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Issue Status Sheet
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The issue status is indicated by the version number in the footer of this document. It identifies the issue status of this Procedure.
When any part of this Procedure is amended, a record is made in the Amendment Log shown below. The Procedure can be fully
revised and re-issued at the discretion of the Compliance Assurance Team. Please note that this Procedure is not valid if printed or
downloaded and is classed as “uncontrolled”.
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Version No. Amendment Approved By
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1 Creation — Draft 05/04/2024 EM/PC
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2 Update timelines for response 17/04/2024 EM/PC
S g [ (] 2024/04/17

3 Updated to add align terminology 02/05/2024 EM/JR
BEH LA I — B I ARAE 2024/05/02

4 Corrections to Footer Version number and text on The 16/08/2024 EM/PC
Issue Status paragraph 2024/08/16
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5 Procedure rewritten to align with Group protocol for 27/03/2024 PC/NH
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. . L. A . 2024/03/27
guidance on investigation of Complaints and handling of
Appeals
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1. Procedure Objective F2/% H i

1.1. To systemise the identification, recording and analysis of complaints, appeals and feedback with impartiality as standard.

PAAIEGHEN], X8R HVRAURBEEAT RGACHTRA . LA AT

1.2. To facilitate the regular review of complaint and feedback analysis in line with Continuous Improvement requirements.

MRS RSO A EER Dl 5 SUIPP R B R B oM S 5 AL

2. Scope i [

2.1. This procedure applies to complaints, appeals and feedback received from clients and interested parties. It is applicable to all
elements of the Amtivo Management System and all members of staff.

AREFIEHT I RO A R 7 B R UR . FRVRAI R . EIEHT T Amtivo B PME REIPTA EERMTE TAEAN
o

3. Definitions &.X

3.1. Definitions outlined in standards and supporting materials will be applicable.

BRI SCRER R A ) 52 SCRFE AT -

3.2.  Appeal: Adisagreement that affects the outcome or decision of the certification, activities or certification scheme.

BIVF: SUMRALE. VEBIEATER R IR 45 R B E 1) 3

3.3. Complaint: Any dissatisfaction with a product, service, process or work activity covered within the scope of the organisation’s
Management System that is reported by a client or Interested Party.

B 27 BN B ARG X HSVE AR RV B A ™ i RSS R B AR S S AR AN -

3.4. Corrective Action: Action taken to eliminate the cause of a complaint or nonconformance or implement a change or
improvement.

A IEREHE: il B R AR A )R] B STt A B s et i SR PR 455 i

3.5. Feedback: Evaluative information about a product, service, action, or process to the original source, which does not affect
the outcome or decision of the certification activities or the certification scheme.

Rt ARG R . SS ATAIEL R RITPINE R, IR LAE BN AIE RS S B IE A 2R A 45 SR Bk
5E o

3.6. Nonconformance: Any product, service, action or event that does not conform to a process or procedure detailed in the
organisation’s Management System but is not reported by a client.

AFFE: AL RS TNEE R, AR EHSVE B R D EgIRUE LR Y, ERRIRE

4. Responsibilities BX 5

4.1. Responsibility for all decisions at all levels of the complaints handling process shall lie with the Certification Body.

PR AL BRI R A 2% G R SR SRR A TEN LR A 4H

4.2. Itis the responsibility of the Compliance Assurance Manager to ensure that this procedure is implemented, and any resources
required are made available.

EIRIE SRR ST TR AR P15 250, AR AERT =R BT A B2
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4.3.

4.4.

4.5.

BOR KRR

It is the responsibility of the Compliance Assurance Manager to monitor the effectiveness of this procedure and report the
results at management reviews.

R RIEZE B HR D2 S B AR A e, 72 PP A I i 5 45 2R

It is the responsibility of the of the Compliance Assurance Manager to ensure the Amtivo Corrective Action Log is maintained
and reviewed.

HIARIEZ B ST LR Amtivo 2 IEFEHE H B 13 243 FIVE A

It is the responsibility of the Compliance Assurance Manager to allocate complaints to the appropriate Department Lead for
investigation.

ERORIELEA TURR SR 2 B 8 S i B AT M A .

