{E)

QUALITY

KEY GOZETIM BELGELENDIRME VE EGITIM
HIZMETLERI LIMITED SIRKETI

PR.08 Sikayet ve Itirazlar PR.08 Complaints and Objections
Proseduirt Procedure

(Rev.00 - 05.01.2024)

Hazirlayan GoOzden Gegiren ve Onaylayan
Preparer Reviewed and Approved
Tarih/Date: 05.01.2024 Tarih/Date: 05.01.2024

* Bu dokiimanin basilmis kopyalarn kontrolsiiz kopya olarak kabul edilir. Bu dokiiman KEY QUALITY'ye aittir. KEY QUALITY yasal izni olmadan bir boliimii

veya tamami kopyalanamagz, iltibas edilemez.
* Printed copies of this document is accepted as uncontrolled copy. This document belongs to KEY QUALITY. Whole document or its any part shall not be

copied and compared without permission of KEY QUALITY.



PR.08 Sikayet ve itirazlar
Prosediirt

<E)

QUALITY

PR.08 Complaints and
Objections Procedure

icerik

A. Amag

B. Kapsam

C. Referanslar

D. Terim ve tarifler

E. ilgili Dokiimanlar

F. Revizyon Tarihgesi

B6liim 1: Genel Sartlar

1.1 Genel

Boliim 2: Sikayetler

2.1 Sikayetlerin Alinmasi

2.2 Sikayetlerin Degerlendirilmesi

2.3 Sikayetler Hakkinda Karar Verilmesi
2.4 Sikayetler Hakkindaki Kararlar Sonrasi
Faaliyetler

Boliim 3: itirazlar

3.1 Itirazlarin Alinmasi

3.2 itirazlarin Degerlendirilmesi

3.3 itirazlar Hakkinda Karar Verilmesi
3.4 Itirazlar Hakkindaki Kararlar Sonrasi
Faaliyetleri

Boliim 4: Sikayet ve itiraz Komitesi

4.1 Komite Uyeleri
4.2 Sikayet ve Itiraz Komitesi Toplantilari

Sayfa No

Nouuuvuuuun Gl dWWWWW

O NNNN

.}

O ©

Contents

A. Objective

B. Scope

C. References

D. Terms and Definitions

E. Related Documents

F. Revision History

Section 1: General requirements
1.1 General

Section 2: Complaints

2.1 Receiving Complaints

2.2 Evaluation of Complaints

2.3 Decision on Complaints

2.4 Activities After Decisions on Complaints

Section 3: Objections

3.1 Receiving Objections

3.2 Evaluation of Objections

3.3 Decision on Objections

3.4 Activities After Decisions on Objections

Section 4: Complaints and Objections
Committee

4.1 Committee Members

4.2 Complaints and Objections Committee
Meetings

Page No

NouuvuuauanhHhwwwuww

O NNNN

®

O

* Bu dokiimanin basilmis kopyalarn kontrolsiiz kopya olarak kabul edilir. Bu dokiiman KEY QUALITY'ye aittir. KEY QUALITY yasal izni olmadan bir boliimii

veya tamami kopyalanamagz, iltibas edilemez.

* Printed copies of this document is accepted as uncontrolled copy. This document belongs to KEY QUALITY. Whole document or its any part shall not be

copied and compared without permission of KEY QUALITY.

PR.08 Rev.00 05.01.2024

Sayfa/Page 2 / 10



PR.08 Sikayet ve itirazlar
Prosediirt

<E)

QUALITY

PR.08 Complaints and
Objections Procedure

A. Amag

Bu prosediiriin amaci, Key Quality'nin ynetim sistemi
belgelendirme standartlari ve prosedirleri baglaminda sorunlari
nasil gdzdigunl agiklamak ve gelecekteki sikayetleri dnlemek
igin standartlar ve prosedurlerdeki iyilestirmeleri belirlemektir.

Bu prosedir, ilgili tim taraflara, belgelendirme siirecinin kamu
hesap verebilirligini saglamak igin sikayetleri ve itirazlari
zamaninda ve adil bir sekilde degerlendiren prosediirlere erigim
saglamayi amaglamaktadir.

B. Kapsam

Bu prosediir, belgelendirme igin sikayet ve itirazlarin alinmasi,
degerlendirilmesi ve karar verilmesi siirecini kapsar. Sireg,
asadida listelenen standartlarda yonetim sistemi
gereksinimlerini karsilamak igin Belgelendirme Miidurd, tetkik
ekibi Uyeleri, diger tim personel, sertifika sahipleri ve tiim ilgili
taraflar tarafindan takip edilecek sekilde tasarlanmigtir.

