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This Procedure applicable to all M1 Business Lines & Activities for all Appeals & Complaints

Bu prosediir tiim Intertek faaliyet alanlarindaki itiraz ve Sikayetler icin Uygulanabilir.

1.

Introduction / Girig
The purpose of this Intertek procedure is : / Bu Intertek proseddiriiniin amaci:

- to identify a standard and structured process for the management of Customer Appeals and
Complaints received by Intertek. / Intertek tarafindan alinan, Misteri ltirazlarinin ve
Sikayetlerinin yénetimi icin standart ve yapilandirilmis bir stire¢ tanimlamak.

- to communicate the standard process to all operations to ensure that all appeals and
complaints are handled in a professional and responsible manner. / Tim itirazlarin ve
sikayetlerin profesyonel ve sorumlu bir sekilde ele alinmasini saglamak igin standart islemi tim
operasyonlara iletmek.

Intertek definitions: / Intertek tanimlari:

Appeallitiraz: A request for the re-evaluation of the decision made by the inspection /
certification body of the inspector / -certification body regarding this item.." /
Muayene,Belgelendirme 6gesini saglayanin muayene/belgelendirme kurulusundan, bu 6geye
iliskin vermis oldugu kararin yeniden degerlendirilmesine dair talep.

Complaints: A complaint is defined as "a written complaint received against either Intertek or a
Intertek Certified Organisation" / Intertek veya Intertek Sertifikali Kurulusa karsi yazili bir sikayet

Key principles and process steps / Temel ilkeler ve suire¢ adimlari

Complaints and appeals received must be recorded and the details transmitted to the relevant
Intertek entity for processing. / Alinan sikayet ve itirazlar kaydedilmeli ve ayrintilar iglem igin
ilgililere iletilmelidir.

In case of complaint or appeal received from a "party" which is not a Intertek client, due
consideration must be given whether or not it is appropriate to answer, taking into account
potential liability. In such cases, the content of the answer must be coordinated with the client. /
Intertek miigterisi olmayan bir "taraf" tan sikayet veya temyiz basvurusunda bulunulmasi
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durumunda, potansiyel ylikiimliligi dikkate alarak, cevaplamanin uygun olup olmadigi dikkate
alinmalidir. Bu gibi durumlarda, cevabin igerigi misteri ile koordine edilmelidir

Once a complaint or appeal is recorded, its receipt is to be acknowledged./ itiraz sikayet
kaydedilir ve alindigina stirecin baglatildigina dair bilgi verilir.

The Technical Department is the default channel for dealing with the complaints and appeals.
Sikayet ve itirazlarla ilgilenmek igin Teknik Departman yetkili birimdir

In case of a critical risk (such as complaints involving a possible litigation, insurance declaration,
court summons, loss of image, accreditation...) the complaints must be transferred to the
regional or the HO and finally to Technical and Quality Management / Kritik bir risk (muhtemel
bir dava, sigorta beyani, mahkeme c¢agrisi, imaj kaybi, akreditasyon ... iceren sikayetler gibi)
durumu s6z konusu oldugunda sikayetler bdlgesel merkez ofise yonlendiriimeli ve Teknik ve
Kalite Yonetimine devredilmelidir.

Divisional legal contact. / Bdlgesel yasal iletigsim.
An overall review of customer's complaints or appeal process must be part of the annual

Management-System Review. / Misterinin sikayetlerini veya itiraz sirecini gézden gegirmek,
yillik Yénetim Sistemi Incelemesinin bir pargasi olmalidir.

Process steps

For each complaint and appeal, a structured process must be followed, which addresses the following
points:/ Her bir sikayet ve itiraz icin, asagidaki hususlara deginen yapilandirilmis bir siire¢ izlenmelidir:

The complaint and appeal must be recorded by the technical manager of the receiving Intertek
MIIWA(Intertek Internet Web Application Database). Sikayet ve itirazlar Intertek MIIWA
(Intertek internet Web Uygulama Veritabani) alaninin teknik yonetici tarafindan
kaydedilmelidir.

