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1. PURPOSE 

The purpose of this procedure is to describe the process of receiving, evaluating and 
making a decision regarding both appeals made by CERTINSPECT clients for the results of 
the activities included in the certification process, as well as complaints addressed to 
CERTINSPECT clients. 

2. FIELD OF APPLICATION 

In order to fulfill the purpose, this procedure is applied by the Commission for the handling 
of appeals and complaints (CTA) as well as by the internal staff appointed to establish 
corrections and corrective actions in order to resolve the appeal/complaint. 
 
3. TERMS, ABBREVIATIONS AND REFERENCES 
3.1 Terms 

The terms used in this procedure are the terms stipulated in the reference documents. 
Other definitions are: 
Appeal - request made by a client of CERTINSPECT, by the accreditation body or by a 
regulatory authority regarding the re-evaluation of the conclusions of a stage in the 
certification process (analysis of the request, conclusion of the audit team, certification 
decision) or regarding the qualification, deontology, confidentiality and impartiality the staff 
involved in the evaluation activity carried out on behalf of CERTINSPECT. 
Complaint - dissatisfaction expressed by a person, an organization or civil society 
addressed to a client of CERTINSPECT regarding the products/services made/performed 
by this client, which may affect the effectiveness of the certified management system, to 
which a written answer or resolution is expected. 

3.2 Abbreviations 

ADM 
RM 
CTA 
CAI 
DC 

Director 
Management representative 
The commission for handling appeals and complaints 
Commission for ensuring impartiality 
Certification Director 
 

3.3 References 
-SR EN ISO/CEI 17021-1:2015  Conformity assessment. Requirements for bodies 
performing audit and certification of management systems. Part 1: Requirements 
-SR ISO/TS 22003:2016 Food safety management systems. Requirements for bodies 
auditing and certifying food safety management systems  
-SR EN ISO/IEC 27006:2020 Information technology. Security techniques. Requirements 
for bodies providing audit and certification services for information security management 
systems 
-ISO/IEC 20000-6:2017 Information Technology – Service management Part 6: 
Requirements for bodies providing audit and certification service management systems 
-SR ISO 10002:2019 Quality management - Customer satisfaction - Guidelines for handling 
complaints within organizations 
-Regulamentele Organismului de Acreditare in vigoare 
-SR EN ISO/IEC 17000:2020 Evaluarea conformitatii.Vocabular si principii generale 
 
4.   PROCESS DESCRIPTION 
Appeals and complaints are registered at the time of their receipt at the CERTINSPECT 
headquarters in the Entry Register, code: PS-01-F-04. The registered appeals and 
complaints are sent to the RM, which registers them in the Register of 
appeals/complaints, code: PS-05-F-01 and forwards them to the CTA for resolution. The 
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register of appeals/complaints is completed according to the resolution with the actions 
taken, the decision taken and the output number of the notification address of the 
appellant/complainant regarding the resolution method. RM informs the 
appellant/complainant about the results of the analysis of the appeal/complaint and 
manages the activities until they are extinguished. 
ADM monitors compliance with the deadlines regarding decision-making in the case of 
appeals/complaints. 
Once the appellant/complainant is informed about the decision taken, he is informed that if 
he is not satisfied with the decision taken, he can contact CAI CERTINSPECT. 
All the staff involved in evaluating and making a decision in the case of appeals/complaints 
have signed the Deontological Code. 
 
4.1 Handling appeals 
Within CERTINSPECT, the responsibility for evaluating and deciding on appeals made by 
its clients falls under the responsibility of the Appeals and Complaints Handling 
Commission (CTA). 
If the appeals refer to problems with an impact on impartiality, the assessment and 
decision-making is done with the CAI's consultation. 
The commission for handling appeals and complaints is a permanent commission set up in 
accordance with the instruction Rules regarding the establishment and functioning of 
CERTINSPECT commissions, code: R-01, from people who did not participate in the audit 
or in the certification decision. 
CTA CERTINSPECT's responsibilities are: 
- analyzing the appeal if it is founded; 
- following up and investigating the appeal, including the actions taken to resolve it; 
- ensuring that appropriate corrective actions are taken; 
- providing to appellant a on the status of the appeal handling; 
- the official notification of the appellant regarding the completion of the appeal handling 
process within a maximum of 30 days from its receipt. 
Before handling an appeal, CTA members inform ADM if they are in a situation of conflict of 
interest or threat to impartiality, as described in the procedure Risk Management, code: PS-
06. 
CERTINSPECT confirms the receipt of the appeal and, as the call handling process 
progresses, provides the appellant with information on the status of the actions taken and 
the result obtained. 
Through its Policy on appeals and complaints, CERTINSPECT ensures that the submission 
of appeals, their investigation and the decision on appeals do not result in any 
discriminatory action against the appellant. 
The CAI annually analyzes whether the decisions taken by the CTA take into account the 
previous results of appeals. 
 