C. Referanslar
Asadida adi gegen dokiimanlar bu proseddiriin uygulanmasi ile
iligkilidir.

ISO/IEC 17021-1:2015 Uygunluk degerlendirmesi — Yonetim
sistemlerinin tetkikini ve belgelendirmesini saglayan kuruluslar
igin sartlar - Bolum 1: Sartlar

D. Terim ve Tarifler

Bu prosediirde kullanilan tim terimler igin asagidaki standartlar
ve normatif dokiimanlarda verilen tarifler gegerlidir.

ISO/IEC 17021-1:2015 Uygunluk degerlendirmesi — Yonetim
sistemlerinin tetkikini ve belgelendirmesini saglayan kuruluslar
igin sartlar - Bolum 1: Sartlar
https://www.iso.org/obp/ui/en/#search

Sikayet: Herhangi bir kisi veya kurum tarafindan
belgelendirme kurulusu ya da akreditasyon kurumuna yapilan
memnuniyetsizlik beyani.

itiraz: Kurulusun ydnetim sisteminin belgelendirilmesine dair
belgelendirme kurulusunun almis oldugu bir kararin tekrar
degerlendirilmesi amaciyla belgelendirme kurulusuna veya
akreditasyon kurulusuna talepte bulunmasi.

E. ilgili Dokiimanlar

PR.07 Belgelendirmeye iligkin Karar Alma Prosediirii
PR.15 Duzeltici Faaliyet Prosediiri

GT.11 Sikayet ve Itiraz Komitesi Uyesi Gérev Tanimi
FR.004 Tarafsizlik ve Gizlilik S6zlesmesi

FR.023 Imza Beyani

FR.040 Sikayet ve itirazlar Takip Formu

FR.043 Sikayet ve Itiraz Formu

FR.057 Dokiiman Dagitim Listesi

FR.086 Sikayet ve itiraz Komitesi Uyeligi Kabul Teyidi

A. Purpose

The purpose of this procedure is to explain how Key Quality
resolves issues in the context of the management system
certification standards and procedures and to identify
improvements to the standards and procedures to prevent
future complaints.

This procedure aims to provide all interested parties with
access to procedures that consider complaints and objections in
a timely and fair manner to ensure public accountability of the
certification process.

B. Scope

This procedure covers the process of receiving, evaluating and
deciding on complaints and objections for certification. The
process is designed to be followed by the Certification Manager,
audit team members, all other staff, certificate holders and all
interested parties to meet the management system
requirements in the standards listed below.

C. References

The following documents are related to the implementation of
this procedure.

ISO/IEC 17021-1:2015 Conformity assessment - Requirements
for organisations providing audit and certification of
management systems - Part 1: Requirements

D. Terms and Definitions

For all terms used in this procedure, the definitions given in the
following standards and normative documents apply.

ISO/IEC 17021-1:2015 Conformity assessment - Requirements
for organisations providing audit and certification of
management systems - Part 1: Requirements
https://www.iso.org/obp/ui/en/#search

Complaint: A statement of dissatisfaction made by any person
or organisation to a certification body or accreditation body.

Objections: The organisation's request to the certification
body or accreditation body to re-evaluate a decision taken by
the certification body regarding the certification of the
management system.

E. Related Documents

PR.07 Certification Decision Making Procedure

PR.15 Corrective Action Procedure

GT.11 Complaints and Objections Committee Member Job
Description

FR.004 Impartiality and Confidentiality Agreement
FR.023 Signature Declaration

FR.040 Complaints and Objections Follow-up Form
FR.043 Complaint and Objection Form

FR.057 Document Distribution List

FR.086 Confirmation of Acceptance as a Member of the
Complaints and Objections Committee
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F. Revizyon Tarihgesi
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Boliim 1: Genel Sartlar
1.1 Genel

1.1.1 Key Quality, magdur tarafa, web sitesi araciligiyla,
Belgelendirme Mudiriine iletilmek Uzere, sikayette bulunma
veya itirazda bulunma firsati verir. Bu prosedir, FR.043 Sikayet
ve Itiraz Formu birlikte Key Quality web sitesinde
(https://keykalite.com/) erisilebilir sekilde bulunur.

1.1.2 Key Quality, sikayet veya itiraz sahibinin, sikayet veya
itirazini, FR.043 Sikayet ve itiraz Formu'nu e-posta ile
info@keykalite.com adresine, resmi olarak iletmesini ve
asadidakileri sunmasini sart kosar:

1.1.2.1 Sikayet veya itiraz sahibinin adi ve iletisim bilgileri,

1.1.2.2 Sikayetin veya itirazin agik bir tanimini,

1.1.2.3 Sikayetin veya itirazin her bir unsurunu veya yoniini
destekleyecek objektif kanitlari

1.1.3 Key Quality, sikayet ve itirazlar konusunda Ttrkge veya
Ingilizce iletisim kurar.

1.1.4 Sikayet veya itirazlarin kabulu, sorusturmasi ve karari,
sikayet veya itiraz sahibine kargi ayrimci herhangi bir faaliyet
icermez, tim sikayet veya itiraz basvurulari igin bu prosediir
uygulanir.

