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	The change concerns the procedure in the event that the complaint concerns the President of the Unit and the indication of the document containing specific criteria of competence to consider complaints and appeals.

	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


1. Purpose of the procedure

The purpose of the procedure is to standardize the procedure in the event that Pomorskie Centrum Certacji Sp. z o. o. a complaint/complaint or appeal is received.

2. Complaints

Any interested party (e.g. client, institution, client of a certified client) may submit a complaint to Pomorskie Centrum Certyjny Sp. z o. o. or directly to the Committee for the Protection of Impartiality and Appeals.

Complaints are accepted in the following cases:

• reservations regarding the manner of carrying out the certification procedure

• reservations regarding the work of the audit team

• reservations regarding the tasks performed by the staff of the Pomeranian Certification Center Sp. zoo.

• irregularities identified by interested parties regarding the conduct of business by a certified client that fall within the scope of certification

• complaints and explanations submitted by interested parties, including offices, institutions, PCA.

3. Appeals

The client has the right to appeal to the President of Pomorskie Centrum Certyjny Sp. z o. o. from any decisions issued by Pomorskie Centrum Certacji Sp. z o. o. , at all stages of the certification process, supervision and re-certification, within one month from the date of the audit, in the scope of refusal to grant, renewal, suspension, withdrawal of certification and limitation or failure to extend the requested scope of certification. The client may also file an appeal if the organization is unsatisfied with the outcome of the complaint.

4. Complaints

The customer may submit a complaint to Pomorskie Centrum Certacji Sp. z o. o. in the event of dissatisfaction with the quality or improper performance of the received certificate.

5. Form for submitting complaints, appeals and claims.

The customer may submit a complaint, appeal or claim in the form of:

• oral – in person or by telephone

• in writing - by letter or e-mail

The elements necessary to accept the report are: the name of the organization and the name, surname and address of the person submitting it, as well as a description of the subject matter of the case.

Each such report is subject to registration in the register of complaints, complaints and appeals, specifying the form of the report.

6. Deadlines for considering complaints, appeals and complaints.

Pomeranian Certification Center Sp. z o. o. strives to complete the proceedings investigating the circumstances of the complaint, appeal or claim as quickly as possible. The response should be submitted in writing no later than 14 days from its receipt. In the case of complaints when a final resolution within the set deadline is impossible, the President of Pomorskie Centrum Certyjny Sp. z o. o. provides information about the explanatory activities undertaken in this regard, along with the approximate date of consideration of the complaint. If the complaint concerns a certified Customer, a letter is sent to the given Customer to obtain a position on the subject of the complaint (explanation). At the same time, the Lead Auditor conducting the audit in the entity against which the complaint was submitted is also informed about the submitted complaint.

Pomeranian Certification Center Sp. z o. o. is guided by the principle of confidentiality during the process of registering, assessing and making decisions regarding complaints, complaints or appeals, both in relation to the complainant/appeal and the subject of the complaint/appeal itself. Submitting, considering and making decisions on complaints/appeals does not result in any discriminatory actions towards the person submitting the complaint/appeal.

If it is necessary to disclose information to a third party or by law, PCC Sp. zoo. is obliged to obtain the consent of the interested party. If the complaint concerns the President of the Unit, the case is immediately transferred to KOBIO for impartial clarification of the matter. The competence criteria for persons involved in the process of clarifying complaints and appeals are included in the appropriate procedure P.1 Competence management.
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​ 7. Course of action in the event of a complaint or complaint

• registering a complaint or complaint

• confirmation of receipt of the complaint or complaint - after accepting the complaint of PCC Sp. z o. o. confirms whether it concerns certification activities for which the company is responsible - if so, it is considered. However, if it concerns a certified client, the certified client's explanation is taken into account. In doubtful situations requiring confirmation of the client's correct conduct, it may be necessary to perform a special audit. The President of PCC Sp. decides to carry out a special audit. z o. o. The certified client is informed about the special audit, i.e. an audit with a short notice period.

• determining and making a decision as to the scope of activities that should be carried out in connection with the submitted complaint (records from previous, similar complaints should be taken into account, and whether the complaint/complaint concerns certification activities)

• after obtaining sufficient information and examining all circumstances relating to the complaint/complaint as well as its validity and improvement actions taken, the interested party submitting the complaint/complaint is informed.

• taking corrective actions aimed at eliminating the causes of submitted complaints/complaints about the activities of the certification body, if they turned out to be justified.

8. Procedure in the event of an appeal

• Registering the appeal by the Quality Manager and notifying KOBIO about the implementation of the appeal procedure

• The Quality Manager / President of PCC informs the client about the acceptance of the appeal, the course and completion of the appeal consideration process.

• KOBIO undertakes activities related to the implementation of the appeal process (analysis of documentation, decision to conduct a special audit, opinions and conclusions regarding the decision along with providing full, logical justification for the decisions taken)

• After considering the appeal, the Committee for the Protection of Impartiality and Appeals determines whether it is justified or not and forwards the results of the meeting to the President of Pomorskie Centrum Certyjny Sp. z o. o.

• President of PCC Sp. z o. o. provides the Client with information about the result of the examination.

• President of PCC Sp. z o. o. takes appropriate corrective actions aimed at eliminating the causes of appeals submitted (if necessary).

Pomeranian Certification Center Sp. z o. o. will decide together with the certified Client whether and to what extent the subject of the complaint and its resolution should be made public.

If the dispute is not resolved, the rules of procedure in accordance with the Civil Code shall apply.

9. Responsibility

Persons responsible for considering a given complaint or appeal did not participate in the auditing process and did not make decisions related to the certification of the management system.

Pomeranian Certification Center Sp. z o. o. is responsible for collecting and verifying all information necessary to validate the appeal, complaint/complaint, as well as for all decisions made at all levels of the complaint/complaint handling process.

Scope of responsibility:

 Members of the Committee for the Protection of Impartiality and Appeals are responsible for:

• reliable and impartial consideration of each appeal. If the reliable and impartial consideration of an appeal requires special knowledge in a given field or technical area of the business, the Chairman of the Committee for the Protection of Impartiality and Appeals may appoint an additional expert whose knowledge and experience will allow for effective and impartial consideration of the submitted appeal.

 President of the Pomeranian Certification Center Sp. z o. o. He is responsible for:

• formally notifying the person filing the complaint, appeal or complaint about the completion of the investigation procedure and the decisions taken

• appointing the Lead Auditor to conduct a special audit when he deems it justified

 The Quality Manager/Quality Assistant is responsible for:

• correct registration of every complaint, appeal and complaint

• ongoing monitoring of the progress of the case

• storing documents related to the case

• keeping the President informed on the status of each case to avoid unnecessary delays

• providing feedback on the consideration of the complaint/appeal

10. Registration

• Register of complaints, grievances and appeals – F.1/P.3

• Card of nonconformities and corrective actions – F.6/P.7

• Documentation related to the special audit (if any)

11. Storing documentation related to complaints, appeals and complaints

All documentation is kept in a file at the position of the Quality Manager for a period of 4 years.
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