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	1. 
	OBJECTIVE
	To ensure that the appellant receives an independent and unbiased decision for the appeal made against certification  and there is an effective customer complaint procedure in place

	
	
	

	2. 
	SCOPE
	This procedure is applicable is applicable for appeals made against the decision of certification and for customer complaints received by Ind-Expo Certification Limited 

	
	
	

	3. 
	DEFINITIONS
	Appeal: Written communication challenging the decision made under the Integrated Management Systems Certification Scheme
Appellant: The client/client organization submitting the appeal
Appeal Committee: A Committee set up by the Board of Directors of Ind-Expo Certification Ltd
Customer: A person who obtain certification services from CB
Complaint: A statement that something is unsatisfactory or unacceptable.

	
	
	

	4. 
	RESPONSIBILITY
	· Board of Directors - Setting up the Appeals Committee
· Appeals Committee (AC) - Conducting an impartial investigation and giving the Judgment on the appeal.
· Director/CEO - Registering the appeal and coordinating with the Appeals Committee until judgment is given
· Overall responsibility: Director
· Functional responsibility: Operations Manager

	
	
	

	5. 
	RELATED DOCUMENTS
	· Appeals register - QP-09-R-01 
· Appeal Form – QP -09-F-01
· [bookmark: _GoBack]Customer complaint Form - QP-10-F-01
· Customer complaint Register - QP-05-R-01
· Corrective action request form - QP-10-F-01



6. PROCEDURE 

6.1. APPEAL 

6.1.1. For any inquiry or request to the appeal received, the appeal form IP-04-F-01 shall be sent to the Appellant.
6.1.2. On receiving the appeal, it shall be entered in the appeal register IP-04-R-01 and acknowledge receipt of the appeal via email and check whether the appeal is within the scope of the certification scheme. 
6.1.3. If the appeal is not within the scope of certification, the Director/CEO shall reject the appeal and notify the appellant via email or a letter.
6.1.4. If the appeal is found within the scope of certification, the Director/CEO shall submit the appeal to the Board of Directors.
6.1.5. The Board of Directors shall appoint an Appeals Committee comprising of at least three members to review the appeal. The constitution shall be as follows:
· Chairman
· Representative from CNCI
· Representative from NCE
6.1.6. The Appeals Committee shall not comprise of members of the certification scheme or employees of Ind-expo nor have any commercial interest with Ind-expo.
6.1.7. The Board of Directors shall coordinate with the Chairman and members of the Appeals Committee and fix a date, time and a suitable venue and inform the Appellant giving a minimum of seven working days’ notice, the constitution of the relevant Appeals Committee, together with the date and other details.
6.1.8. The Appellant has the right to state his/her objections to the constitution of the relevant Appeals Committee in writing to the Board of Directors.
6.1.9. The Board of Directors has the right to consider the reasons for objections and to decide whether it should be accepted or not and amend the constitution of the Appeals Committee.
6.1.10. Appeals Committee sessions shall be conducted within 21 working days from then and both Appellant and the Appeals Committee have the right to avail them of assistance from witnesses, provided the names and addresses of the witnesses have been forwarded in writing to the Appeals Committee or to the Appellant.
6.1.11. The judgment shall be signed by all members of the Appeals Committee.
6.1.12. The Appellant shall be informed of the decision in writing within seven days of the date of Judgment by the Board of Directors.
6.1.13. The Board of Directors shall determine the cost of conducting the appeal
6.1.14. The decision of the Appeals Committee shall be final and conclusive.
6.1.15. All details regarding the appeal shall be maintained in the appeals register.
6.1.16. All appeals shall be completed within two months.
6.1.17. Appeals procedure shall be made publicly available.

6.2. CUSTOMER COMPLAINTS

6.2.1. Receipt and Recording of customer complaint 

6.2.1.1. Customer feedback along with customer complaints are collected directly through either Customer complaint Form (QP-05-F-01), or customer satisfaction questionnaire (QP-05-F-02) Once the customer complaint is received, the recipient shall record the complaint using the complaint form (Doc. No: QP-05-F-01) and refer it to the Director.
6.2.1.2. Director shall refer the complaint to the Certification Manager. He/ She shall check whether it is related to inspection activities. Depending on the nature of the complaint such details shall be recorded on the customer complaint register (Doc. No. QP-05-R-01) by the receiver of the complaint by allocating a unique and separate identity in relation to inspection.
6.2.1.3. If confirmed that it is related to inspection activities then steps 6.2 onwards shall be followed or if not, it shall be referred to the relevant Officer by the Director.
6.2.1.4. Detailed Investigation of Customer Complaints related to Inspection Activities
6.2.1.5. The Certification Manager shall acknowledge the complaint within two working days. The relevant certified client against whom the complaint is made shall be informed of same by the Certification Manger within five (05) working days.
6.2.1.6. The Certification Manager on discussion with the Director shall investigate the complaint and prepare a detailed report on the complaint and submit it to the Director along with the complaint form (Doc. No. QP-05-F-01). A corrective action request shall be completed (QP-10-F-01) by the Certification manager.
6.2.1.7. The Director shall make a decision on the appropriate action.
6.2.1.8. The Certification Manager shall inform the recommended decision to the complainant within two working days of the decision by the Director.
6.2.1.9. The Director shall ensure that any complaint is resolved within one month from the date of complaint.
6.2.1.10. The Certification Manager shall maintain  all  records  of  complaints  in  the  customer complaint record file and up-date the customer complaint register  (DOC NO. QP-05-R-01).
6.2.1.11. The Certification Manager shall prepare a summary report of all customer complaints and submit to MR to be tabled at the Management review meeting.
6.2.1.12. The COMPANY shall determine, together with the client and the complainant, whether and, if so to what extent the subject of the complaint and its resolution be made public.
6.2.1.13. Detailed investigation of customer complaints in relation to non-certification Activities
6.2.1.14. The relevant Manager shall acknowledge the complaint within two working days.
6.2.1.15. The relevant person against whom the complaint is made shall be informed of same by the relevant Manager within five (05) working days.
6.2.1.16. The relevant Manager on discussion with the Director shall investigate the complaint and prepare a detailed report on the complaint and submit it to Director along with the complaint form (Doc. No. QP-05-F-01).  The Director shall make a decision on the appropriate action. A corrective action request shall be completed (QP-05-F-01) by the Certification Manager.
6.2.1.17. The relevant Manager shall inform the recommended decision to the complainant within fourteen (14) working days of the decision by the Director and submit a copy of the report to the Certification Manager.
6.2.1.18. The Director shall ensure that any complaint is resolved within one month from the date of complaint.
6.2.1.19. The Certification Manager shall maintain all records of complaints in the customer complaint record file and up-date the customer complaint register (DOC NO. QP-05-R-01).
6.2.1.20. The Certification Manager shall prepare a summary report of all customer complaints and submit to MR to be tabled at the Management review meeting. 
6.2.1.21. The company shall determine, together with the client and the complainant, whether and, if so to what extent the subject of the complaint and its resolution be made public. 
6.2.1.22. Customer complaints procedure shall be made publicly available. It shall be posted in the company web-site.
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