5. Complaint Management Process and Feedback 2178 BRI FEM R 15t

5.1. Clients, interested parties, or other members of the public may submit a complaint or other feedback through the website
either via the form on the Feedback and Appeal page, or via the email link on the Contact page of the Amtivo/British
Assessment Bureau website, which is automatically sent to the Assurance Team email address assuranceteam@amtivo.com.
Emails detailing a complaint submitted to a member of staff will also be forwarded to this email address.
2P FES AR R TT BHA A AcR] Lo ad el B S A B R DU B s, Blid Amtivo/British Assessment
Bureau Pyl “IEFR” TUE b T BB BRI AC SR B S 158, 3 6 v T A 2 B 50 R 34 B ARAIE [T BA ) HL T R 2
bk assuranceteam@amtivo.com. 1] TAE N G323 (1) VEARH% T HL - HE (R0 4 21 b vl 1~ R 2 btk
5.2. The Compliance Assurance Manager is responsible for triaging incoming submissions to determine the following:
BRRUER B ST USRI R AT HEAT 2098, DA E AR N2
. If they are a complaint, expression of dissatisfaction or appeal of an audit result
R RN B AZAE R B I

. If a complaint or expression of dissatisfaction relates to certification activities Amtivo in the UK or Ireland are responsible
for, or if they are related to a client certified by Amtivo in the UK or Ireland.
BARBARINFRIL R TS Amtivo 7E3 EB0Z /R 2 A ST MIEESIE X, Bi#HLE 5 Amtivo 7555 [E 8% /K 2411
& A K.

5.3.  The Compliance Assurance Manager shall ensure the complainant receives a formal acknowledgement of the complaint
within three working days. An outline of the complaints procedure will be provided to the complainant.

B IUORUE 22 BRI RAZ R AFE = TAE H IRNE R VRRIA . o 3 s NSRRI RN

5.4. The Compliance Assurance Manager will complete the initial stages of the Amtivo Management Systems Complaints Form
and log the complaint on Amtivo Management Systems Complaints Tracker.

B ARIEZ FLKE 58 B Amtivo B R RECF RIS MIVIIAM BY, IR IVRICRAE Amtivo B IEARBIFIEESS 1.

5.5.  The Compliance Assurance Manager will complete the first stage of the Amtivo Management Systems Complaints Form
before submitting it with the Internal Corrective Action Submission Form to the Chief Service Delivery Officer, Sales
Operations Manager or other appropriate Departmental Lead for delegation, investigation, corrective action, completion and
return to the Assurance Team.

EMRIEL B SR Amtivo BBERBARRIE IR — B, RS H S5 NI ERRMRA R — i s i i iRk
FAATE . RS EAMBEHAE LT FE, MERSE. A YRR, 8RR B2 RAE TR
5.5.1. The Compliance Assurance Manager and selected Departmental Lead shall ensure the investigation remains impartial and
individuals tasked with participating shall:
A RRIES BRI T8 0] A MR A SR A IR, 71315 5ERAD AR
. Be free from any conflict of interest with the complainant
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5.6.

5.7.

5.8.

5.9.

5.10.

5.11.

BOR KRR

EEARNTAEATH 5 iR

. Be impartial and review all evidence provided
A IEHITE A R AR IE S
. Meet Amtivo in Ireland and the UK’s competence criteria as decision-maker for any related standard(s).

T A2 Amtivo £ 52 /R 22 ANGEE R ST HEN, AR AR FTAR SRR AE I TR E 5 -

The Compliance Assurance Manager will request updates weekly via email on all open complaint investigations from the
relevant Departmental Lead.

B ORIE £ BURE A3 F B L F 1 B EERAR SR T 1T W T AT R IR A

The Compliance Assurance Manager shall ensure the complainant is formally notified of the outcome of the investigation.
Where the investigation, correction, and corrective action exceeds the anticipated 21 working day timeline for completion,
the complainant shall be provided progress updates regularly.

A RRUEE B A (R U@ AR AR AL R W A IERA ERS A W 21 ASTTAE B 58 st e, B
SE I $E R AR i E R AL

Containment actions, root cause analysis, and corrective action shall be documented in the Amtivo Corrective Action Log
and on the Internal Corrective Action Submission Form.

