapr
Ta anensuin.

Personnel who investigate complaints and appeals
are always different from those who carried out the
audits and made certification decision, without
discrimination against the appellant or complainant.

e If (LTM) Local Technical Manager was
involved, then a person, internal and
independent, is appointed

e If Local Technical Manager was not
involved; he or she can carry out the
investigation.

Unless otherwise specified, LTM is the default
channel for complaints and appeals.

2.3 Resolution process / NMpouec BUpiweHHs

[Mpouec BMpILLEHHSA BKITKOYAE HACTYMHI KPOKM.
e PoscnigyBaHHsa Ta aHani3 cuTyauii,

o CrpykTypoBaHa BiANOBIAb (anania
NepLUONPUYNHN, KOPUTYBaHHS, KOpuryBasnbHa
4is1), SKWO CTYMiHb TSPKKOCTI OULHIOETBCS SIK
BUCOKa

o  3[iNICHEHHS KOPUTYBaHHS Ta KOPUIyBarbHUX OilA,

e |HdopMyBaHHA KMiEHTa NPO BUCHOBKW Ta BXWUTi
3axoum,

e MOHITOpUHr  pesynbTaTiB:  NepesipuTH, 4un
pilleHHs BNpoBagXeHe Ta e(peKkTnBHE,

e 3anucyBaHHSA Ta BiACTEXEHHSA JOKYMEHTIB,

o [Mogamnbuwi gii wopo crabinbHOCTI pesynbTaTiB
Ta BUPILLEHHS.

e  CTPOK BUPILLEHHS - YOTMPU TUXKHI, SIKLLIO iHLIE He
3a3HadeHo B popaTtkax. OgHak Ha Le Moxe
BMIMHYTU peakuis krieHTa abo iHWux TpeTix
CTOpIH.

The resolution process includes the following steps.
e Investigation, and analysis of the situation,
e Structured response (root cause analysis,

correction, corrective action), if the severity
is rated high

¢ Implementation of correction and corrective
action,

¢ Information to the client of findings and
actions taken,

e Monitoring of results: check if the solution is
implemented and effective,

¢ Record and traceability of documents,

e Follow up on sustainability of results and of
resolution.

e The timeframe for resolution is four weeks,
unless otherwise specified in appendices.
However this may be affected by
responsiveness of the client or other third
parties.
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biopo Bepitac 30epirae aHOHIMHICTb CKap)KHMUKa
CTOCOBHO KMi€HTa, SKWO LEe BUMarae CKapXHUK, i
po3rnsgae aHOHIMHI  cKaprM Ta  BUpPaXKeHHS
HEBOOBOJIEHHS, SKi HE OOI'PYHTOBYHOTBCS, SIK CKapr,
SIK KOMEHTapi 3alikaBneHUX CTOpPiH Ta 3BepTalThbCs
00 HUX Nifg Yac HacTynHOro ayguTy.

[nsa KoXXHOro koHkpeTHoro Bunaaky, bBBC, CkapxHuk
Ta KnieHT BupiWy0Th, Y1 NOTPIGHO OnMpunogHIOBaTH
iHpopMmaLito. Konu PiLLIEHHSI NPUNMaETbCH
ONpunIoaHIoBaTh cKapry, To Mae 6ytn odiuinHun
no3.in CkapxxHuka Ta KnieHTa.

Byaob-aki BMNagku, KONMM HEpPO3rofioleHHsa ckapru
nyoniyHo MoXke BMWHYTM Ha iHWI 3auikaBreHi
CTOPOHM, NMOBUHHI ByTW ONpPUOOHEHI.

Mpuknagamn TakMx BUNaKiB € ckapru Wwono:
* [edektn, Ski MOXYTb MaTW KaTacTpodidHi
Hacnigku (Tpasmu, cMepTb TOLO);
+ 360i B cucTemax eKornoriYyHOro yrnpasniHHs, SKi
MOXYTb 3aBOaTU CEpPUO3HOI LUKOAM OOBKINMO Ta
3aLikaBNeHNM CTOpOHaM;
* AKiCTb Xap4yoBUX NPOAYKTIB; TOLLO
* OcTtaTtoyHa nMcbMOBa BIONOBiIAb HaOAETbCA
CKaP>KHUKY
» KoOHKpeTHi npoueaypu po3rnsgy ckapr Ta
anensuin 3acToCoBYHOTbCA AM151 HACTYMHUX CXEM
Ha OCHOBI BUMOT BflacHMKa CXemu, i X Korist Moxe
OyTM HagaHa Ha 3anuMT MICLEBOro TEXHIYHOro
MeHeoxepa
o Mocnym ASC
o Mocnym MSC
o MNocnyrm FSC
0 IATF 16949
0 SA8000
o CDM

Bureau Veritas retains the anonymity of the
complainant in relation to the client, if this is requested
by the complainant and shall treat anonymous
complaints and expressions of dissatisfaction that are
not substantiated as complaints as stakeholder
comments and address these during the next audit.

On case-by-case basis, BVC, the Complainant and
the Client shall decide if information needs to be
made public. There has to be formal authorization
from Complainant and Client when the decision is to
make the complaint public.

Any instances where failure to publicly disclose the
complaint could affect other stakeholders, should be
made public.

Examples of these instances are complaints about:

e Defects that could have catastrophic
consequences (injuries, death, etc,);

e Failures in environmental management
systems that could cause severe damage to
environment and stakeholders;

e Quality of food products; etc.

e A final written response is provided to the
complainant

e Specific complaints and appeals handling
procedure are applied for following schemes
based on scheme owner requirements and
a copy of these can be made available on
request from LTM

o ASC Services
MSC Services
FSC Services
IATF 16949
SA8000
CDM

0O O O O O

3. Appeal Process / [Ipouec anensinin

Anensauii po3rnagaTbCs Ha PiBHI MPUAHATTS pilleHb
wopo ceptudikauii (Critical Location, Hub, ICC) Ta
KOOPANHYIOTBCS MICLUEBUM TEXHIYHUM MeEHeXepoMm
i3 BiANOBIAHMMW MeHeOXKepaMu 3 NUTaHb akpeauTauii

Ta CL, Hub a6o ICC pgna nigTpyumaHHS
HeynepeaKeHoCTi.
3BepHeHHsi, WO crTocyloTbes cxem  QHSE,

nepegarTbCa  cepTudpikauinHoMy MeHegxepy 3
akpeauTauii.

Appeals are dealt at the level where certification
decision making was done (Critical Location, Hub,
ICC) and coordinated by Local Technical Manager
with concerned Accreditation Manger and CL, Hub, or
ICC to maintain impartiality.

Appeals related to QHSE schemes are
communicated to CER Accreditation Manager.

Appendix 9 - Complaints and Appeals Rev 1.0/
Dopatok 9 — Ckapru Ta anensuii, Pea. 1.0

4/4 24.12.2021