The receipt of the complaint or appeal must be acknowledged, according to the above
principles, within 5 working days. Communicate "appeals and complaints process" and timings
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to the appellant or complainant. /Sikayetlerin veya itirazlarin, yukaridaki yénergelere uygun
olarak 5 is giinii icinde onaylanmasi gerekir. itirazlari ve sikayet siireglerini, itiraz veya sikayet
eden kisiye bildirin

Describe the problem, the complaint or appeal, with its business impacts, analyze the situation,
ISorunun belirlenmesi, sikayet veya itirazin, is lizerindeki etkileri, durumu analiz etme,

Communicate the details of the complaint or appeal and findings to relevant internal parties
where required Technical Manager shall liaise with Intertek Technical and  Quality
Management or the relevant accredited Intertek entity in order to try to solve the appeal or

complaint. /Sikayet, itiraz ve bulgularin ilgili departmanalara bildiriimesinde Teknik Miidiir,
itiraz veya sikdyetini ¢6zmeye c¢alismak icin Intertek Teknik ve Kalite Yénetimi veya ilgili
akredite edilmis Intertek birimi ile irtibata gececektir.

Prepare structured response (correction, root cause, corrective action) / Bildirim igin hazirlik
yapilamsi (diizeltme, kék neden, diizeltici eylem)

Implement correction and corrective action / Diizeltici ve diizeltici eylemlerin uygulanmasi

Inform the client of the findings and actions taken, Miisteriye alinan bulgu ve eylemleri bildirin,

Monitor the results: check if the solution is implemented and effective, / Sonuglari izleyin:
¢6ziimtiin etkili ve verimli olup olmadigini kontrol edin,

Maintain documents, ensure traceability, Dokiimanlari korumak, izlenebilirlik saglamak,
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e Follow up: check sustainability of the results and closing when solved / izleme: Sonuglarin
stirdiiriilebilirligini kontrol edin ve ¢éziildiigiinde kapatin

3. Appeals process / itiraz siireci

Upon receipt of the appeal the Technical and Quality Manager shall determine if s/he was involved in
the process in / itirazin alinmasina miiteakiben, Teknik ve Kalite Miidiiriiniin, bu siirecte yer alip
almadigini belirlenecektir.

guestion: soru:

e If Technical and Quality Manager was involved, then a suitable qualified internal independent
person shall be appointed / Teknik ve Kalite Miidiirii dahil oldugu takdirde, uygun nitelikli bir i¢
bagimsiz kisi atanir.

¢ If Technical and Quality Manager was not involved; s/he can carry out the investigation /
Teknik ve Kalite Miidiirii dahil degilse; sorusturma yiirtitebilir

The next steps are: Sonraki adimlar:

Any appeal received must be communicated in a timely manner to the Technical and Quality Manager
/ Alinan herhangi bir itiraz, Teknik ve Kalite Mlduri'ne zamaninda bildirilmelidir.

* to answer to the appellant that the appeal has been received and will be processed. / itiraz
eden kigiye ltirazin kabul edildigine ve incelenecegine dair bilgi verilmesi

e to investigate the grounds of the appeal, by reviewing the appeal and associated files (contract
review, audit reports, certification decision details). / tiraz gerekgelerini ve itiraz dosyalarini ve ilgili
dosyalari inceleyerek (sézlesme incelemesi, denetim raporlari, sertifika karar detaylari) arastirmak.

The submission, investigation and decision on appeals do not result in any discriminatory actions
against the appellant. jtiraz basvurusu sonucunda itiraz eden kisiye karsi herhangi ayrimci bir karara
izin verilmez.
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This process shall be subject to requirements for confidentiality. Bu siireg, gizlilik sartlarina tabi
olacaktir.

Intertek shall inform the appellant that s/he can question the decision of the appeal panel by raising the
same appeal to the accreditation body. / Intertek itiraz eden kisiye alinan kararla ilgili olusabilecek
memnuniyetsizligini Akreditasyon kurulusunada tasiyabilecegini agiklar.

