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1 i

Hanuit JOKYMEHT BCTaHOBJIIOE poLenypu
OTPUMAaHHs, OI[IHIOBaHHS Ta TPUHHATTS pilllCHHS
IIOJI0 ameNsIiii, CKapr Ta CHIPHUX MUTaHb CTOCOBHO
nismpHOCTI  ceptudikaniiinoro oprany TOB «IMC
IHTEPHELIHJI» (mani - CO) BiamoBigHO 1O BHMOT
JACTY EN ISO/IEC 17021-1 3 ypaxyBaHHSIM BHUMOT
JACTY ISO 9001, ISO 9001, ACTY ISO 14001, ISO
14001, ISO 45001, ACTVY ISO/IEC 27001, ISO/IEC
27001, ACTY ISO 22000, ISO 22000, ACTY ISO
50001, ICTY ISO 13485, ISO 13485.

2  Cdepa3acTocyBaHHA
JlaHa JOKYMEHTOBaHa MPOIEypa 3aCTOCOBYETHCS
BciM niepconanom CO.

3  Tepminn, BU3HAYEHHS TA CKOPOYEHHSI

HacrtymHi TepMiHH, BU3HAYESHHS 3aCTOCOBYIOTHCS JIJISI

Li€T pOLeaypH:

Ckapra - [TuceMoBe a00 ycHe HEe3aI0BOJICHHS KJTIEHTa

I0I0 TUITY TTOCITyT, ipontoHoBanux CO, abo crocooy,

SIKHM 111 TTOCTYTH Oy BUKOHAHI.

Anensis - IluceMoBe He3aJ0BOJCHHS KIII€HTA

pe3yNbTaTOM HaJaHOI MOCTYTH (HAIPUKIIA, PIIICHHS

CO mrozo ranysi ceprudikarrii)

«CyTTEBOIO» CKAPTOIO €:

® CKapru Bi opraHy akpemuTariii mo/0 kiiearis CO

e CKaprd TpETiX CTOpiH (CTOPOHHIX KOMIIAHIM,
opranizamiii a00 MPUBATHUX OCi0) ITOMO KITIEHTIB
CcO

® HEMIPUIHATTS CTAHJIAPTHAX KOHTPAKTIB

® CKapr CTOCOBHO HENPHHUHATTS PIMIEHb MO0
ceprudikarii (3armepedeHHs/IpeTeH311)

® HEMpPaBWIBFHUI 3amrc y 6a3i JaHuX

e ceprudikaty, SAKi He BUAAHI 4yepe3 3 MicAlll micis
KOPUTYBaITbHUX T

Bci iHmIi ckapru BBaXKAIOTHCS «HE3HAYHIMI.
HactymHi o0O3HAakKM BUKOPHUCTOBYIOTBCS B SIKOCTI
OCHOBH JIJIS aHAJII3Y IPHYHH:

e ckapra Tperboi cToponH mozo Kiientis CO (oprany
aKpenuTanii, JIep)KaBHUX YCTAHOB, Jep)KaBHUX
OpTaHiB BJIAJIH, BIACHUKIB CTaHAAPTHY)

® BKKOJIOCTYIHICTH TpamiBHUKIB CO

® HAJTO JIOBTa TPHBAIICTH OOpPOOKM 3amuTiB abo
KOMEPIIHHUX ITPOTTO3UIIIH

1 Purpose

This document establishes the procedures for receiving,
evaluating and taking decisions on appeals, complaints
and disputed issues regarding the activities of
Certification body IMS INTERNATIONAL LLC
(hereinafter - CB) in accordance with the requirements
of DSTU EN ISO/IEC 17021-1, taking into account the
requirements of DSTU ISO 9001, ISO 9001, DSTU
ISO 14001, ISO 14001, ISO 45001, DSTU ISO/IEC
27001, ISO/IEC 27001, DSTU ISO 22000, ISO 22000,
DSTU ISO 50001, DSTU ISO 13485, ISO 13485.

