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1.0. AMAC /PURPOSE
Bu proseduirlin amaci; /The purpose of this procedure is;

AVACERT e yapilmis olan Sikayetler ve itirazlarin alinmasi degerlendirilmesi ve sonuglandirilmasi igin metod
olusturmaktir.

/To create a method for receiving, evaluating and finalizing complaints and objections made to AVACERT.

2.0. KAPSAM VE SORUMLULUK. /SCOPE AND RESPONSIBILITY

Bu prosediir kurulusumuzun tiim departmanlarini kapsar. ilgili sorumlular prosediir detayindaki faaliyetlerin
yuritilmesinden sorumludur.

/This procedure covers all departments of our organization. Relevant responsible persons are responsible for carrying out the activities in the
procedure detail.

3.0. TANIMLAR /DEFINITIONS

Sikayet: Basvurunun alinmasindan belgelendirme silrecinin sonuna kadar tim asamalarda; 6zel veya tiizel kisilerden,
kurulusumuz politikasi, prosediirleri, yonetmelikleri, faaliyetleri, performansi, kadrolu ve anlagmali personeli,
belgelendirme yaptigi kurumlar gibi konular hakkinda yazili veya s6zli gelen olumsuzluklar.

/Complaint: At all stages from receipt of the application to the end of the certification process; Negativities received in writing or verbally from
private or legal persons about issues such as our organization's policy, procedures, regulations, activities, performance, permanent and contracted
personnel, and the institutions it certifies.

itiraz: Kurulusumuzun gergeklestirdigi belgelendirme faaliyetlerinde almis oldugu kararlara karsi ilgili taraflarca
yapilan olumsuzluklar.

/Objection: Negativity made by the relevant parties against the decisions taken by our organization in the certification activities carried out.

4.0. UYGULAMA /PRACTICE

Kurulusumuz sikayet veya itirazlar ile ilgili olarak komitelerinin almis oldugu tim kararlardan sorumludur ve bu
kararlarin uygulanmasi icin gerekli faaliyetleri yiritecegini taahhlt eder. Sikayet veya itirazlarin degerlendirilmesi
icin komitelerini organizasyon el kitabinda bildirilen niteliklere uygun olarak kurar ve bu komitelere tarafsizlig
etkileyecek baskilardan uzak durur. Komiteler kararlari alanlardan ve tetikleri yapanlardan farkli kisilerden
olusturulur.

/Our organization is responsible for all decisions taken by its committees regarding complaints or objections and undertakes to carry out the
necessary activities to implement these decisions. It establishes its committees for the evaluation of complaints or objections in accordance with
the qualifications stated in the organization handbook and avoids pressures that would affect the impartiality of these committees. Committees
are composed of people who are different from those who make the decisions and those who make the triggers.
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Sikdyet veya itiraz basvurulari kurulusumuza sozli veya yazili olarak yapilabilir. S6zIG olarak yapilan sikayet veya
itirazlar mutlaka yazili hale getirilmelidir. Sikdyet ve itiraz Formu web sitemizde yayinlanmaktadir. Kurulusumuza
sikayet veya itiraz ulagmasi durumunda sikayet veya itirazin alindig1 ve degerlendiriimeye baslandig, otuz is giinu
icinde ¢6ziime ulastirilacagi bilgisi sikayet ve itirazin alinmasindan sonraki bes giin iginde sikayet veya itiraz
bagvurusunda bulunan yazil olarak bildirilir. Sikayet veya itirazlarin ilerleyen asamalarinda da yonetim temsilcisi
tarafindan bagvuruda bulunanlar bildirilir.

/Complaints or objection applications can be made to our organization verbally or in writing. Complaints or objections made verbally must be put
in writing. Complaint and Objection Form is published on our website. If a complaint or objection is received by our organization, the applicant for
the complaint or objection is notified in writing within five days after the complaint or objection is received, that the complaint or objection has
been received and started to be evaluated, and that it will be resolved within thirty business days. In the later stages of complaints or objections,
the applicants are notified by the management representative.