Boliim 2: Sikayetler
2.1 Sikayetlerin alinmasi

2.1.1 Key Quality sikayetleri, 1.1.2 maddesinde agiklandigi
sekilde alir.

2.1.2 1.1.2 maddesindeki sartlari saglamayan sozli veya yazili,
isimsiz sikayetler, FR.040 Sikayet ve ltirazlar Takip Formu ile
Belgelendirme Muduri tarafindan kayit altina alinir. Sikayetin Key
Quality musteri  kurulusu ile ilgili olmasi durumunda,
Belgelendirme Midurl bu durumu, Operasyon Muduri'ne iletir.
Operasyon Mudurd, bu sikayet kaydini, ilgili misteri kurulusun
bir sonraki tetkikinde sikayete konu olan durumun sorgulanmasi
igin, planlama notu olarak saklar. Bu tarz sikayetler, sikayetin
alinmasindan sonra 5 ig gunu iginde ilgili musteri kurulusa
Belgelendirme Mudiri tarafindan e-posta ile bildirilir.

2.1.3 Sikayet sahibinin adinin ve iletisim bilgilerinin agik oldugu
sikayetlerde, eksik bilgi veya kayit varsa, Belgelendirme Middird,
sikayetin alindigini ve ek bilgi gerektigini, sikayetin alinmasindan
sonra en geg 5 is gunu iginde, sikayet sahibine e-posta ile bildirir.

2.1.4 Sikayet kaydi, 1.1.2 maddesindeki sartlari tam olarak
karsiladi§i zaman, Belgelendirme Mudir(, sikayet kaydinin
acildigini bildirmek ve sikayetgi kimliginin gizli tutulup
tutulmayacagi onayini almak Uzere, sartlarin tam
karsilanmasindan sonra en geg 5 is giini icinde, sikayet
sahibine e-posta gonderir.

2.1.5 Key Quality, sikayet sahibi tarafindan talep edilmesi
halinde, sikayetginin kimligini sakl tutar.

Section 1: General requirements
1.1 General

1.1.1 Key Quality gives the aggrieved party the opportunity to
lodge a complaint or objections through its website, to be
forwarded to the Certification Manager. This procedure is
available on the Key Quality website (https://keykalite.com/)
together with the FR.043 Complaint and Objections Form.

1.1.2 Key Quality requires the complainant or objector to
formally submit the complaint or objection by e-mailing the
FR.043 Complaint and Objections Form to info@keykalite.com
and submit the following.

1.1.2.1 Name and contact details of the complainant or
objector,

1.1.2.2 A clear description of the complaint or objections,

1.1.2.3 Objective evidence in support of each element or
aspect of the complaint or objections

1.1.3 Key Quality communicates about complaints and
objections in Turkish or English.

1.1.4 The acceptance, investigation and decision of complaints
or objections does not involve any discriminatory action against
the complainant or appellant, this procedure applies to all
complaints or objections.

Section 2: Complaints
2.1 Receiving complaints

2.1.1 Key Quality receives complaints as described in 1.1.2.

2.1.2 Verbal or written, anonymous complaints that do not fulfil
the conditions in Article 1.1.2 are recorded by the Certification
Manager with the FR.040 Complaints and Objections Tracking
Form. In case the complaint is related to the Key Quality client
organisation, the Certification Manager shall forward it to the
Operations Manager. The Operations Manager keeps this
complaint record as a planning note for the next audit of the
relevant client organisation in order to question the situation
subject to the complaint. Such complaints are notified to the
relevant client organisation by e-mail by the Certification
Manager within 5 working days after receipt of the complaint.

2.1.3 In complaints where the name and contact details of the
complainant are open, if there is missing information or
records, the Certification Manager notifies the complainant by
e-mail that the complaint has been received and that additional
information is required, no later than 5 working days after
receipt of the complaint.

2.1.4 When the complaint record fully meets the requirements
of 1.1.2, the Certification Manager will send an e-mail to the
complainant no later than 5 working days after the
requirements have been fully met to inform the complainant
that the complaint record has been opened and to obtain
confirmation that the identity of the complainant will be kept
confidential.

2.1.5 Key Quality reserves the identity of the complainant if
requested by the complainant.
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2.2 Sikayetlerin degerlendirilmesi

2.2.1 Belgelendirme Miidiirii, FR.043 Sikayet ve Itiraz Formu ile
tam olarak alinan sikayetin Key Quality’nin sorumlu oldugu
belgelendirme faaliyetleriyle ilgili olup olmadigini en geg 5 is
gunu iginde kontrol eder.