2 Scope
This documented procedure is used by all personnel of
CB.

3 Terms, definitions and abbreviations
The following terms and definitions apply to this
procedure:

Complaint - Written or verbal dissatisfaction of the
customer regarding the type of services offered by CB,
or the manner in which these services were provided.
Appeal - Written dissatisfaction of the customer with
the result of the service provided (for example, the
decision of CB regarding the scope of certification)
"Substantive™ complaint is:
e complaint from the accreditation body regarding
customers of CB
e complaint from third parties (third-party companies,
organizations or private individuals) regarding
customers of CB
e rejection of standard contracts
o failure to make certificate
(objections/claims)
e incorrect entry in the database
e certificates that are not issued 3 months after
corrective actions
All other complaints are considered to be "minor".
The following features are used as a basis for analyzing
the reasons or grounds for complaints in the annual
statistics:

e a third-party complaint against customers of CB
(accreditation body, state institutions, state
authorities, owners of the standard)

o difficult accessibility of employees of the CB

e overly long duration of processing requests or
commercial offers

decisions
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e HeajekBaTHe  abo  HEmpuUHHSTHE
MPOIO3HMIIIH MO0 I[iHK 200 KOHTPAKTY

® KpUTHKa WIOAO YrOAW TMPO JAaTH, MPU3HAYCHHS
ayJHMTOPiB, Yac ayauTy

® HEJIOIKM 3arajbHUX IIOKa3HHWKIB (pe3yiabTaTiB/
3BITIB 3 ayAUTY)

® HAQ/ITO JIOBTa TPUBAJICTh BUAaUi cepTHdiKaTy

® IOMWJIKY B cepTU(iKaTi, MOMIKOIKEHI cepTHdiKaTh

® IOMUWJIKH BBEJICHHSI 0a3u JTaHUX

® MOMHJIKK a00 HAATO JOBra TPHUBAIICTH OOPOOKH
JIOKYMEHTIB (pIHAHCOBOI Ta MOAATKOBOI 3BITHOCTI

® iHIII

® BiJICYTHICTh BIi/IITOBIAaJIbHOCTI

HaJgaHHS

4  BignoBimaabnHicTh
Kepisuuk CO Hece BiANOBIIaIbHICTD 3a:

® 3aTBEP/DKCHHS  TPaBWI, IO  CTOCYIOTHCS
YIPaBIIiHHSA CKapraMu Ta arejsiisiMu
e 3a0esrnedeHHs  (QYHKIIOHYBaHHS  IIPOIECY

VIIPaBITIHHS CKApTaMy Ta arelsisiMA
e B3aeMOmdil0 Ta iH(OOPMYBaHHS 3al[iKaBJICHUX
CTOpIH
e KOH(MIACHIIHHUN PO3IJIA CKapr
e 3anmydyeHHs ropucTiB, 3MI, cTpaxoBHUX KOMIaHii
3a HeoOX1THOCTI

3acrynuuk kepiBHuka CO Hece BiAMOBIAAJIBHICTD 3a:
® BBCJICHHS, KOHTPOJIb, YIIPABIIHHS Ta MOJAIbIIE
BJIOCKOHAJICHHSI MPOIEIypPH YIPABIIHHS CKapraMu
Ta anemanissMu B CO
® peecTpyBaHHS Ta OOpOOKY CKapr Ta 3aydeHHS
niepcorary CO st oOpoOKu ckapr
e B3aemomito Ta iHbopmyBaHHA KiieHTiB CO
® aHaJ3 CKapr Ta amelsIii Mmoo CIIabKuX CTOPiH
1 morenmiamiB it noninmeHas CO, HImMiFOBaHHSA
KOPUTYBaITbHUX Ta 3aMO0DKHUX JTiH

5  Onuc aiin

Posrnsny He miuAraroTh anesiii/cKkapri Bix 0O{HOTO
1 TOTO X AalensgHTa/CKap)KHUKa 3 OJHOTO 1 TOTO XK
MATaHHS, AKIIO T10 I[ii amensmii abo ckap3i Bxke Oyio
NPUIHATE PIlICHHS.

ATensiHT/CKapKHUK MOXe y OyIIb-sIKUH Yac Bifi3BaTH
MOJaHy amnessito/ckapry. Y 1boMy BUNAAKY PO3IJIsL
amemsinii  a00 CKapru  NPUOMHSAETHCS.  Posrmsn
po0JieMH, M0 MOpYIIeHa y ik amensiii abo ckap3i
BIpYT€, HE TPOBOUTHCS.

e providing inadequate or unacceptable proposals for
the price or the contract

e criticism regarding the agreement on dates,
appointment of auditors, time of audit

e shortcomings of general indicators (results/audit

reports)

overly long duration of certificate issuance

errors in the certificate, damaged certificates

database input errors

errors or excessively long processing time of

financial and tax reporting documents

e others

e lack of responsibility

4 Responsibility
Head of CB is responsible for:

e approval of the rules related to the complaints and
appeals management

eensuring the functioning of the complaints and
appeals management process

e interaction and informing of interested parties

e confidential consideration of complaints

einvolvement of lawyers, mass media, insurance
companies if necessary

Deputy Head of CB is responsible for:
eintroduction, control, management
improvement of the complaints
management procedure in CB
eregistration and processing of complaints and
involvement of the personnel of CB to process
complaints

einteraction and informing of customers of CB
eanalysis of complaints and appeals regarding
weaknesses and potentials for improvement of CB,
initiation of corrective and preventive actions

and further
and appeals

5 Description of actions

Appeals/complaints from the same
appellant/complainant on the same issue are not subject
to consideration, if a decision has already been made on
this appeal or complaint.

