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Issue Status Sheet

RATRERE

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 Governance 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 (Document Owner)
A5 BERANE B CUFRB N #Ht
1 Creation — Draft 05/04/2024 EM/PC
BliE- B A 2024/04/05
2 Update timelines for response 17/04/2024 EM/PC
T 3 [ (7] % 2024/04/17
3 Updated to add align terminology 02/05/2024 EM/JR
FOH LI — B ARAE 2024/05/02
4 Corrections to Footer Version number and text on The Issue Status 16/08/2024 EM/PC
paragraph 2024/08/16

X GUBAIRRAS S A RATIRA” BO&E SCA IR IE

5 Procedure rewritten to align with Group protocol for Complaints and 27/03/2024 PC/NH
FeedbaFk, Doc ID Ref Fhanged, clearer guidance on investigation of 2024/03/27
Complaints and handling of Appeals

HGRER AT S BRI BN, ESOO S5, S TE M

fa FF VR IR A AL H R
6 Procedure updated following changes to roles and responsibilities. 17/12/2025 AD/SR
Procedure updated to focus on complaints and appeals, rather than 2025/12/17

any/all feedback.

Procedure updated to align with template procedure structure recently
released.

PAS 2030 and MCS customer complaints included. Internal
AR AR DT AR S, A BEAT TR .
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1.  Introduction /48
1.1 Purpose HI¥

1.1.1. To systemise the identification, recording and processing of complaints, appeals and feedback.
SR BRVFARHET RAAIIR A A B AT
1.1.2. To facilitate the regular review of complaint and feedback analysis to promote continual improvement.

DB SUIPFRE BRI S 45 AL DA B4 8 itk

1.2 Scope i

1.2.1. This procedure applies to complaints, appeals and feedback received from clients and interested parties.

AR PG T B AR 2 AH T W B R R RAT R Bt o

1.3 Applicability i& /14

1.3.1. It is applicable to all elements of the Amtivo Management System and all members of staff.

EIEH T Amtivo E LA R ERMPTA TAEAN 5.

1.4 Risk X
14.1. Any risk identified when following this procedure shall be recorded in the Risk Register.
TEPAT EAR 5 003 T2 v BT SR IIAAATART JRURS: 8 A SR AR KBS e

2 Definitions & X

See below for general definitions relating to this procedure.

BRI R —BOE X R

®  Appeal: Adisagreement that affects the outcome or decision of the certification, activities or certification scheme.
HF: BEMAIE. V5 shal AR AR 2R 45 R sk v 5 ) 43 15

®  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.
ek & BRI S AH G R U AR RVE I I . IRSS . AR B AR R ) AT AR AN

®  Corrective Action: Action taken to eliminate the cause of a complaint or nonconformance or implement a change or improvement.
LSBT : 9V BRECVFERANT & 1 Ji 8] 0 5 it 4 B B e T A HB ) e e

[ ] 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.
St ARG RIEFEAEE G RS ITHEE NN ER, XEE R MRS S BOAEE RIS R E .

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

FEFIART & Amtivo & BLA R B VEARRAR B ™ s 55 ATahsidrE, HORBER T S A DL

3 Roles and Responsibilities £ F1HR &t
Internal

3.1 Responsibility for all decisions at all levels of the complaints handling process shall lie with Amtivo Group Limited. #1FAb ¥ i 72 ih & 2% vk 58 1 5T4F S . Amtivo Group Limited 7K fH .

3.2 Itis the responsibility of the Chief Governance Officer to ensure that this procedure is implemented, and any resources required are made available. T & /G ¥ B STEHI (R %2 715 3 5L)i,
IR BT 7 B ATAT BEUR

3.3 Itis the responsibility of the Group Governance and Integrations Manager to monitor the effectiveness of this procedure and report the results at management reviews. % [#Va H# 535 £ H 1)

Ao B AP AR, HEEHPH N IRESER.

3.4 Itis the responsibility of the of the Group Governance Executive to ensure the Amtivo Complaints Tracker is maintained and reviewed. £ 116 B #UUT B A T Amtivo FEUFIE IR 8515 31| 4
PORIPE

3.5 Itis the responsibility of the Group Governance and Integrations Manager to review and classify the complaint, appeal or feedback in order to appropriately allocate for handling. £ 75 #
HBEGEA THER R BIRBUR BT W RT3, DAMES 0 T SRS T AL .