2.2.2 Belgelendirme Mudirli, bu gikayetin Key Quality'nin
sorumlu oldugu belgelendirme faaliyetleri ile ilgili olduguna karar
verirse, sikayet bagvurusunun kabul edildigini, karar sonrasi en
geg 5 is gini iginde sikayet sahibine ve varsa ilgili misteri
kurulusa e-posta ile bildirir.

2.2.3 Belgelendirme Muddrd, bu sikayetin Key Quality’nin
sorumlu oldugu belgelendirme faaliyetleri ile ilgili olmadigina
karar verirse, ilgili karar, dogrulama amagl olarak, Operasyon
Mudird tarafindan da gézden gegirilir ve onaylanir. Operasyon
Mudiri ile mutabik kalinan karar sonrasi, Belgelendirme
Miidird, sikayet bagvurusunun Key Quality’nin sorumlu oldugu
belgelendirme faaliyetleri ile ilgili olmadigini en geg 5 is glini
iginde sikayet sahibine ve varsa ilgili mUsteri kurulusa e-posta
ile bildirir.

2.2.4 Operasyon Miiduri ile mutabik kalinmayan kararlarda
Sikayet ve itiraz komitesi toplantisi yapilir.

2.2.5 Sikayet sahibinin 2.2.3 maddesinde verilen cevaba
katilmamasi durumunda Sikayet ve itiraz komitesi toplantisi

yapilr.

2.2.6 Bagvurusu kabul edilen sikayetler, Belgelendirme Muduri
tarafindan degerlendirmeye alinir.

2.2.7 Bu degerlendirme, sikayet konusu hakkinda gerekli tim
bilgilerin toplanmasi, sikayet konusu ile ilgili Key Quality
kayitlarinin gézden gegirilmesi ve dogrulanmasi konularini igerir.

2.2.8 Bu degerlendirme bagvurunun kabul edildigi tarih
itibariyle 30 (otuz) giin iginde tamamlanir.

2.2.9 Degerlendirmeye iligkin bilgiler FR.043 Sikayet ve itiraz
Formuna not edilir. Ilgili kayitlar, formun ekine ilistirilir.

2.3 Sikayetler hakkinda karar verilmesi
2.3.1 Sikayetin degerlendirmesi sonrasi, sikayet konusu
hakkindaki karari Belgelendirme Mudiri verir.

2.3.2 Ancak sikayete konu olan hususlara énceden miidahil
olmus kisi/ kisilerin, sikayet hakkinda karar vermesi mimkiin
degildir. Bu sebeple Belgelendirme Mudiri'nin ilgili sikayete
konu olan tetkikte yer almasi durumunda karar Operasyon
Muduird tarafindan verilir.

2.3.3 2.3.2 maddesindeki durumla karsilagildiginda, Operasyon
Mudird, 2.2.6, 2.2.7 maddelerini uygulama ve kayitlarini
kontrol eder.

2.3.4 Sikayetler konusundaki karar, basvurunun kabul edildigi
tarih itibariyle 3 (ug) ay icinde sonuglandirilir.

2.3.5 Key Quality sikayet hakkinda, sikayet bagvurusu yapan
tarafin hakli olmadigina karar verirse, karar sonrasi en geg 5 is
gunu iginde sikayet sahibine ve varsa ilgili miisteri kurulusa e-
posta ile bildirir.

2.2 Evaluation of complaints

2.2.1 The Certification Manager checks within 5 working days
at the latest whether the complaint received in full on the
FR.043 Complaint and Objections Form is related to the
certification activities for which Key Quality is responsible.

2.2.2 If the Certification Manager decides that this complaint is
related to the certification activities for which Key Quality is
responsible, he/she notifies the complainant and the relevant
client organisation, if any, by e-mail within 5 working days at
the latest after the decision that the complaint application has
been accepted.

2.2.3. If the Certification Manager decides that this complaint
is not related to the certification activities for which Key Quality
is responsible, the relevant decision is also reviewed and
approved by the Operations Manager for verification purposes.
After the decision agreed with the Operations Manager, the
Certification Manager notifies the complainant and the relevant
client organisation, if any, by e-mail within 5 working days at
the latest that the complaint application is not related to the
certification activities for which Key Quality is responsible.

2.2.4 In case of decisions not agreed with the Operations
Manager, a meeting of the Complaints and Objections
Committee shall be held.

2.2.5 If the complainant does not agree with the answer given
in 2.2.3, a meeting of the Complaints and Objections committee
shall be held.