The appellant/complainant can withdraw the submitted
appeal/complaint at any time. In this case, consideration
of the appeal or complaint is terminated. Consideration
of the issue raised in this appeal or complaint for the
second time is not conducted.
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[lopsimok ympaBiHHS CKapraMu Ta anelsisMu
pOo3nicHMIA Ha 3 eTanu:

e  Orpumanus Ta peectparis (1. 5.1.1)

e OO0poOka (1. 5.1.2)

e TumyacoBe apxiByBaHHS, aHOHIMHA OI[IHKa,

BujaneHus (m. 5.1.3).

5.1 YnpaBainug ckapramMmu
[porec posrisigaHHs cKapr OXOILIIOE TaKi eeMEHTH
U Meronu:
a) CXeMmMy TpoIecy OTPUMaHHS, ITiITBEPHKCHHS,
POBTIISIIAHHS CKApT, & TAKOXK JUIS TPUHHATTS PIlICHHS
IIOJI0 JTiH, SKMX HEOOX1IHO BXXUTH Y BIAMOBIb Ha HE;
b) BicTexeHHsI I peecTpyBaHHS CKapr, 30Kpema Hil,
BXKHTHX y BIJIIIOBIb HA HUX;
c) 3abe3neueHHs TOro, mood OyJI0 BKUTO OY/Ib-SKUX
HAJI©KHUX KOPUTYBAaHb 1 KOPUTYBAIBHY 0.
CO Hece BiANOBiIANBHICTH 3a BCI PIllICHHS Ha BCIX
PIBHSX TIPOLIECY PO3TIISLY CKapr.
3BepHEHHSI, PO3MIIJIAHHS W PIIEHHS MOJI0 CKapr He
MOBHHHI CIIPHYMHATH OYAb-SKUX TUCKpUMIHAIIHHUX
Tlifi CTOCOBHO CKap KHHUKA.
5.1.1 OTpumaHHs Ta peecTpallisi cKapr
Ckapri MOXyTh OyTH OTpHMaHi y HHCBMOBIH
(odimiftHUE  TUCT TOmTO ab0  EMEKTPOHHOIO
omITow) abo ycHid (opmi (TeaepOHHUN 3BIHOK).
KokeH cHiBpOOITHUK MNP OTPUMAaHHI  CKapru
MOBHHEH TMpOiHQOpMYBaTH Tpo Iie BukoHaBUOro
JupekTopa, KUl poO3risigae CKapry Ta OpraHizye ii
oIaIbIry 00poOKy.
[Ticns orpumanHs ckapru 3acTymHUK KepiBHHKa CO
TIepeBipsi€ BIMIMOBIAHICTH OTPUMAHOI CKaprd O3HAKaM
HaBEJCHWM y JaHIi JOKYMEHTOBaHIN mpomenypi. Y
pasi BimMmoBigHOCTi, TpOTsAroM 1 poOodYoro ImHS,
3actynauk kepiBHUKa CO peectpye ckapry Ta Oyab-
SIKi OTpUMAaHI JJOKyMEHTH.
5.1.2 O6pobka ckapru
[Ticns peectparii ckapru 3actynmHuk kepiBHHKa CO
aHaNi3ye YW € JaHa cKapra OOIPYHTOBaHOK (4
CTOCY€ETBCS CKapra AisUIbHOCTI Moo ceprudikarii, 3a
SIKy HECe BIAMOBIAANBHICTh OpTraH 3 cepTHdikarii),
SIKIIO Hi 3aIKCy€ BiNMOBiMHI IPUYUHHU Ta 3aKPUBAE
ckapry. SIKIIO cKapra CTOCYEThCS CEepTHU(IKOBAHOIO
KIEHTA, TiJ dYac 11 PpO3MJIsIIaHHS HEOOXiJHO
BPaxOBYBaTH pPE3YyJIbTATHBHICTE  CepPTH(IKOBAHOI
CHCTEMH YIPABIIHHSL
SAxmo ckapra oOrpyHTOBaHa 3acTYITHHK KepiBHHKA
CO ananizye 41 Mae BOHA BIUIMB Ha I'POMAaJICHKICTh
a0o TMpaBOBi HACIIAKH, IO MAalOTh BIIHOIIEHHS IO

The procedure for managing complaints and appeals is
divided into 3 stages:

e Receipt and registration (cl. 5.1.1)

e Processing (cl. 5.1.2)

e Temporary archiving, anonymous evaluation,

deletion (cl. 5.1.3).