3.6 ltisthe responsibility of the Group Governance Executive to allocate complaints, appeals and feedback to the appropriate person(s)for investigation. /£ N5 BlVAFE AT, IS ZH %
< FRFIR S B LA A& N ST IR .

3.7 ltis the responsibility of the individual(s) allocated a given complaint, appeal, or feedback, to adequately investigate and close investigations. Xf T-# 7 BCALBE 3 — 5 if . HRE I H .
AN NS, HERDTLE T 4100 J I 1 25 9 58 irH oS S I A 2 A

3.8 Itis the responsibility of the allocated Person(s) and other involved parties to effectively communicate with internal stakeholders in respect to any updates/changes/actions required in
order to address feedback, complaints and appeals. ©.35 7 I £ 57 N M FoAt AR 5 5 A 57455 PO 30R) S5 A0 SC 2 AT B R0AE,  SONAR . BEURAT R 77 AT A A 5E
A T AT B AE LA T U

3.9 Itis the responsibility of the PAS 2030 and MCS Complaints Case Manager to handle any complaints relating to inspectors within these schemes. See section 4 and Annex A of this procedure.

PAS 2030 il MCS IR M E N A STEALEE 5 Eb R &R b A 2 AR AUEM BR F B B S FATER K28 4 RN A,

=

4. PAS 2030 and MCS Customer Complaints PAS 2030 f1 MCS & #tif

4.1. Any complaints in this field shall be sent directly to the PAS 2030 and MCS Complaints Case Manager through the inbox (pascomplaints@british-assessment.co.uk) or via telephone (01919
331118). 7E %A H IR AT 42U, B EE@E U4 (pascomplaints@british-assessment.co.uk) BYUFLIE (01919 331118) K i%XZ PAS 2030 F MCS R R H A Bkt

4.2. Amtivo follow the Trustmark Code of Conduct. Any abusive behaviour received by stakeholders, will result in no further action to assist on the complaint and the case being closed. Amtivo &/
EFERR AT RN . BT I 25 AH O A 24T IR, A SR B0 — AT SR A Bz A%, AR RO AR 1A

4.3. Complaints will be handled in a timely and transparent manner. 74 215 21 & B Hi% I i AL B

4.4, These complaints shall be handled through the PAS 2030 and MCS process, which gathers the required information, is recorded internally and resolved with the client — see Annex A for further
information. XS54 YRR @ IT PAS 2030 Al MCS IR FZHHATALBE, ZRMESWENTELE . ERMETILER, HF5F A MERR—TEEES LHE A,

4.5. The responsibility of any required remediations work is for the inspectors to propose and rectify. Amtivo is not legally responsible for paying compensation, or funding third parties to carry out
work. BB ERMESE TAERT R THES A A N RS H I ST AT . Amtivo AN ST AT IR 4 30T B 28 = U7 AT AH 20 AR BERE 51T .

4.6. Amtivo’s role as a Certification Body is to impartially determine the appropriateness of any complaint and resolution. Amtivo /F AIAIEN I ) HR 55 7F T 23 1E S PPA5 AR AT 3807 S Hefift v 7 R 1)
HELE.

4.7. Amtivo will facilitate complaints, ensuring cooperation with inspections and clearly communicating to reach an appropriate resolution. Amtivo ¥ A UFHRALEF], #HE SKE T 1RFE
1, I M A IA (S B DUIK 0% 35 1 Al D IniZs.

4.8. In an instance where the complaint is not able to be resolved, the customer shall then be signposted to the Dispute Resolution Ombudsman (DRO) whose decision is final. At this point Amtivo
will have no contact with the complainant or the installer due to a potential conflict of interest. WIRFAFTIE SRR, R FEHUURRE T (DRO) 4b, Hihvonim&sik.
JEB, T ATBRAEERIZE PR, Amtivo F A B 5 #FHE B 3 N AT FVA 8 .