Sikdyet veya itirazlarin degerlendirmesi kapsaminda gerceklestirilen faaliyetlerle ilgili bilgiler gizli olup, gerektiginde
kurulusumuzu akredite eden kuruluslar harig, hig bir kosulda tglinci taraflara bildirilmez. Yasalar geregi tiglinc
taraflara bilgi verilmesi zorunlu oldugunda basvuru sahibi bu durumdan haberdar edilir. Kurulusumuz, sikayet sahibi
ve belgeli firma sikayetin konusu ve ¢dziimiiniin kamuoyuna acik hale getirilip getirilmeyecegine ve getirilecekse
bunun hangi mertebede olacagina birlikte karar verir.

/Information regarding the activities carried out within the scope of the evaluation of complaints or objections is confidential and will not be
disclosed to third parties under any circumstances, except for the organizations that accredit our organization when necessary. When it is required
by law to provide information to third parties, the applicant is informed of this situation. Our organization, the complainant and the certified
company decide together whether the subject of the complaint and its solution will be made public and, if so, to what extent.

Kurulusumuzun faaliyetleri ile ilgili sikayet ve itirazlari stirekli iyilestirme aracidir ve alinan sikdyet veya itiraz igin
Duzeltici Faaliyet Formu dlzenlenerek olasi bir uygunsuzlugun tekrarlanmasi énlenir.

/Complaints and objections regarding our organization's activities are a tool for continuous improvement, and a Corrective Action Form is
prepared for the complaint or objection received to prevent the recurrence of a possible nonconformity.

Sikayet veya itiraz basvuru esnasinda, Sikayet ve itiraz konusunun igerik, tarih ve varsa numarasi, Basvuruyu yapan
dzel ya da tiizel kisinin adi, Sikayet veya itiraz kapsaminda yer alan faaliyette gérev alan personellerin adlari, Kararin
kabul edilmeme nedenleri, Gerektiginde detay bilgi alinabilecek kisi/kisilerin iletisim bilgilerini saglanmasi gereklidir.
Bu bilgilerin eksik olmasi durumunda Yonetim Temsilcisi basvuruda bulunanlar ile irtibata gecerek gerekli bilgilerin
alinmasini saglar.

/During the Complaint or Objection application, the content, date and number, if any, of the subject of the Complaint or Objection, the name of
the natural or legal person making the application, the names of the personnel involved in the activity within the scope of the Complaint or
Objection, the reasons for not accepting the decision, the person(s) from whom detailed information can be obtained when necessary. Contact
information must be provided. If this information is missing, the Management Representative contacts the applicants and ensures that the
necessary information is obtained.

4.1 SIKAYETLER /COMPLAINTS

Sikayet basvurulari; Kurulusumuz yonetim sistemleri belgelendirme faaliyetleri kapsaminda, belgelendirme
basvurularinin degerlendirilmesi, belgelendirme, takip, kapsam genisletme vb. denetimlerinin yapiimasi,
belgelendirme kararinin alinmasi icin gecen siire veya benzer konularla ilgili asagidaki konularda olabilir.

/Complaint applications; Within the scope of our organization's management systems certification activities, evaluation of certification
applications, certification, follow-up, scope expansion, etc. It may be about the following issues regarding the conduct of audits, the time taken to
take the certification decision or similar issues.

Hazirlayan: Yonetim Temsilcisi Onaylayan: Genel Miidiir
/Prepared By: Management Representative /Approved By: General manager
syf. 3
Elektronik niishaduwr. Basilmis hali kontrolsiiz kopyadur.
/1t is an electronic copy. The printed version is an uncontrolled copy.




Dokiiman kodu PR-12
Document Code
‘—“-a—\-, % Cg__l'_‘E i iTi T Yayin tarihi 25.03.2021
VI — SIKAYET VE ITIRAZ PROSEDURU Release Date
‘l \\ Revizyon no 00
., (q» ~ COMPLAINT AND OBJECTION PROCEDURE Revision Number
Porn8ii0® sevllgyog:arlhl -

Denetim ekibi veya denetgilerin tutum ve davranislari,
/Attitudes and behaviors of the audit team or auditors

Denetim programina uyum,
/Compliance with the audit program,

Kurulusumuz belgelendirme faaliyetinde gérev alan personelin performansi,
/The performance of the personnel involved in our organization's certification activities,

Belgelendirilmis kurulus hakkinda hizmet veya uriin kullanicisi olan taraflarin sikayeti,
/Complaint of parties who are service or product users about the certified organization,

Akreditasyon kurulusunun belgeli firmalarin logo ve akreditasyon isareti yanhs kullanimi bagvurusu vb.
/Incorrect use of logos and accreditation marks of certified companies by the accreditation body, etc.