51 Complaints management
The complaints-handling process includes the following
elements and methods:
a) an outline of the process for receiving, validating,
investigating the complaint, and for deciding
what actions need to be taken in response to it;
b) tracking and recording complaints, including actions
undertaken in response to them;
c) ensuring that any appropriate correction and
corrective action are taken
CB is responsible for all decisions at all levels of the
complaints handling process.
Submission, investigation and decision on complaints
shall not result in any discriminatory actions against the
complainant.
5.1.1 Receiving and registering complaints
Complaints can be received in writing (official letter by
post or e-mail) or verbally (phone call). Each employee
upon receiving a complaint must inform the Deputy
Head of CB, who will consider the complaint and
organize its further processing.

After receiving a complaint, the Deputy Head of CB
checks whether the received complaint meets the
criteria specified in this documented procedure. In case
of compliance, within 1 working day, the Executive
Director registers the complaint and any documents
received.

5.1.2 Complaint processing

After registering a complaint, the Deputy Head of CB
analyzes whether the complaint is valid (whether the
complaint relates to certification activities that it is
responsible for), if not, then records the relevant reasons
and closes the complaint.

If the complaint relates to a certified client, then
examination of the complaint shall consider the
effectiveness of the certified management system.

If the complaint is valid, Deputy Head of CB analyzes
whether it has an impact on the public or legal
consequences related to insurance or information
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CTpaxyBaHHs a0o 10 3axucty iHdopMmarii. ko €
HasBHICTh  BIAMOBIOHOTO  BIUIMBY,  3acTYIHHUK
kepiBarka CO Heraitno iHpopmye kepiBauka CO.
3actynauk kepiBauka CO opranizye o0poOKy ckaprw,
Ta 3a HEOOXIJHOCTI 3alydae OO Tpolecy OOpoOKH
ckapru criBpo6iTHukiB CO.

Bynp-sixy minTBepKeHy ckapry Ha cepTU(iKOBaHOro
kiienta CO y HaJeKHUK TEpMiH  mepenae
cepTu(iKOBaHOMY KJIIEHTOBI.

[Iportec oTpuMaHHs, OI[IHIOBAHHS W YXBaJFOBaHHSI
pilleHHS 1OJI0 CKapr BpPaxOBYE BUMOTU OO

KOH(IICHIIIHHOCTI, OCKLIBKHA 1€  CTOCYETHCS
CKap>KHHUKa ¥ mpeaMeTa CKapr.
CO Hece BIANOBITAIBHICT, 3a 30UpaHHA U

nepeBipssHHS  BCiel HeoOXimHoi iH(opMalii, o
MIATBEPAUTH CKAPTy.

Komun me moxmmBo, CO miaTBEpIKYE OTpPHUMAaHHS
CKapryl ¥ HaJlae CKap»KHUKOBI MPOTATOM 2 poboumx
JIHIB 3BITH Y JIOBUIbHIN (popMi PO Xif i1 po3risiaHHs
1 pe3yJbTar.

Ilepion ouikyBaHHS BHKOHAHHS ITOAAJBINNX iM,
HalpPHUKJIAJ] O4YiKyBaHHS Ha BIANMOBiIb KII€HTA, HE
TTOBWHEH TIEPEBUITYBATH 3 MIiCSIIIi.

Pimenns, 1mo Oyae MOBIZOMIIGHO CKapKHHKOBI,
YXBaJllOIOTb a00 IIEPEBIPIOTh W  3aTBEPIKYIOThH
ocoba(u), 1m0 He 3aay4anacs(JIUcs) MOMEPEIHbO 10
IpeaMeTa CKapru.