5 General Feedback Management — &% 2 i & B

5.1. Clients, interested parties, or other members of the public may submit 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. This is automatically sent to the Governance Team email address governanceteam@amtivo.com % /'« F| 54 5¢ 7 8 HAh A A AT BLIE
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LR, BB SN R R U RS, Bl Amtivo/British Assessment Bureau [93f “I5¢ 227 DT IHT_F K FEL T B AR BEREAR S S, X G AL B 2 B Bl R IE B AE I T A B R IE £F

3k governanceteam @amtivo.com.

5.2. The Group Governance Executive shall monitor the Governance Team inbox and forward any feedback emails to the Group Governance and Integrations Manager. 2 B75 # $U1T B 7% B G #
BIBASAEAE,  FEHR A SBT3 e SR R L S S 4

5.3. The Group Governance and Integrations Manager shall assess the status of the feedback and determine which of the following applies:

e The feedback should be classified as a complaint and handled through the Complaint Management process within section 6 of this procedure

e The feedback is positive and should be distributed to the relevant personnel for awareness

. The feedback is negative, however, not to the extent of a complaint, and should be distributed to the relevant personnel to resolve

SLHNAI SR G Z I AL RS BRI, A e DU T R i A -

o RN IR AR, HRBAREFE 6 R IR BRI AT AL B

o RIRBURARNR, R R AR N A RS R

o ZRBURATN, HEARIKRBIVRIIRRRE, Fiar R g A N G DUAR e 5 o) R

5.4. The Group Governance Executive shall carry out the necessary communications identified within section 5.3, including acknowledgment to the client of their email as appropriate. £& @75 #E AT
N R HRES 5.3 5 T € 1S U 6 L VA I8 AR, AR AEIE 1 00 T A2 A DA AR Y 2

5.5. There is no requirement for feedback to be recorded on a tracker and should be handled as business as usual. If the feedback is considered a complaint, it shall be managed and recorded in line
with section 6 of this procedure. JTCFEH¥ R BHE B0 K AERERR T, RIZH LSRR BEIAT . Wiz B o EF, MIRAZIRATR R 6 WM E T & B A%

NOTE 1: Feedback obtained through Feefo is managed via the Marketing and Client Services team. Any feedback gathered in this format that requires escalation into a formal complaint should be sent
to the Governance Team inbox and managed in line with section 6 of this procedure.

NOTE 2: Negative feedback, as appropriate, may be recorded on the client page on Amtivo Connect to mitigate repeat dissatisfaction.

T 1: I Feefo AR N S5t S B S 7 IR S5 HIBA AT A 2 . DASXRh 7 OB AR AR 75 BT H O IE s UR IR s i, RERGIE VR BRI AR, JFIGIR AR 7 28 6 FT kAT AL 2

2 WA LE, HIHKRBTATTE Amtivo Connect & 7 TUI EFTIES, LR EE ARG .

6. General Complaint Management — 7S #

6.1. Clients, interested parties, or other members of the public may submit a complaint 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. This is automatically sent to the Governance Team email address (governanceteam@amtivo.com). &/« #H5¢ 75 B H A A A N £ 0@
iz AT B E, AR RS VR U L RE T IEE, 8Bl “Amtivo/ZE EPAL R 7 WS “BCR 7 DU BB P AR TR AL . BRR S Eeh IR R R
BAFIHLF-HE 48 (governanceteam@amtivo.com )

6.2. Emails received directly by a member of staff, pertaining to a complaint will also be forwarded to this email address. ELf% 11 7 TUCEIK) . 5 EUFAH < 1 BT MR AE B8 4k 5% & 22 0 H 1~ R 4
k.

6.3. The Group Governance Executive shall contact the complainant if there is not sufficient information provided to continue to the next stage of the process. 15 BT it {5 BAS L D4k S HE 3R
RN —Br B, EENAE BT A AR S 5% UF ABUSIKR .

6.4. The Group Governance and Integrations Manager shall assess the status of the complaint and determine which of the following applies:

*  The complaint should be classified as feedback and handled through the Feedback Management process within section 6 of this procedure

*  The complaint should be classified as an appeal and handled through the Appeals Management process within section 7 of this procedure

*  The complaint should continue as a formal complaint within the Complaint Management process

ERNAE SR EAEFILABRURIPRG, I E LR IR S

o ZALVF R A N R, R AR P 6 TR ) R IR B AR AT AL

o ZALVF R AN B F, FRm AR 7 T ) e R R AR AT A

* ZARF AR SR A IE A AFVRAE SR BRI T AT Ab 3R

6.5. The Group Governance Executive shall ensure the complainant receives a formal acknowledgement of the complaint within three working days. An outline of the complaint procedure will be
provided to the complainant. 52 76 BT B R 7E = A T4/ H P IR N IEUR B ie6inaba » 04 MR NSRRI RE (R ZE Ue i

6.6. The Group Governance Executive will complete the initial stages of the Complaints Form on the SharePoint site. ££ 16 FRFAT A\ G114 #E SharePoint (W3t F 58 R UF R AR ES T1E.