4.2 Handling complaints 
The evaluation and decision-making regarding complaints addressed to clients certified by 
CERTINSPECT is the responsibility of the CTA, whose members were not previously 
involved in the subject of the complaint. 
Within this process, CTA has the following responsibilities: 
- informing the complained customer in an appropriate time; 
- validation and investigation of the complaint to decide what actions should be taken; 
- follow-up of complaints, including the actions taken to solve them; 
- ensuring that appropriate corrective actions are taken; 
- the official notification of the complainant regarding the completion of the complaint 
handling process; 
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- establishing together with the client and the complainant if and to what extent the subject 
of the complaint and its solution should be made public and/or if the authorities should be 
notified (if there are regulatory requirements). 
Before handling a complaint, CTA members inform ADM if they are in a situation of conflict 
of interest or threat to impartiality, as described in the procedure Risk Management, code: 
PS-06. The CTA, together with the person in charge of the file, decide how to resolve the 
complaint. 
The person in charge of the file, who manages the complained client's file, decides after the 
analysis whether to verify the effectiveness of the resulting corrective actions it is necessary 
to perform an unscheduled surveillance audit at the client's headquarters or if the evidence 
submitted by the client regarding the removal of the non-conformities found is sufficient. 
If the person in charge of the file is in a situation of conflict of interest or threat to 
impartiality, as described in procedure PS-06, his responsibilities regarding handling the 
complaint rest with the DC. 
In the event that it is decided to carry out an unscheduled audit at the client's premises, it is 
carried out within 30 days from the receipt of the complaint. Failure to perform this audit 
leads to the suspension of the certificate(s) granted until it is performed. 
In the event that it is decided that the evidence submitted by the client regarding the 
removal of the non-conformities found is sufficient, the effectiveness of the actions taken to 
remove the non-conformities is verified on the occasion of the first scheduled audit, by the 
audit team. The audit team is informed about the content of the complaint by e-mail sent to 
the head of the audit team. 
Through its Policy on appeals and complaints, CERTINSPECT ensures that the 
submission of complaints, their investigation and the decision regarding the complaints do 
not result in any discriminatory action against the complainant. 
CERTINSPECT together with the certified client and the complainant determine if it is 
appropriate for the subject of the complaint and the solution to be made public. 
CAI annually analyzes whether the decisions taken by the CTA take into account the 
previous results of complaints. 
 
5 RESPONSIBILITIES 
5.1 Director 
-monitors compliance with the deadlines regarding decision-making in the case of 
appeals/complaints. 
 
5.2 Management Representative 
- register appeals/complaints in the Appeal/Complaint Register; 
-forwards received appeals and complaints to the CTA for resolution; 
- manages the recordings resulting from the handling of the appeal/complaint; 
- inform the appellant/complainant about how to resolve the appeal/complaint. 
 
5.3 Secretariat 
- register the call/complaint in the Entry Register; 
- transmits the call/complaint to the RM; 
-record the answer to the caller/complainant in the Exit Register. 
 
5.4 CTA Members 
-evaluate and make the decision regarding appeals made by CERTINSPECT clients for the 
results of the activities included in the certification process, as well as complaints 
addressed to CERTINSPECT clients. 
 
5.5 CAI Members 
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- annually analyzes whether the activity of the CTA in the process of handling 
appeals/complaints respects the principles of impartiality and takes into account previous 
results of previous appeals/complaints; 
-acts in accordance with the responsibilities stipulated in the Rules regarding the 
establishment and operation of CERTINSPECT commissions, code: R-01 and with the 
provisions of the procedure Risk Management, code: PS-06. 
 
6. ANNEXS 
Forms: 
- Register of appeals/complaints, code: PS-05-F-01. 