Komn ne wmoximBo, CO
MTOBIIOMJICHHSI ~ CKap>KHHUKOBI
MIPOLIECY PO3IJISAAHHS CKapry.
Ckapra BBaXa€TbCs 3aKPUTOI0, SKIIO  KIIIEHT
[IO3UTUBHO pearye Ha IpPOLEAYpPY, 3alpOIIOHOBAHY
IUTSA BUpIMIEHHs cKapru abo B pasi MOBHOI BiJICYTHOCTI
peakmii, AKy cmig Oymo OdYiKyBaTH BiJ KI€HTa
mpotsiroM 3 wicsmiB.  SIkmo HEoOXimHO, cKapru
MOBUHHI OyTH TIPHITHATI 3HOBY i 0OpoOKa MOBHHHA
OyTH TIPOMOBXKEHA, B pa3i MOBTOPHOTO 3BEPHEHHS
kiierTa 1o CO.

CO Bu3Ha4Ya€e pa3oM 3 KITIEHTOM 1 CKap>KHUKOM, YH
moTpibHO, 1 AKmI0O Tak, y SAKOMYy 00cCs3i,
PpO3roJIOIyBaTh NPEAMET CKapry Ta Il BUCHOBKHU.

Hajga€e
1010

odiriitae
3aKIHYECHHSI

Axmo 3acrymHuk kepiBHuKa CO HE MOXE MOCATTH
yrogd 3  KIIIEHTOM, BIH MOXe 3BEpHYTHCS
6esnocepenapo 10 Pagu CO, sika BHUCTyIa€e B SIKOCTI
apOiTpaxkHoro oprany. B Ttakomy pasi 3acTymHHK
kepiBHHKa CO HajCWIa€e JUCT i3 3MICTOM CKapru Ta
BJIACHUM TBEP/KEHHS, SKUU TOrODKYEThCS i3

protection. If there is a corresponding influence, the
Deputy Head of CB immediately informs the Head of
CB.

The Deputy Head of CB organizes the processing of the
complaint and, if necessary, involves employees of CB
in the processing of the complaint.

Any valid complaint about a certified client is referred
by CB to the certified client in question at an appropriate
time.

The process to receive, evaluate and make decisions

on complaints is subject to requirements for
confidentiality, as it relates to the complainant and to the
subject of the complaint.

CB is responsible for gathering and verifying all
necessary information to validate the complaint.

Whenever possible, CB shall acknowledge receipt of
the complaint, and shall provide the complainant with
progress reports and the result of the complaint.

The waiting period for further actions, such as waiting
for the customer's response, should not exceed 3
months.

The decision to be communicated to the complainant is
made by, or reviewed and approved by, individual(s)
not previously involved in the subject of the complaint.

Whenever possible, CB gives formal notice of the end
of the complaints-handling process to the complainant.

The complaint is considered to be closed if the customer
responds positively to the procedure proposed to resolve
the complaint or in the case of a complete lack of
response that should have been expected from the
customer within 3 months. If necessary, complaints
should be accepted again and processing should be
continued, in case of repeated application of the
customer to CB.

CB determines, together with the certified client and the
complainant, whether and, if so to what extent, the
subject of the complaint and its resolution shall be made
public.

If the Deputy Head of CB cannot reach an agreement
with the customer, he can apply directly to the Board of
CB, which acts as an arbitration body. In this case, the
Deputy Head of CB sends a letter with the content of the
complaint and its own statement, which agrees with the
head of CB, to the members of the Board of CB. The
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Hupektopom wieHam Pamgu OC. Pama oprany

ceprudikanii  oOpobisie  3BEepHEHHS Mg dYac
HACTYIHUX 3araJbHUX 300piB, B IHIOIOMY pa3i
PO3LIISIIAHHS ~ TaKoro 3BEPHEHHA MOXe OyTH

3MIACHEHO AMCTaHIiiHO. OMUC IBOro MPOIEeCy s
KJTIEHTa TAKOX JOCTYITHUI Ha CalTi.

5.1.3 ApxiByBaHHs

JoxyMeHTailisi 31 ckapr 30epiraetbcs y Bukonasyoro
JIMPEKTOpa B yMOBaxX OOMEKEHOrO JIOCTYITY JIst
nepconany OC.