2.2.6 Accepted complaints are evaluated by the Certification
Manager.

2.2.7 This assessment includes gathering all necessary
information about the subject of the complaint, reviewing and
verifying Key Quality records related to the subject of the
complaint.

2.2.8 This assessment shall be completed within 30 (thirty) days
from the date of acceptance of the application.

2.2.9 Information on the evaluation is noted on the FR.043
Complaint and Objections Form. Relevant records are attached
to the annex of the form.

2.3 Decision on complaints
2.3.1 After the evaluation of the complaint, the Certification
Manager makes the decision on the subject of the complaint.

2.3.2 However, it is not possible for the person(s) previously
involved in the issues subject to the complaint to make a
decision on the complaint. For this reason, if the Certification
Manager is involved in the audit subject to the relevant
complaint, the decision is made by the Operations Manager.

2.3.3 When the situation in 2.3.2 is encountered, the Operation
Manager shall apply 2.2.6, 2.2.7 and check the records.

2.3.4 The decision on complaints shall be finalised within 3
(three) months from the date of acceptance of the application.

2.3.5 If Key Quality decides that the complainant is not
justified, it notifies the complainant and the relevant customer
organisation, if any, by e-mail within 5 working days at the
latest after the decision.
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2.3.6 Key Quality sikayet hakkinda, sikayet bagvurusu yapan
tarafin hakli olduguna karar verirse, karar sonrasi en geg 5 is
gunu iginde sikayet sahibine ve varsa ilgili miisteri kurulusa e-
posta ile bildirir. Ayrica bu bildiride sikayet konusunun ve
¢6zimiinlin kamuoyuna verilip verilmeyecegi konusunda
mutabakata varilmasini talep eder.

2.3.7 Sikayet konusunun Key Quality musteri kurulusuyla ilgili
olmasi ve sikayet basvurusu yapan tarafin hakli olmasi
durumunda, ilgili musgteri kurulugtan 30 giin iginde dizeltici
faaliyetlerin tamamlanmasi istenir. Dizeltici faaliyetlerin kayit ile
veya Ozel tetkik ile kabul edilecegine Belgelendirme Mudurii
karar verir.

2.3.8 Sikayet konusunun Key Quality faaliyetleri ve personeli ile
ilgili olmasi ve sikayet bagvurusu yapan tarafin hakl olmasi
durumunda, sikayet kayitlari diizeltici ve 6nleyici faaliyet
acllmak lizere Yonetim Temsilcisine iletilir. Yonetim Temisilcisi,
PR.15 Duzeltici Faaliyet Prosediiriine uygun olarak diizeltici
faaliyet planlamasini yapar.

2.3.9 3 (ug) ay icinde Belgelendirme Muduru tarafindan
sonuclandirilamayan sikayetler Sikayet ve itiraz Komitesi
toplantisinda ele alinir. ilgili siirenin uzama sebebi ve miimkiin
olan gdziimleme siiresi Belgelendirme Mudiri tarafindan
bagvurusu sahibine e-posta ile bildirilir.

2.3.10 Key Quality Belgelendirme Miidurd, sikayetlerin g6zime
yénelik yapilan islemleri FR.043 Sikayet ve itiraz Formunda
kayit altina almakta ve FR.040 Sikayet ve itiraz Takip Formu ile
takip etmektedir.

2.4 Sikayetler hakkindaki kararlar sonrasi faaliyetler
2.4.1 Sikayetin Key Quality tarafindan ¢6zimlenmis olarak
kabul edilmesi ile sikayet basvurusu yapan taraf, gdziimleme
konusunda e-posta ile bilgilendirilir.

2.4.2 Bu bilgilendirme sonrasi 30 (otuz) giin iginde herhangi bir
itiraz olmamasi durumunda, ilgili sikayet kaydi kapatilir.

2.4.3 Bu siire iginde sikayet bagvurusu yapan taraftan itiraz
gelmesi durumunda, itiraz tarihi itibariyle en geg 30 (otuz) giin
iginde sikayet ve itiraz komitesi toplantisi yapilir.

Boliim 3: Itirazlar
3.1 Itirazlarin alinmasi

3.1.1 Key Quality tarafindan gergeklestirilen belgelendirme
faaliyetlerinin sonuglarina, Key Quality tarafindan verilen
kararlara yapilacak itirazlarin siresi, kararin ilgiliye iletilme
tarihinden itibaren 30 (otuz) glindir.

3.1.2 Key Quality sikayetleri, 1.1.2 maddesinde agiklandigi
sekilde alir.

3.1.3 ltirazla ilgili eksik bilgi veya kayit varsa, Belgelendirme
Middird, itirazin alindigini ve ek bilgi gerektigini, itirazin
alinmasindan sonra en geg 5 is giini iginde, itiraz sahibine e-
posta ile bildirir.