Kurulusumuzun gerceklestirdigi faaliyetin hizmet bedelinin basvuran kurulusca kabul edilmemesi vb.
/The service fee for the activity carried out by our organization is not accepted by the applicant organization, etc.

Hizmet veya (riin kullanicisi ya da Gglinci taraflarca belgelendirilen kuruluslar hakkinda yapilacak sikayetlerin
oncelikle belgelendirilen kuruluslara dogrudan yapilmasi ve sikdyet sonucunun tatmin edici olmamasi durumunda

kurulusumuza sikayet basvurusu yapmasi gerekmektedir. Bu durumda olmayan sikayetler degerlendirmeye alinmaz.
/Complaints about service or product users or organizations certified by third parties must first be made directly to the certified organizations, and
if the result of the complaint is not satisfactory, a complaint must be made to our organization. Complaints that are not in this situation are not
taken into consideration.

Sikayete esas konuda basvuran tarafin gecerli belgeye sahip olmasi ve bu belgelerin kurulusumuz tarafindan
diizenlenen belge kapsaminda ydritilen faaliyetler icinde yer almasi gerekmektedir. Gegerliligi dogrulanamayan

sikayetler isleme alinmaz.
/The party applying for the basis of the complaint must have a valid document and these documents must be included in the activities carried out
within the scope of the document issued by our organization. Complaints whose validity cannot be verified are not processed.

Sikayet konusu belgelendirilen kurulus olmasi durumunda kurulusumuz belgelendirilen kurulustan sikayet konusu ile
ilgili kendi sikayet degerlendirme prosediir’ Gini uygulamasini ve gerekli diizeltici faaliyeti gerceklestirerek
kurulusumuza yanit vermesini isteyecektir. Bu sekilde ki sikdyetlerde belgelendirilmis kurulusun belgelendirilmis
yonetim sisteminin etkinligi de degerlendirilir.

/If the subject of the complaint is a certified organization, our organization will ask the certified organization to apply its own complaint evaluation
procedure regarding the complaint and to respond to our organization by taking the necessary corrective action. In such complaints, the
effectiveness of the certified management system of the certified organization is also evaluated.

Sikayet islemi; Sikayet Bildirim Formuna konu ile ilgili belge ve dokiimanlar eklenip, kayit edilerek baslatilir. Sikdyet
basvurusu kayit isleminden sonra Yonetim Temsilcisine iletilir. Sikayetin isleme alindigi ve degerlendirmenin
tamamlanarak en gec otuz giin icerisinde siirecin sonuglandirilacagina dair basvuru sahibine bes is glini icerisinde
bilgi yazisi yazilir.

/Complaint process; It is started by adding documents and documents related to the subject to the Complaint Notification Form and recording it.
The complaint application is forwarded to the Management Representative after the registration process. An information letter is written to the
applicant within five business days stating that the complaint has been processed and the evaluation will be completed and the process will be
concluded within thirty days at the latest.
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Sikayetlerle ilgili ibraz etme, arastirma ve karar, sikayet sahibine karsi herhangi bir ayrimcilik igermemelidir.
Ve Ayrica sikayete taraf olan kisiler karari inceleyen & bildirim yapan bir tarafta bulunmamalidir.
Belgelendirilmis musteri hakkindaki gecerli herhangi bir sikayet, kurulusumuz tarafindan sézi edilen belgelendirilmis

musteriye zamaninda yonlendirilmelidir.

/The submission, investigation and decision regarding complaints must not involve any discrimination against the complainant.
And also, the parties to the complaint should not be a party to review & notify the decision.