JokyMeHTallisi 31 ckapr, sKka HaJidlDIa MPOTATOM
poky, 30epiraetecsi y BukoHaBuoro ampekropa
BIPOJIOBXK 18 MICSIIB Mic/s 3aKiHYEHHS OTOYHOIO
poky. Ilicisi 3akiHYeHHST BH3HAYEHOTO TEPMiHY
3acTapiyii JOKYMEHTH BUIAJISIOTHCS Ta 3HHUILYIOTHCS.
5.2 YnpaBainua aneassuisiMu

5.2.1 3arajabHi MoJ10:KeHHs

[lpu Hesromi 3 mpomeaypaMH Ta pe3yldbTaTaMu
ceprudikamii 3agiBHUK a00 IHIIA CTOPOHA MOXKE
nogatu anemsmito o CO. Tlomaua anmensmii He
3ynuHse il npuiHITHX CO pIIeHb.

CO Hece BIIMOBITAIBHICTh 3a BCI PIMIEHHS HA BCIX
piBHSAX Tporecy posrisgmanas anemsmin.  CO
3a0e3mnedye, 00 OCIO, SAKI IPOBOMWIM AyIUTH W
MPUAMAJIH PilIeHHS 010 cepTUdIKallii, He 3aayJann
JI0 TIPOTIECY PO3TIISIAHHS arleIsiii.

3BepHEHHS, PO3TIIAIAHHS M PIIICHHS MO0 ATTeIsAIlii
HE MTOBUHHI CIPUYIHHSITH OyIb-IKHuX
TUCKPUMIHAIIIMHAX Jiif CTOCOBHO aIleIISTHTA.

[Ipomec po3risgmaHHs —amesAIid  OXOINTIOE  TakKi
€JIEMEHTH ¥ METONU:

a) CXeMy TpOIecy OTPHMaHHS, MIiNTBEp/DKEHHS W
PO3TIIAIAHHS aIeyIsAIlii, a TAKOXK IS BUPIMISHHS TOTO,
SIKUX Jiii HEeoOXiMHO BXXWTH Yy BIAIOBiAb Ha Hei,
BPaxOBYIOUM pe3yJAbTaTH TIOMEPEAHIX IMOMiIOHMX
aneJrsiiin;

b) BiacTexyBaHHS ¥ peecTpyBaHHS
30KpemMa i, Y)KUTUX JUTs X BUPIIICHHS;
c) 3a0e3medyeHHs TOrO, MO0 OYJIO 3ampoBaKEHO
OyIb-Ki Halle)XXHI KOPUTYBAaHHS 1 KOPUTYBAIBHI Hii.
5.2.2 Tlopsiiok moaaHHS anesasiuii

Amensiis TOBUHHA TOJABATHCS B MTUCHMOBIH (popmi
Ha iM's kepiBHumka CO mnporsrom wicsns micis
OTpPUMaHHSI 3asIBHUKOM pillieHHs abo iHhopMarttii npo
mii um  Oe3piuibHicTs CO, sgKi 3asgBHHK Oaxkae
OCKapXUTH.

anesIsiiiim,

Board of the certification body processes the appeal
during the next general meeting, otherwise
consideration of such an appeal can be carried out
remotely. A customer description of this process is also
available online.

5.1.3 Archiving
Complaint documentation is kept by the Deputy Head
of CB with limited access for CB staff.

Documentation of complaints received during the year
is kept by the Deputy Head of CB for 18 months after
the end of the current year. After the expiration of the
specified period, outdated documents are deleted and
destroyed.

5.2 Appeals Management

5.2.1 General

In case of disagreement with the procedures and results
of certification or technical supervision by CB, the
applicant or another party may file an appeal with CB.
Filing an appeal does not suspend the effect of the
decisions made.

CB is responsible for all decisions at all levels of the
appeals-handling process. CB ensures that the persons
engaged in the appeals-handling process are different
from those who carried out the audits and made the
certification decisions.

Submission, investigation and decision on appeals shall
not result in any discriminatory actions against the
appellant.

The appeals-handling process includes the following
elements and methods:

a) an outline of the process for receiving, validating and
investigating the appeal, and for deciding what

actions need to be taken in response to it, taking into
account the results of previous similar appeals;

b) tracking and recording appeals, including actions
undertaken to resolve them;

c) ensuring that any appropriate correction and
corrective action are taken.

5.2.2 Procedure for submitting appeals

The appeal must be submitted in writing to the head of
CB within one month after the applicant receives the
decision or information about the actions or inaction of
CB that the applicant wishes to appeal.
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Tepmin nmogaui anensuii He TOBUHEH MEPEBUITYBATH
OJTHOTO MiCSIIS B natu oaepxkanHs pimennst CO abo
BiJIMOBH Y BiIHOBJIEHHI mopymieHux mpas 3 6oky CO.
Anerniis TMOJAEThCA 3a HAsIBHOCTI y 3asABHHUKA
pimenns CO a6o npu BumHenHi CO niid, siki, Ha
MOTJISA/] 3asBHUKA, MPU3BOIATH O MOPYLIEHHS HOro
MpaB Ta iHTepeciB y cdepi ceprudikarii.