6.7. The Group Governance Executive will share the link to the Complaints Form on SharePoint with the appropriate person(s) for investigation. The appropriate person(s) to complete a given
investigation will be determined based on the subject matter of the complaint, and ensuring the criteria in section 6.8 of this procedure is met. ££F75 ¥ $#47 A FUKAE SharePoint LK #%iF 3%
W G ST A A G N 1 o 58 BURF 78 T 4 AR BOAH OGN DO AR BRI N BRI E ,  [RIIN S DR O A FE 7 56 6.8 5 h Il g 2K .

6.8. The Group Governance Executive and designated complaint investigator(s) shall ensure the investigation remains impartial and individuals tasked with participating shall:

*Be free from any conflict of interest with the complainant

*Be impartial and review all evidence provided

*Meet Amtivo (Ireland and UK) competence criteria as decision-maker for any related standard(s) when the complaint is technical

SERNEEPAT B Kfa R RN R IR ERFFAE, S50 RR:

* 5HRUF AAAEFEARAT R 28 1R

s DRFFAIE, PFE TR ALH A UE S

o MRS RER RN, THAA Amtivo CERZZFIGEED MR IE, 1EHIFRER R

6.9. The Group Governance Executive will monitor the Complaint Form in SharePoint and request updates as appropriate from the assigned person(s) handling the complaint. £ F75 # 47T A\ Tk
SEHIEE SharePoint bR IFEER, JFHRYE & Z 2R AT IR N AR RS B

6.10.The Group Governance Executive shall ensure the complainant is formally notified of the outcome of the investigation. Where the investigation, correction, and corrective action exceed the
anticipated 21 working day timeline for completion, the complainant shall be provided progress updates regularly. & 76 FR AT 36 1 TN A ok A 2 45 B SUB M A R AN . HIHE . Bk
2 TEAS T 1) 58 OIS TB) B H TUA R 21 A TAE BIBR, e A R #50F A Stk e 4500 .

6.11.Containment actions, root cause analysis, and corrective action shall be documented in the Complaints Form on SharePoint. &5 fiti . AR 7 & K 23 b DL K 21 1E 15 3t 37 DA SCRS FE A0 s#A4E
SharePoint L] “#iF3R" .

6.12.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 Complaints Form on SharePoint. 1 U 275 S E 98 [F 8 5% /R 22 £ E Amtivo MIEFIE IR, N S5ZE P ESEKR
DUREUCH N, FHED TN REVA B XM RE R AREN 2 PG AR RESE N R, e RS & EIATR N 0 LI — PR A . ke KOs AT AT 33 R AE
SharePoint L] “#F3R” 7 Llid.

6.13.Where applicable, top management shall determine if the subject of the complaint and the resolution should be made public. ZEFJATHIE LT, EEE TN N P 5E BRI N 2B M i J7 &
S LA AR AT .

6.14.The Complaints Form on SharePoint shall be updated with the following information:

*Details of complainant information (company name, address, certificate number and standard certified as applicable, date and reason for complaint)

*Description of the complaint

*Details of the investigation

*Determined root cause analysis, corrective action, containment action and any financial implications