4. Complaints process / Sikayet siireci

Upon receipt of the complaint the Technical and Quality Manager , shall determine if s/he was involved
in the process in question: / Sikayetin alinmasina miiteakiben, Teknik ve Kalite Miidiiriiniin, bu siirecte
yer alip almadigini belirlenecektir.

o If Technical and Quality Manager was involved, then a suitable qualified internal independent
person shall be appointed / Teknik ve Kalite Miidiirii dahil oldudu takdirde, uygun nitelikli bir i¢
badimsiz kisi atanir.

o If Technical and Quality Manager was not involved; s/he can carry out the investigation. /
Teknik ve Kalite Midiirii dahil dedilse; sorusturma yiirlitebilir

¢ In some cases an audit may be initiated to proceed with the investigation. In such a case the
client must be notified with reasons why the audit will be performed / Bazi durumlarda, sorusturmayi
baslatmak icin bir denetim baslatilabilir. Béyle bir durumda miisteriye denetimin neden yapildiginin
gerekgeleri ile bildirilmesi gerekir

Customer complaints will normally be made in writing by the customer, but if not, Intertek office
receiving the complaint shall initiate a complaint record in MIIWA system. Complaints and Appeals
Management process is publicly available through Intertek website./ Sikayet sahibi/Mlisteri, sikayeti
yazili olarak iletir fakat yazili olarak iletiimedigi durumda sikayet konusu MIIWA sitemine yetkili Kigi
taraindan kaydedilir. ltiraz / Sikayet siireci Intertek web sayfasinda kamuya agiktir.

Acknowledgment receipt is sent to the complainant and results of investigations are communicated to
the complainant in an appropriate time: / Sikayet ile ilgili arastirma sonuglandiginda sikayet sahibi ile
irtibata gecilir.

An initial response shall be made to the customer within 5 working days. Full resolution should be within
4 weeks whenever possible this may be affected by the responsiveness of the customer or other third
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parties. / Miisteri ilk 5 giin icinde bilgilendirilecektir. Konun tam olarak ¢6ziime kavusturulmasi
ilgililerden alinacak ifade ve aciklamalara bagl olarak 4 haftay: bulabilir.

Responsibles for Customer Complaint Management : Miisteri Sikayetleri ile ilgili Sorumluluklar

All staff in Intertek office / Intertek ofisindeki tiim personel

o Acknowledge / Sikayetin alindigini onaylayacaktir.
Managerial Level / Yénetici seviyesinde

o Consider customer feedback / Misteriye geri bildirimde bulunmak
o Take vital role for the corrective action / Diizeltici eylem igin hayati rol almak

Technical Manager / Operation Manager / Teknik Midir / Operasyon Mudur

o Consider customer feedback and initiate corrective action if complaint is valid / Sikayet
gecerliyse miisteri geribildirimini géz éniinde bulundurun ve diizeltici 6nlemi baslatin

o Record and maintain the customer complaint in the Intertek tool (MIIWA)/ Intertek
MIIWA panelinde miisteri sikayetini kaydetmek ve muhafaza etmek

o Take vital role for the corrective action / Diizeltici eylem icin hayati rol alin

o Communicate the action taken to complainant / Dulzeltici eylemleri sikayet sahibine
bildirmek.

o Ensure the effectiveness and timely manner of customer complaint process / Miisteri
sikayet yénetim stirecinin etkinligini ve zamaninda yapilmasini saglamak

Channels to communicate customer complaints : Mdisteri sikayetlerini iletmek icin kanallar:

Complaints can be communicated through a variety of channels./ Sikayetler cesitli kanallardan
iletilebilir

e  Written Complaint / Yazili Sikayet

o Formal Letter / Resmi Mektubu

o Email / E-posta

o Web site / Internet sitesi tzerinden ( www.intertek-turkey.com )
e Verbal Complaint / SézIii Sikayet

o Phone Call/ Telefon Gériismesi



http://www.intertek-turkey.com/
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o Feedback during sales visit or audit / Satis ziyareti veya denetim sirasinda geri bildirim

5. Reporting

Customer complaints will normally be made in writing by the customer, but if not, Intertek office
receiving the complaint shall initiate a complaint record MIIWA system for corrective action
management. / Sikayetler yazili olarak alinacak aksi oldugu durumlarda da gsikayet Intertek ofisi
tarafindan diizeltci eylemler igcin MIIWA sistemine kaydedilecektir.

Each record created in MIIWA system is reviewed /checked by the Global QHSE Manager. / MIIWA
sisteminde olusturulan her kayit Global QHSE Yéneticisi tarafindan incelenir / kontrol edilir.