PRI R A S R 23 R 2 I 6 S 10 SR 7 Amtivo 2 IESEHE H 36 1 Y S IEFE IR AT R .,

Where a complaint is received regarding a client holding certification with Amtivo in the UK or Ireland, the client shall be
contacted for comment and, where necessary, corrective action. The investigation of the complaint shall include a
consideration for the effectiveness of the client’s management system and determine if a special visit is required to further
facilitate the investigation. This decision and any subsequent actions shall be documented in the Amtivo Corrective Action
Log and on the Amtivo Management Systems Complaints Form.

R E DG T 7E T 8% SR 2 R Amtivo IAEME P I0HEYF, MIBERZE P AERE W, JFELER R EifiE. #%
YPRAE R SR P EEAR RIS, HE 20 T BT % 115 n DU — B A . AR P AT AR 5 S48 S
ICAE Amtivo 2 TEHE M H & A1 Amtivo B & RBHFR 1.

Where applicable, top management shall determine if the subject of the complaint and the resolution should be made public.

FEXEFIAOTEOLS » foe et B B MR SE PR ) 2 AT A R 7 G2 15 B A TT

The Amtivo Management Systems Complaints Tracker shall be updated with the following information:

Amtivo ' HE {& RBLVFIBBRAR IV HUHT AR5 2.

. The records of all communications with the complainant, including formal notice of the end of the complaints handling
process
HHRFRARTEEE LS, SRR R4 AR IE G850

. The results of the investigation
UEEEIEZES

. Records of notifications to scheme owners and other interested parties, when required.
TEFRENS, [ FR TR A HAR R 25 AH OCT7 A I AT D 3%

. Any subsequent correction or corrective action taken by Amtivo in the UK or Ireland.
Amtivo 7E 5 [E 8152 /R 22 KB 5 8221 IE B A IE &7«

. Whether the complaint was determined to be justified/partially justified/unjustified.
BRI E NG E /0 &3/ NG,

6. Appeals Hif

6.1. Clients may submit an appeal through the website either via the form on the Feedback and Appeal page, or via the email link
on the Contact page of the Company Website, which is automatically sent to the Assurance Team email address
assuranceteam@amtivo.com. Any member of staff receiving an appeal should advise the Assurance Team immediately via
their email address.
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6.2.

6.3.

6.4.

6.5.

6.6.

6.7.

6.8.

6.9.

BOR KRR

2 ] DAALE ) 3 S0 et e A R R R DT T PR AR B A F R, AT DAIE I 2 =) X ik B R DT THD b ) R AR R IR RS H
YF, XTI 2 E 3 R 32 BRI B A Tl ik assuranceteam@amtivo.com . AR Y 2 EE YR K TAE N R AR
I 7 B 36 st 2 R S A2 ke 2R R IE [T B

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

FURIIIRAS . B AR R AT S BOS 2 BT B AT .

The Compliance Assurance Manager is responsible for logging the appeal in the Amtivo Management Systems Complaints
Tracker.

BRI RIE S B 51 576 F R ICSRAE Amtivo B EA RBOFIBEEER T,

The Compliance Assurance Manager is responsible for formally acknowledging receipt of the appeal within three working
days and advising the client of the appeals process. The client is to be invited to provide further information, all of which the
Compliance Assurance Manager is to ensure is logged on Amtivo Management Systems Complaints Tracker.

AIRIEL A TTE=A TN IERFAREI R R, JH8E P BiFnfE. S8 gsiERitdE—2nEe, &
FURAE 2 AL T R ITA 1X 2515 B ANIC AE Amtivo B RBIFIERRSE L.

