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ANNEX K Complaint Form 

· If you wish to submit a complaint to Control Union Certifications, please use this form.

· An appeal can only be against a certification decision of Control  Union Certifications as per procedures described in the terms of contract point 13. For that purpose this form can also be used.

· We kindly request you to specify your complaint as much as possible (“who, what, where, when”) and provide any necessary documentation if applicable.

· You can send this form with any attachments to our certification branch offices or to our office in Zwolle, The Netherlands (certification@controlunion.com) fax: +31-38-4237040).

· An appropriate member of staff (certifier / manager) will confirm receipt of your complaint, with a timeframe of handling the complaint, within two weeks  if no improvement can be made before that time. 

· We will inform you of the results in writing or verbally, depending on the size and nature of the complaint.

· In case this solution is unsatisfactory the dispute protocol as described in article 14 of the terms of contract comes in force.

· For certain programs additional dispute protocols are in force as specified in the applicable contract i.e. FSC. MSC, BRC (see also specific organizations website)

· Incomplete complaints cannot be processed.
Attachments may be used

	date
	

	Your company name
	

	Your personal name
	

	Your address 
	

	Telephone
	

	Fax
	

	e-mail
	

	Complaint

Please specify your complaint as much as possible (“who, what, where, when”) and provide any necessary documentation if applicable.




On the next page an abstract is given on the procedure for handling complaints as specified in the Quality Manual of Control Union Certifications B.V.

Abstract of the procedure to handle complaints:

13.a Scope

Handling of complaints and improvements
13.b Aim
Efficient registration, handling and evaluation of complaints and to prevent repetition of mistakes and if possible to satisfy the complainant. Implementation and follow-up of measures to improve the quality of the work and the organization (improvements).

13.c Responsibilities

Managing Director: (assistance with) handling of complaints, selection and implementation of improvements, evaluation with complainant;

Quality Manager: registration, investigation, handling and follow-up of complaints. Registration, selection, implementation and follow-up of improvements. Filing of Improvement Form;

Account Manager: registration, investigation, handling and follow-up of complaints. Registration, selection, implementation and follow-up of improvements. Filing of Improvement Form;

Certifier: registration, investigation, handling and follow-up of complaints. Registration, selection, implementation and follow-up of improvements. Filing of Improvement Form;

(Senior) Inspector: assistance with handling of complaints, implementation of improvements.

13.d Execution
1. Complaints

1.1 Complaints can be received from clients, relations or employees in writing (e.g. by means of the form available on the website) or verbally; 

1.2 Informal complaints are handled in work meetings (see c. Personnel and Organization);

1.3 Specific instructions may apply for third party inspections. Complaints with regard to this third party (certification system) must be forwarded in writing to this third party immediately. This includes complaints about the inspections, the handling and result of the complaint according to this procedure; 

1.4 The Quality Manager (QM) ,Account Manager (AM) or the Certifier registers the complaint in SISI as a specific action: “ improvement/complaint”  and on an Improvement Form and decides if it is necessary to consult the Managing Director (MD);

1.5 The MD may decide to handle serious complaints;

1.6 The QM, AM or Certifier sends a written confirmation of the complaint, with a timeframe for handling the complaint, within two weeks  if no improvement can be made before that time. 

1.7 The QM, AM or Certifier handles the complaint within the timeframe as communicated with the complainant and may be assisted by the MD, or the (Senior) Inspector. The handling is registered in SISI ;

1.8 The QM, AM or Certifier informs the complainant of the results in writing or verbally, depending on the size and nature of the complaint. 
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