*Detail on escalations and further investigations as applicable

7E SharePoint I FRIHEIF A% B BB LTS

SR ARG R (ARSFR. bk, IERSS CWEHD . AUEFRHE LA T B 3R D

& QliR P

CEA T

T AR AR BR R A0 AT« 2 A Jt 3 14 it DA B AT Ao T 45 5

o IE I TG Btk — R A e

6.15.1f the complainant challenges the outcome of the complaint, the unresolved complaint shall be shared with Amtivo’s Impartiality Committee Board (ICB) for final review and conclusion. The Group
Governance Executive and Amtivo ICB representative shall share all information relating to the complaint with the Board. The complaint will typically be reviewed at the next ICB meeting, or
another suitable interval. The outcome shall be recorded in the Complaints Form on SharePoint and fed back via email to the complainant. Z1 5 #ef A ST Heras SR R, KRB HFE
R F RN A IR R SEHS (1CB) HHTHRLITFEME R, EREEPITER Amtivo ICB REFH SIZIRIFHXM A FEESEFSILE, BIFEHESE K 1ICB il
B — GE i (R (AR P IEAT VP . VT8 45 B0 3 AE SharePoint RIS H,  FRiEE B P IR R RS VR
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General Appeals Management — & HifF & H

7.1. 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. This is automatically
sent to the Governance Team email address (governanceteam@amtivo.com). Any member of staff receiving an appeal should advise the Assurance Team immediately via their email address. %%
JAT Ll I s PR A R, 7 aVEEETE RS HIR T DU RS AR A, B AR P CBER 7 DU b0 TSR R AR AT . HURRE E B % IR A BA (Y LT A4S

(governanceteam@amtivo.com)o St F H i (A AR 53 L0 S S7 BV 3 ik JHG F 7 BSR4 155 V00 35 6 ORI [T BA

7.2. Submission, investigation and decision on appeals shall not result in any discriminatory actions against the client. $232 FHF . BEAT U A DL S H 30 1 R 20 AN 1556 28 7 SR HUATE AT B A0 i
Jiti o

7.3. Appeals will be accepted up to 30 days following certificate withdrawal or closing meeting. 7EiF TH4HEL A< 5 1K) 30 KA, A2 B,

7.4. The Group Governance Executive is responsible for logging the appeal in the Appeals Form in SharePoint. £ 74 BEHhAT B 1 5705 H 1715 B3 N\ SharePoint |/ “HfR” i,

7.5. The Group Governance Executive 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 Executive is to ensure is logged in the Appeals Form on SharePoint. £ BIVAFRHAT E T AE =1 TAF H W 1E A B 3]
I, AR BRIFRE. REER T RETEZER, ra X E R R B A M IRESIAT B TRICKTE SharePoint R FER F .

7.6. The Compliance Assurance Executive shall advise the relevant Scheme Manager of the appeal, and both shall determine:
The team member(s) who conducted the audit

¢  That the audit report has been completed in Amtivo Connect

B ORRE T8 RO MG K B R & SRR RE I, XU KL A ff E LA R 0

o BT HAZAIBA R (D

o HAZIR S & 75 B 7E Amtivo Connect H1 5 il 2 ]

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

*  Be alead auditor for the related standard(s) or senior personnel with demonstrable technical knowledge

*  Be free of any conflict of interest with the client

¢ Beimpartial

¢ Review all evidence provided

*  Have had no direct involvement in the audit or certification decision

G EE ARG Ea — A R E =2 A AR RS RIFEZ R T, XL 5 0 4

* JEAHIRARE I T AT B % 5 B A B 25 HOR AR s R (R

* 5% P AEAE AR 2 R

* NIETCA

* PEHH PR AL T TR

* RYHES 5HZEER T

7.8. The Appeals Committee will review the appeal over five working days. If they are unable to complete the appeal in this time, they must inform the Group Governance Executive and Scheme
Manager. The Group Governance Executive will update the client who has logged the appeal. fH JF % i 224 75 LA TAE H WX LVRAT VRS o @0 RAE LLIIRR P vk se s R B, AT T
B AIERIE EPAT B AR REHL . SERA BT B M D3R A R R T RS B

7.9. The committee will complete and share the Appeal Investigation Report to the Scheme Manager and Group Governance Executive on completion of their investigation. 7E 52 & 5, 2=
Bt I R R AR A T REEMER B EPIITE .

7.10.The decision(s) reached by the committee shall be reviewed by the Group Governance Executive and the Scheme Manager. The Group Governance Executive 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. Z= ft 2 fift H B4 5 ¥ AL G BRI AT B AR R &
FAT P . RENAEPATERH RIS M P iR R, FM ERERS IR, &ORBIEEIT —247 3000 B DL T B R BB R 7 3.