B anensiii noBuHHa OyTH YiTKO BHKJIaJeHA il CyTh.
Jlo anensiii 1oaaroThCs BC1 JOKYMEHTH 1 MaTepiai,

SKI MATBEPIUKYIOTh 1 TOSCHIOIOTh (akTH, IO
MICTATBCS B alleNsii, Sk IpaBuiIo:
® JIMCTYBaHHS 100 CIIPHOrO THUTAHHS MK

3assBHMKOM Ta CO;

e Korii pillieHHs PO BiZIMOBY BHJadi cepTudikara
Ha CUCTEMY yIpaBITiHHS/ CKOpOUYEHHS
ranmy3i/pu3ylniuHEeHHs/CKacyBaHHsT  cepTudikaTa
Ha CUCTEMY YIIPaBIIiHHS Ta 1H.

CO Moxe BUMaraTy HaJlaHHs IHIIUX JOKYMEHTIB, 110

HEOOX1TIHI IS pO3TJISAY amessilii.

5.2.3 PeecTpauin anensiuiii

Vci amenmdrnii, 3a BHHATKOM THX, [0 HATIAIIINA 3

MIOPYIIIEHHSM BHMOT, 3a3Ha4eHUX y 1. 5.2.2 miei

MPOIIEyPH Ta THX, 32 SKUMH HEMOXKIIUBO BCTAHOBUTH

ABTOPCTBO, MIiJIATal0Th OOOB'SI3KOBIM peecTpaliii y

eIeKTPOHHOMY XypHaii peectparii (DF-IMS03-008).

5.2.4 Tlopsinok po3rJsiay anejsiii

3apeecTpoBaHa B YCTAHOBJICHOMY TOPSIKY aIeyIsIlis

Ta IHII MaTepiaia, IO HANIWOUIM pa3oM 3 HE,

nepenaroThes KepiBHUKY CO amst aHamizy.

CO wHece BIAMOBImANBHICTE 3a 30HMpaHHS Ta
TepeBipstHAS  Beiei HeoOXimHoi iHdopMariii s
TIePEBIPKHU aTTeIsIlii.

3acrymamk kepiBamka CO 1 kepiBauk CO

PO3TISAIAIOTD AMeNAIio Y TePMiH, IO HE ITePEBHUIILYE
OJTHOTO MICSIIS 3 TATH 11 peecTpariii. SKmIo B MiCIIHAN
TEPMIH BUPIIINTH TOPYIIEHI B amensii HMUTaHHS
HEMOXXJIMBO, JUPEKTOP BCTAHOBJIIOE JIOJATKOBHM
TepMiH s il po3rismy, TpO MO  TOBIJOMIISE
amensHTa. 3aralbHANA TEPMIH PO3TIISINY arleNsiii He
MOXKe mepeBHInyBaTH 45 (copoka m'aTtu) poOoUnx
JTHIB.

Pimennst, mo Oyae TOBIIOMIIEHO  AalleNSHTY,
YXBAJIIOIOTh a00 TMEpeBIpsIOTh W 3aTBEPAXKYIOTH
ocoba(u), mo He Oyna(u) 3anydeHa(i) momepenHbo 10
IpeaMeTa amnesnsmii.

3a pesynbraTamMu po3risay anensuii kepisBaukom CO
MPUAMAETHCS PILLICHHS:

The deadline for filing an appeal should not exceed one
month from the date of receipt of CB's decision or CB's
refusal to restore the violated rights.

The appeal is submitted if the applicant has a decision
of CB or if CB takes actions that, in the opinion of the
applicant, lead to a violation of his rights and interests
in the certification area.

The appeal must clearly state its essence. All documents
and materials that confirm and explain the facts
contained in the appeal are attached to the appeal, as a
rule:

e correspondence regarding a disputed issue between
the applicant and CB;

e copies of the decision on the refusal to issue a
certificate for the management system/ reduction of
the scope /suspension/cancellation of the certificate
for the management system, etc.

CB may require the provision of other documents
necessary for consideration of the appeal.

5.2.3 Registration of appeals

All appeals, with the exception of those received in
violation of the requirements specified in clause 5.2.2 of
this procedure and those for which it is impossible to
establish authorship, are subject to mandatory
registration in the electronic register (DF-1IMS03-008).
5.2.4 Procedure for consideration of appeals

The appeal registered in the prescribed manner and
other materials received together with it is handed over
to the head of CB for analysis.