The Compliance Assurance Manager shall advise the relevant Scheme Manager of the appeal and both shall determine:

R ORUEZE R SRS BRI R R I A R B, X5 A «

. The team member(s) who conducted the audit
BEAT B A% T BA R 57

. That the audit report has been completed in Amtivo Connect or BabCom.
F %R & C4F Amtivo Connect B, BabCom 58 i«

The Compliance Assurance Manager and the Scheme Manager will appoint a committee of up to three members to review
the appeal. These members must:

EROEL BLAA R BT dr— D2 1 =4 BRI R 2R R, XS G A

. Be a certified auditor for the related standard(s) contracted or employed by Amtivo in Ireland or the UK
A Amtivo 75 % 7K 22 BRI [ %5 2 B AR R AE S AR AR IR DA E B A% 5
. Be free of any conflict of interest with the client
5% P B AR ad R
. Be impartial
ENIER
. Review all evidence provided
VEE BT SR AL IR
. Have had no direct involvement in the audit or certification decision

LA E#ES 5 RBOMERE

The Appeals Committee will review the appeal over five working days. If they are unable to compete the appeal in this time,
they must inform the Compliance Assurance Manager and Scheme Manager. The Compliance Assurance Manager will update
the client who has lodged the appeal.

HIFENSSELAN TERNFHR B F. WA TCIETE X B [A] Y AL B FR i, At AT 20 20008 1A R0 ORIE 42 B R4 2R
£, GARIEL IR R L R SRR L .

No member of the committee is permitted to participate in subsequent certification decisions for this audit.
T RESMANGS HR K EZI G ENERE .

The committee will provide a report to the Scheme Manager and Compliance Assurance Manager on completion of their
investigation.

ZRASAEZNRER, SREREE LS MORIEL IR TR .
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6.10.

6.11.

6.12.

6.13.

BOR KRR

The decision(s) reached by the committee shall be reviewed by the Compliance Assurance Manager and the Scheme Manager.
The Compliance Assurance Manager will inform the client of the result of the appeal in writing, enclosing a copy of the
Investigation Report. The client shall be notified of next steps and available options to contact the appropriate accreditation
bodies or scheme owners.

ZE AR I PUE B A MU RIE S B A E RE BT ITE . SARIES IR LR TR 20l Mg R, JE
FREMREWEIA . ROIE R 5 EP BRI R IE 2 I LA A R A 2 1m0

If the appealed nonconformity or certification decision was withdrawn, the Scheme Manager shall contact the auditor and/or
decision maker to review the Appeal Committee’s findings. The Scheme Manager will also change the status of the
nonconformance to ‘withdrawn’ in client’s non-conformances log in Amtivo Connect or BABCOM.

MR R R AFFEBOANE R ERMES, EREBMRAFZAM/BREN, WHPFZRSHRAELR. KR
Z R4 TE Amtivo Connect B BABCOM [ ' ARG I H & AR S WUIRA SOy “Hids 7.

When required, scheme owners and other relevant interested parties are informed of the outcome of decisions.

WATREL, R N LA 28 A5G 2 SRR R RE IS5 R

The Amtivo Management Systems Complaints Tracker shall be updated with the following information:

Amtivo B HLk RILYFIEBERR N BT UL FE B

. The email records of all communications with the client, including formal notice of the decision.
B 5% P it 5, AAE e i E 0@ 5

. The results of the investigation and decision.
TERYE LR

. Records of notifications to scheme owners and other interested parties, when required.
TE R B, A ZR TR AN AR 28 AR DG J5 R I8 AT D R

. Any subsequent correction or corrective action taken by Amtivo in the UK or Ireland.

Amtivo 7 5[ 5 5% /K > R RAE AT Jim S IE B IE 5 e -

7. Associated Documents and Systems FH < 3CARIE R

7.1. Amtivo Management Systems Complaints Form COMP_MS_CF01
Amtivo EHA R VFEAE COMP_MS_CFO1
7.2. Amtivo Management Systems Complaints Tracker COMP_CATMSCT_01
Amtivo AR R ELIFIB £ EE COMP_CATMSCT_01
7.3. Amtivo Corrective Action Log FOR-COR-001
Amtivo 24 IE4& i H & FOR-COR-001
7.4. Internal Corrective Action Submission Form AMTIVO_ICASF_01
PN B IE 48 i $R A8 R 4% AMTIVO_ICASF_01
7.5. Amtivo Connect
7.6. BABCOM
7.7. All associated documents referred to in this procedure are highlighted in bold and underlined.
AR R S BT AR OGS A S8 DAL AN R R 2R HH 2o
7.8. Master copies of documents are retained by Document Control.
SCA 4 BIAS S AR I TORAE -
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