7.11.If the appeal is upheld and the applicable nonconformity or certification decision revoked, the Scheme Manager shall contact the auditor and/or decision maker to inform them of the Appeal
Committee’s findings. The Scheme Manager will also ensure that the necessary changes argpaggdlp the client record on Amtivo Connect or, where applicable, industry scheme database. pup =
WP, HEHNAREDEGAE R ERME, AREENSFZAMN/BRFERER, MAIERPRFRERSPIEELS R, ERGEEHWIRIE Amtivo Connect B (UIi&
FD FEAT 7 G800 P b o 2 P s AT L BB 2

7.12.When required, relevant interested parties are informed of the outcome of decisions. £E A BER, 22 P 5 1 45 S5 S 2 07 o

7.13.The Appeals Log on SharePoint shall be updated with the following information:

=

¢  The email records of all communications with the client, including formal notice of the decision.

*  The results of the investigation and decision.

. Records of notifications to scheme owners and other interested parties, when required.

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

7t SharePoint _I- 1] B H E R B HT LL T 4

* 5P WA EER BTG St, AE tuE  EROE A

 WEL R UK.

s MH BRI, AR RTE E AR 27 K R AN R .

* Amtivo 7E 9% B B¢ /R 22 SR ERRAE ] )5 8242 TR S04 TR 45 it

7.14. If the appellant challenges the outcome of the appeal, the unresolved appeal shall be shared with Amtivo’s Impartiality Committee Board for final review and conclusion. The Group Governance
Executive and Amtivo ICB representative shall share all information relating to the appeal with the Board. The appeal will typically be reviewed at the next ICB meeting, or another suitable interval.
The outcome shall be recorded in the Appeals Form on SharePoint and fed back via email to the appellant. {1 5 B if AT B FEE B2 H R, RARR I B B Amtivo I A IEHER IS EE
AT IRAVE B E . ERREPATEM Amtivo ICB ARFI 5 1ZHRIFE XM EEEHANZE NS, BIFEESE T —X ICB W E 5 —& &M R [RIRG N AT E . TPES
NG IL AL SharePoint L) “HIVFR” 1, FEidEd BT HEAF B4 B F A

8. Change Management 22 & #

8.1. Procedure Review and Approval 2 /7115 5 it i

8.1.1.This procedure shall be reviewed annually and updated as appropriate. This will typically be included within the Internal Audit programme. MR FRFAEFHEATIEE, FREFH EHITER.
XIEH SN NI IR .

8.2. Document Control SCF#% )

8.2.1.This procedure shall be controlled in line with the document control procedure. TR N 2 M8 S35 i R 6 1 AT 48 74

8.3. Implementation SZJifi

8.3.1.This procedure shall be communicated to all relevant stakeholders in order to be effectively implemented. T3 40 ] fif G A S T 4G ik, LAMEAE LUA AT .

9. References &%

9.1. Risk Register XU & it it

9.2. Document Control Procedure L4 4% i F2 /7
9.3. Appeals Investigation Report H R ZTTR 1
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10 Annex A — PAS 2030 and MCS Customer Complaints Process [ff£f A - PAS 2030 2 MCS & #iF b E i E

Client makes contact wanting
to make a complaint

Does the complaintrelate to an
installation measure covered by
at Trustmark Scheme that BAB
is a Scheme Provider for?

Clientinformed that we can
only assist with complaints that

¥

Does the complaintrelate to an
installer that is currently
certified by BAB?

relate to Schemes that BABis a
provider for

Complaint closed

Does the complaintrelate to an

| installer that was previously

Does the complaint relate to an
installer that is currently
certified by BAB?

certified by BAB?

Clientinformed that we can

| only assist with complaints that

Y

Was the installer certified with
BAB at the time that client's

v

Has the consumer contacted

work was undertaken?

relate to an installer that is or
was certified by BAB

Complaint closed

Clientinformed that we can
only assist with complaints that

Client informed that we can

the installer and utilised the
installers complaints process?