3.1.4 itiraz kaydi, 1.1.2 maddesindeki sartlar tam olarak
karsiladigi zaman, Belgelendirme Mudiir(, itiraz kaydinin

2.3.6 If Key Quality decides that the complainant is justified, it
notifies the complainant and, if applicable, the relevant client
organisation by e-mail within 5 working days at the latest after
the decision. In addition, in this notification, it requests
agreement on whether or not the subject of the complaint and
its resolution will be made public.

2.3.7 If the subject of the complaint is related to the Key
Quality client organisation and the complainant is justified, the
relevant client organisation is requested to complete corrective
actions within 30 days. The Certification Manager decides
whether the corrective actions will be accepted by registration
or by special audit.

2.3.8 In the event that the subject of the complaint is related
to Key Quality activities and personnel and the party filing the
complaint is justified, the complaint records are forwarded to
the Management Representative for corrective and preventive
action. The Management Representative makes the corrective
action planning in accordance with PR.15 Corrective Action
Procedure.

2.3.9 Complaints that cannot be finalised by the Certification
Manager within three (3) months shall be discussed at the
Complaints and Objections Committee meeting. The reason for
the extension of the relevant period and the possible resolution
time is notified by the Certification Manager to the applicant by
e-mail.

2.3.10 Key Quality Certification Manager records the actions
taken to resolve complaints in FR.043 Complaint and Objections
Form and follows up with FR.040 Complaint and Objections
Follow-up Form.

2.4 Activities after decisions on complaints

2.4.1 Upon acceptance of the complaint as resolved by Key
Quality, the complainant will be informed by e-mail about the
resolution.

2.4.2 If there is no objection within 30 (thirty) days after this
notification, the relevant complaint record is closed.

2.4.3 In the event that an objection is received from the party
filing a grievance within this period, a meeting of the grievance
and objection committee shall be held within 30 (thirty) days at
the latest as of the date of the objection.

Section 3: Objections
3.1 Receiving objections

3.1.1 The duration of the objections to be made to the results
of the certification activities carried out by Key Quality and the
decisions made by Key Quality is 30 (thirty) days from the date
of transmission of the decision to the relevant person.

3.1.2 Key Quality receives complaints as described in 1.1.2.

3.1.3 If there is missing information or records related to the
objection, the Certification Manager notifies the objector by e-
mail that the objection has been received and that additional
information is required, no later than 5 working days after
receipt of the objection.

3.1.4 When the objections record fully meets the requirements
of 1.1.2, the Certification Manager shall send an e-mail to the
appellant to inform them that the objections record has been
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agildigini bildirmek tzere, sartlarin tam karsilanmasindan sonra
en geg 5 is guni iginde, itiraz sahibine e-posta gonderir.

3.2 itirazlarin degerlendirilmesi

3.2.1 Belgelendirme Miidiirii, FR.043 Sikayet ve tiraz Formu ile
tam olarak alinan itirazi en geg 5 is giind icinde kontrol eder.

3.2.2 Bagvurusu kabul edilen itirazlar, Belgelendirme Muduirii
tarafindan degerlendirmeye alinir.

3.2.3 Bu dederlendirme, itiraz konusu hakkinda gerekli tim
bilgilerin toplanmasi, itiraz konusu ile ilgili Key Quality
kayitlarinin gézden gegirilmesi ve dogrulanmasi konularini igerir.

3.2.4 Bu degerlendirme bagvurunun kabul edildigi tarih
itibariyle 30 (otuz) giin iginde tamamlanir.

3.2.5 Degerlendirmeye iligkin bilgiler FR.043 Sikayet ve Itiraz
Formuna not edilir. Ilgili kayitlar, formun ekine iligtirilir.

3.3 itirazlar hakkinda karar verilmesi
3.3.1 Itirazin degderlendirmesi sonrasi, itiraz konusu hakkindaki
karar asagidaki sekilde verilir:

3.3.1.1 Bir tetkik sonucunda verilen karara bir itiraz s6z konusu
ise PR.07 Belgelendirmeye iliskin Karar Alma Prosediirii'nde
tanimlanan ve itiraza sebep olan kararda yer almamis bir
Belgelendirme Komitesi olusturularak ilgili karar tekrar
degerlendirilir. Itiraz sahibinin hakli olmasi durumunda karar
Key Quality kayitlarinda giincellenir.

3.3.1.2 Bir tetkik sonucunda agilan uygunsuzluklara itiraz s6z
konusu ise uygunsuzlugu agan Key Quality personeli ile birlikte
ilgili musteri kurulusun teknik alanlarinda atanmis bir bastetkikgi
ile itiraz degerlendirilir. Itiraz sahibinin hakli olmasi durumunda
tetkik ekibinin tetkik kayitlarini glincellemesi saglanir.