Any valid complaint about a certified customer must be directed by our organization to said certified customer in a timely manner.

Yonetim Temsilcisi tarafindan sikayete esas konunun ¢éziime kavusturulmasi amaci ile Sikdyet Komitesinin
toplanmasi saglanarak, sikayet basvuru tarihinden itibaren 30 giin icerisinde tamamlanarak gizlilik esaslarina uygun
olarak yazili olarak basvuru sahibine yanit verilir. Sayet gerceklestirilecek diizeltici faaliyet daha uzun bir zaman
gerektiriyorsa ve bu durum onceden biliniyorsa sikayette bulunana bilgi aktarimi yapilir. Bu sire zarfinda basvuru

sahibi yapilan islemler hakkinda bilgi sahibi olmak lizere kurulusumuzu arayabilir.

/The Management Representative convenes the Complaint Committee in order to resolve the issue underlying the complaint, and the complaint is
completed within 30 days from the application date and the applicant is responded to in writing in accordance with confidentiality principles. If the
corrective action to be taken requires a longer period of time and this situation is known in advance, information is transferred to the complainant.
During this period, the applicant can call our organization to get information about the transactions carried out.

Sikayete esas konunun ¢ézlimlenmesi amaci ile diizeltici faaliyet baslatilir. Gerekmesi durumunda ilgili
bolim/strecte olagan disi ic denetim gergeklestirilebilir. Sikayet kurulusumuzdan belgeli bir firmaya ait ise, sikayet
firmaya yonlendirilir ve gerektiginde ilgili firmada olagan disi denetim gerceklestirilebilir.

/Corrective action is initiated to resolve the issue underlying the complaint. If necessary, extraordinary internal audit can be carried out in the
relevant department/process. If the complaint belongs to a company certified by our organization, the complaint is directed to the company and,
when necessary, an extraordinary audit can be carried out in the relevant company.

Sayet gerceklestirilecek diizeltici faaliyet daha uzun bir zaman gerektiriyorsa ve bu durum dnceden biliniyorsa
sikayette bulunana bilgi aktarimi yapilir. Bu sire zarfinda basvuru sahibi yapilan islemler hakkinda bilgi sahibi olmak

Uzere kurulusumuzu arayabilir.
/If the corrective action to be taken requires a longer period of time and this situation is known in advance, information is transferred to the
complainant. During this period, the applicant can call our organization to get information about the transactions carried out.

Kurulusumuz yukaridakilerin disinda genel olarak yapilan diger sikdyetlerin ( telefona cevap, yanlhs fatura kesimi,
iletisimsizliklerden kaynaklanan vb.) degerlendirmesini sikdyet komitesine gondermeden Yonetim Temsilcisi
tarafindan form doldurularak takip eder.

/Apart from the above, our organization follows up the evaluation of other complaints made in general (response to the phone, incorrect invoicing,

resulting from lack of communication, etc.) by filling out a form by the Management Representative, without sending it to the complaint
committee.

4.2.iTiIRAZLAR /OBJECTIONS

itiraz basvurulari; Kurulusumuzun Yénetim sistemleri belgelendirme faaliyetleri ile ilgili olarak aldigi karara karsi

asagidaki konularda olabilir.
/Objection applications; The following issues may arise against the decision taken by our organization regarding management systems
certification activities.

¢ Hizmet bedeline yapilanlar /Objections to service fee

e Kurulusumuzun denetleme islemine devam etmeme karari almasina yapilanlar /Objections to our organization's decision
not to continue the audit process

¢ Belgelendirme kapsamina yapilanlar /Objections to the scope of certification

e Tarafsizligl bozacak unsurlarin 6nlenmesine yapilanlar /Objections to the prevention of elements that disrupt impartiality

e Basvuru esnasinda yapilmasi gerekenlerle ilgili yapilanlar /Objections regarding what needs to be done during the application
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e Denetlenen musterinin yonetim sistemini etkin olarak uygulamadaki ve standarda uygunluk konusundaki objektif

kanitlara dayandirilarak rapor edilen uygunsuzluklar ile ilgili (major, mindr) yapilanlar /Objections regarding reported
nonconformities (major, minor) based on objective evidence of the audited client's effective implementation of the management system and
compliance with the standard

e Belgelendirme kararlari ile ilgili (belge vermemek, belgeyi askiya almak, geri cekmek, vb) yapilanlar /Objections
regarding certification decisions (not issuing a document, suspending the document, withdrawing it, etc.)