Details obtained of when the
client contacted the installer,
what the nature of the
complaintis, full details of the
complaint, what outcome was
achieved with the installer,
when that outcome was
achieved, why the consumer is
dissatisfied with the outcome

PRO-CA-001 — Version 6

only assist them if they have
made contact with the installer,
followed their complaints
process but notreached a

satisfactory outcome

Document Owner A%

Al

relate to that installer at the
time that were certified with us.
Advise them to contact
Trustmark to identify which
Scheme Provider they need to
contact

Complaint closed

Internal
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Is the complaint of a type that

BAB can assist with?

v

Clientinformed that BAB
cannot assist with that type of
complaint. Client informed of
the types of complaint that BAB
can assist with. Client informed
of the types of complaint they
can't assist with advised as to
what options they should
consider for progressing those
types of complaints

Is more information needed by
BAB to enable them to help
resolve the complaint?

Clientinformed of the

additional information required

and how to provide it

N

A 4

Clientinformed of the steps
that BAB will now take to assist
them in achieving a resolution
to the complaint with the
installer

v

Installer contacted and advised
of the complaint. Details of the
complaint provided. Installer
requested to provide details of
their planned response and the
full project file for the
installation within 1 working
day

l

PRO-CA-001 - Version 6

v

Complaint closed
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B & R FERF

. - Installer contacted for an . — Installer advised that if they do
Installer replies within 1 i Installer replies within 5 S :
% N .| update and reminded of the N & : N .| notrespond within 3 working
working day? » ; A \ working days? » o) 2
complaints handling days, certificate willbe
suspended
Y v

A

Installer replies within 3
working days?

L Y
i N
4, 4 v
Is there a significant i Installer certificate suspended
. X Installer advised of ¥ D
dlsc'repancy.between l'nstaller Y 3| diserenancy fnieed fora BAR until satlsfact‘ory response
information and client R received
O Inspector to make a visit and
the charges that will be applied
if the discrepancy is found to
N be the installers fault
A \ 4
Scope of work obtained from Visit to the property made by a
the installer, passed to the BAB Inspector and a report
consumer to agree compiled by the inspector.
Copy of the report provided to
the installer and the consumer
v
Visit to the property made by Y Is there work identified by the
the installer to undertake work BAB Inspector that needs to be N & Complaint closed
to address the complaint rectified by the installer?
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Consumer contacted to
confirm whether installer has
rectified the complaint

Y

Is the consumer satisfied that
the installer addressed the
complaint?

N

v

Additional information
obtained from consumer
relating to the areas not

Y

Does the information confirm
that the complaint cannot be
closed?

Complaint closed

Y

v

Installer advised, information
shared, installer asked to
respond within 1 working day

v

Installer replies within 1
working day?

Client advised that BAB
consider complaint closed and

advised of ADR options

Complaint closed

Complaints and Appeals Procedure V6

Is there a significant
discrepancy between installer
information and client
information?

N

Installer contacted for an ’ S Installer advised that if they do
g Installer replies within 5 i y
.| update and reminded of the ; not respond within 3 working
> < . working days? £5 :
complaints handling days, certificate will be
suspended
Y i
Installer replies within 3
. working days?
v N
Installer advised of '
> discrepancy, need fora BAB .
e Installer certificate suspended
Inspector to make a visit and —
until satisfactory response
the charges that will be applied i yeesp
; 2 4 received
if the discrepancy is found to
be the installers fault
PRO-CA-001—Version6  Document Owner S A% £ A: Group Governance and Integrations Manager #7752 5 #4411 Page 10 of 12
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Scope of work obtained from
the installer, passed to the
consumer to agree

Visit to the property made by
the installer to undertake work
to address the complaint

v

Consumer contacted to
confirm whether installer has
rectified the complaint

Y

Is the consumer satisfied that
the installer addressed the
complaint?

A

Visitto the property made by a
BAB Inspector and a report
compiled by the inspector.

Copy of the report provided to

the installer and the consumer

Y

Is there work identified by the

BAB Inspector that needs to be
rectified by the installer?

Complaint closed

. Complaint closed

N

v

Additional information
obtained from consumer
relating to the areas not

v

Does the information confirm
that the complaint cannot be
closed?

Client advised that BAB

| consider complaint closed and

Y

) 4

Installer advised that another
installer will be appointed to
undertake the work and cost

|

PRO-CA-001 - Version 6

advised of ADR options

Complaint closed
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Alternate installer obtained,
quote passed to original
installer and scope of work
passed to client for approval

A 4
Alternate intalller undertakes

work, originaliinstaller invoiced
for the work

Complaint closed
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