3.3.1.3 Bir tetkik ekibi Uyesine itiraz s6z konusu ise
Belgelendirme Mudiirii ve Operasyon Mudiirl tarafindan
miisteri kurulusun itirazi degerlendirilir. itiraz sahibinin hakli
olmasi durumunda ilgili tetkik ekibi Uyesi degistirilir.

3.3.2 Ancak itiraza konu olan hususlara (tetkik, karar gibi)
onceden mudahil olmus kisi/ kisilerin, itiraz hakkinda karar
vermesi miimkiin degildir. Bu sebeple yukaridaki sartlar
uygulanirken bu kural dikkate alinir.

3.3.3 ltirazlar konusundaki karar, bagvurunun kabul edildigi
tarih itibariyle 30 (otuz) giin iginde sonuglandirilir.

3.3.4 Key Quality itiraz hakkinda, itiraz bagvurusu yapan tarafin
hakli olmadidina karar verirse, karar sonrasi en geg 5 is glini
iginde itiraz sahibine, Key Quality'nin hakli gerekgeleri ile itirazin
kabul edilmedigini e-posta ile bildirir.

3.3.5 Key Quality itiraz hakkinda, itiraz bagvurusu yapan tarafin
hakl olduguna karar verirse, karar sonrasi en geg 5 is guni
iginde itiraz sahibine, Key Quality’nin planladigi aksiyon detaylar
ile itirazin kabul edildigini e-posta ile bildirir.

opened, no later than 5 working days after the requirements
have been fully met.

3.2 Evaluation of objections

3.2.1 The Certification Manager checks the objection received
in full with the FR.043 Complaint and Objections Form within 5
working days at the latest.

3.2.2 Accepted objections are evaluated by the Certification
Manager.

3.2.3 This assessment includes gathering all necessary
information about the subject matter of the objections,
reviewing and verifying Key Quality records related to the
subject matter of the objections.

3.2.4 This assessment shall be completed within 30 (thirty)
days from the date of acceptance of the application.

3.2.5 Information on the evaluation is noted on the FR.043
Complaint and Objections Form. Relevant records are attached
to the annex of the form.

3.3 Decision on objections
3.3.1 After consideration of the objections, the decision on the
subject matter of the objections shall be made as follows

3.3.1.1 If there is an objection to the decision made as a result
of an audit, the relevant decision is re-evaluated by forming a
Certification Committee defined in PR.07 Certification Decision
Making Procedure and not involved in the decision that caused
the objection. If the appellant is right, the decision is updated
in Key Quality records.

3.3.1.2 If there is an objection to non-conformities opened as
a result of an audit, the objection is evaluated with the Key
Quality personnel who opened the non-conformity and a lead
auditor appointed in the technical fields of the relevant
customer organisation. If the objector is right, the audit team is
ensured to update the audit records.

3.3.1.3 If there is an objection to an audit team member, the
objection of the client organisation is evaluated by the
Certification Manager and Operations Manager. If the objector
is right, the relevant audit team member is replaced.

3.3.2 However, it is not possible for the person(s) previously
involved in the matters subject to the objection (e.g. audit,
decision) to decide on the objection. Therefore, this rule is
taken into account when applying the above conditions.

3.3.3 The decision on objections shall be finalised within 30
(thirty) days from the date of acceptance of the application.

3.3.4 If Key Quality decides that the objection is not justified,
Key Quality notifies the objector by e-mail within 5 business
days at the latest after the decision that the objection is not
accepted with Key Quality justified reasons.

3.3.5 If Key Quality decides that the objection is justified, Key
Quality will notify the objector by e-mail within 5 working days
at the latest after the decision that the objection has been
accepted with details of Key Quality planned action.
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3.3.6 Bir itirazin hakli olmasi durumunda itiraz kayitlan diizeltici
ve oOnleyici faaliyet agilmak lzere Yonetim Temsilcisine iletilir.
Yonetim Temsilcisi, PR.15 Duzeltici Faaliyet Prosediiriine uygun
olarak duzeltici faaliyet planlamasini yapar.

3.3.7 30 (otuz) gun iginde sonuglandirlamayan itirazlar Sikayet
ve Itiraz Komitesi toplantisinda ele alinir. lgili siirenin uzama
sebebi ve miimkiin olan géziimleme siresi Belgelendirme
Mudiri tarafindan basvurusu sahibine e-posta ile bildirilir.

3.3.8 Key Quality Belgelendirme Mudurd, itirazlarin gozime
yénelik yapilan islemleri FR.043 Sikayet ve itiraz Formunda
kayit altina almakta ve FR.040 Sikayet ve itiraz Takip Formu ile
takip etmektedir.