CB receiving the appeal is be responsible for gathering
and verifying all necessary information to validate the
appeal.

The Deputy Head of CB and the head of CB consider
the appeal within a period not exceeding one month
from the date of its registration. If it is impossible to
resolve the issues raised in the appeal within a month,
the head of CB sets an additional deadline for its
consideration, which the appellant is informed about.
The total term of consideration of the appeal cannot
exceed 45 (forty-five) working days.

The decision to be communicated to the appellant is
made by, or reviewed and approved by, individual(s)
not previously involved in the subject of the appeal.

Based on the results of the review of the appeal, the head
of CB makes a decision:

TlepeBipTe akTyalbHICTh IAHOTO JOKYMEHTY Y JIOKAJIbHIN MEpexi
CO TOB «IMC IHTEPHEUIHJI»
Check the relevance of this document in the local network
CB IMS INTERNATIONAL LLC




yl’lpaBJIiHHﬂ CKapramMm ta alIeJIﬂI[iﬂMI/I
Complaints and appeals management

TATEDAMATTAANAI
e TN 0 B NN AT AW IY M
Pen. 1 Bin 01.01.2025 | Rev. 1 dated 01.01.2025 DP-IMS00-007 | 717

® SKIIO BH3HAKOThCcA Jii abo pimenns CO
HEMpaBOMIpHUMH, TPUHAMAETBCS PIMIEHHS MPO
OOIPYHTOBAHICTh  ameNAlii Ta HEOOXITHICTH
YCYHEHHSI  JIONMYLIEHOTO  TOPYIIEHHS  Ta/4u
CKaCyBaHHS NIPUHHITOTO HUM PillICHHSI.

® JKIIO BU3HAIOTHCA bisil a0o pilIeHHs
MPaBOMIPHUMH, NpPUHAMAEThCS  pIlIEHHS TPO
BiJIMOBY y 33JIOBOJICHHI ameJIsiii.

PimenHst moBuHHE OyTH MiJANKMCAHE JIUPEKTOPOM Ta

BciMa y4YacHUKaMH, sKi Opaiu ydacTb y pO3LIIsifi

aTeJIsIIii.

PieHHs MMCEMOBO JIOBOJUTHCS JIO CTOPIH, SIKi Opaiu

y4acTh y PO3TJIISIi amedIsiiii.

VY pasi He3roau ofHiET 31 cTopiH 3 pinreHHs M CO BoHa

MOK€ 3BEpHYTHCS 10 MiHicTepcTBa €KOHOMIKHM Ta

po3BUTKYy Ykpainu, HaifloHanbHOro areHTCTBa 3

akpenuTallii Ykpainu a0o 10 Cyay 3rifiHO 3 YMHHUM

3aKOHOJ/IaBCTBOM.

JlokymeHTaItis 1010 pO3TIIs LY anensiin

30epiraerbcs B CO mpoOTSIroM JecSITH POKIB 3 JaTH

TIPUAHATTS PilICHHS.

6 Ilocmaanus

DF-IMS00-002 dopma ympaBiliHHS CKapramd Ta
anessmisaM

DF-IMS00-019 Xypuan peecrparii
aTeIsIIIii

cKapr Ta

7  Jlomatkm
He 3actrocoByeThcs

Kepisauk CepTudikariitHoro oprany
TOB «IMC IHTEPHEIIHJI» /
Head of Certification Body

IMS INTERNATIONAL LLC

01.01.2025

e if the actions or decisions of CB are found to be
illegal, a decision is made on the validity of the
appeal and the need to eliminate the committed
violation and/or cancel the decision made by it.

o if the actions or decisions are recognized as
legitimate, a decision is made to reject the appeal.

The decision must be signed by the head of CB and all
participants who participated in the appeal.

The decision is delivered in writing to the parties who
participated in the appeal.

If one of the parties disagrees with the decision of CB,
it may appeal to the Ministry of Economy and
Development of Ukraine, the National Accreditation
Agency of Ukraine or to the court in accordance with
the current legislation.

The documentation regarding the review of appeals is
kept by CB for ten years from the date of the decision.

6 Reference documents

DF-IMS00-002 Complaints and appeals management
form

DF-IMS00-019 Register of complaints and appeals

7  Annexes
Not used

7 Amnrou Cuusaro/Anton SYNIATO
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