e Asama-1 denetimi sonucu alinan kararlara yapilanlar /Actions taken on the decisions taken as a result of the Stage-1 audit

e Denetim programi diizenleme ve kararlara yapilanlar /(denetgiler, sahalar, isletmeler..vb ) /Objections to audit program
arrangements and decisions (inspectors, sites, businesses, etc.)

e Kararlarimizin misterinin isteklerine aykiri olmasi durumunda yapilanlar /Objections made if our decisions contradict the

customer's wishes

Kurulusumuz tarafindan alinan karara itiraz, karar bildirim tarihinden itibaren otuz giin icerisinde yazili olarak

yapilmahdir.
/Objection to the decision taken by our organization must be made in writing within thirty days from the date of decision notification.

itiraz bagvurusu Yénetim Temsilcisi tarafindan alinir. itiraz bagvurusunun isleme alindigi ve degerlendirmenin
tamamlanarak en geg otuz giin icerisinde siirecin sonuglandirilacagina dair basvuru sahibine bes is glinii igerisinde
bilgi yazisi yazilir. Yénetim Temsilcisinin koordinasyonunda itiraz Komitesinin toplanmasi saglanarak degerlendirme
yapilir. itiraz Komitesi tarafindan olusturulan goriis, Genel Miidiir tarafindan degerlendirilir. Gerekli gorildiigi
durumlarda Hukukgularin gorisleri de alinir. Gorasler dogrultusunda alinan karar Yonetim Temsilcisi tarafindan
basvuru sahibine gizlilik sartlari yerine getirilerek yazili olarak bildirilir. itirazin sonuglandirma siirecinin uzamasi
durumunda basvuru sahibine tekrar yazilarak gelismeler hakkinda bilgi verilir. itiraz komitesi tarafindan alinan
kararlara basvuru sahibinin tekrar itiraz etmesi durumunda hukuki ydntemlere basvurulur. itiraz Komitesi tarafindan

¢ozlilemeyen itirazlar Tarafsizlik Komitesi tarafindan da degerlendirilebilir.

/The objection application is received by the Management Representative. An information letter is written to the applicant within five business
days stating that the objection application has been processed and that the evaluation will be completed and the process will be concluded within
thirty days at the latest. The evaluation is made by convening the Objection Committee under the coordination of the Management
Representative. The opinion formed by the Objection Committee is evaluated by the General Manager. When deemed necessary, the opinions of
lawyers are also taken. The decision taken in line with the opinions is notified to the applicant in writing by the Management Representative,
complying with the confidentiality conditions. If the objection finalization process takes longer, the applicant will be informed again about the
developments. If the applicant objects again to the decisions taken by the objection committee, legal methods are used. Objections that cannot be
resolved by the Objection Committee may also be evaluated by the Impartiality Committee.

Kurulusumuz, itirazi gecerli kilmak icin gerekli olan tiim bilgilerin toplanmasi ve dogrulanmasindan sorumludur.
itirazi ve sikayeti ele alma siirecine dahil olan kisilerin denetimleri gerceklestiren ve belgelendirme kararlarini veren

kisilerden farkh olmahdir.
/Our organization is responsible for collecting and verifying all information necessary to validate the objection. The people involved in the
objection and complaint handling process should be different from those who perform inspections and make certification decisions.

5.0. iLGiLi DOKUMANLAR /RELATED DOCUMENTS

FRB-12 Sikayet ve itiraz Formu /FRB-12 Complaint and appeal Form

TL-12 Komitelerin Belirlenmesi ve Calismasi Talimati /TL-12 Determination and Working Instruction of Committees
FRS-09 Toplanti Raporu /FRS-09 Meeting Report

FRS-17 Dis iletisim Formu /FRS-17 External Communication Form
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