3.4 itirazlar hakkindaki kararlar sonrasi faaliyetler
3.4.1 3.3.4 ve 3.3.5 maddelerindeki bilgilendirme sonrasi 30
(otuz) giin iginde herhangi bir geri donls olmamasi durumunda,
ilgili itiraz kaydi kapatilir.

3.4.2 Bu siire iginde itiraz bagvurusu yapan taraftan tekrar
itiraz gelmesi durumunda, itiraz tarihi itibariyle en geg 30 (otuz)
gun icinde sikayet ve itiraz komitesi toplantisi yapilir.

Boliim 4: Sikayet ve itiraz Komitesi
4.1 Komite uyeleri

4.1.1 Komite Uyeleri, bir hukukgu ve bir finansal temsilci igerek
sekilde segilir.

4.1.2 Komite Uyelerinin sorumluluk, yetki ve tyelik kriterleri,
“GT.11 Sikayet ve Itiraz Komitesi Uyesi Gorev Tanimi” lizerinde
tanimlanmistir.

4.1.3 Her bir komite Uyesi, FR.004 Tarafsizlik ve Gizlilik
Sozlesmesi, FR.023 imza Beyani, FR.086 Sikayet ve ltiraz
Komitesi Uyeligi Kabul Teyidi formlarini imzalar. imzali formlan
teslim alinmayan komite Uyesi herhangi bir siiregte
gorevlendirilemez.

4.1.4 Komite Uyeleri, Key Quality dokiimanlarina “FR.057
Dokiiman Dagitim Listesi’nde” tanimlandigi sekilde erigir.

4.2 Sikayet ve Itiraz Komitesi toplantilari
4.2.12.2.4,62.2.5, 2.3.9, 2.4 ve 3.4 maddelerinde bahsedilen
goziimlenmeme durumlarinda Sikayet ve itiraz komitesi
toplantisi yapilir.

4.2.2 Toplantilar, Belgelendirme Miduri ve tim komite
uyelerinin katiimi ile gergeklestirilir.

4.2.3 Belgelendirme Muduri'niin sikayet veya itiraza konu olan
surecte (tetkik, karar gibi) yer almig olmasi durumunda,
Belgelendirme Mudiri’'niin yerine Operasyon Muduri katiim
saglar.

4.2.4 Bu toplantilarin girdileri, FR.043 Sikayet ve itiraz Formu
Uzerinde ilgili sikayet veya itiraz igin kayit edilen bilgiler ve bu
bilgilere ait kayitlardir.

4.2.5 Komite Uyeleri, komite gorevlerini yerine getirebilmek igin
ihtiyag duyacaklari tim bilgi ve kayitlara erigebilir.

3.3.6 If an objection is justified, the objection records are
forwarded to the Management Representative for corrective
and preventive action. The Management Representative makes
corrective action planning in accordance with PR.15 Corrective
Action Procedure.

3.3.7 Objections that cannot be finalised within thirty (30) days
shall be discussed at the Complaints and Objections Committee
meeting. The reason for the extension of the relevant period
and the possible resolution time is notified to the applicant by
e-mail by the Certification Manager.

3.3.8 Key Quality Certification Manager records the actions
taken to resolve the objections in FR.043 Complaint and
Objections Form and follows up with FR.040 Complaint and
Objections Follow-up Form.

3.4 Activities after decisions on objections

3.4.1 If there is no return within 30 (thirty) days after the
notification in the articles 3.3.4 and 3.3.5, the relevant
objection record is closed.

3.4.2 In the event that an objection is received again from the
party that filed an objection within this period, a meeting of the
grievance and objection committee shall be held within 30
(thirty) days at the latest as of the date of the objection.

Section 4: Complaints and Objections Committee
4.1 Committee members

4.1.1 Committee members shall include a legal and a financial
representative.

4.1.2 The responsibilities, authorities and membership criteria
of the committee members are defined in "GT.11 Complaints
and Objections Committee Member Job Description".

4.1.3 Each committee member signs FR.004 Impartiality and
Non-Disclosure Agreement, FR.023 Signature Statement,
FR.086 Confirmation of Acceptance of Complaints and Appeals
Committee Membership. A committee member whose signed
forms are not received cannot be assigned to any process.

4.1.4 Committee members access Key Quality documents as
defined in "FR.057 Document Distribution List".

4.2 Complaints and Objections Committee meetings
4.2.12.2.4,2.2.5, 2.3.9, 2.4 and 3.4, a meeting of the
Grievance and Objections Committee shall be held.

4.2.2 Meetings are held with the participation of the
Certification Manager and all committee members.

4.2.3 In case the Certification Manager has been involved in
the process (such as audit, decision) subject to the complaint
or objections, the Operations Manager participates instead of
the Certification Manager.

4.2.4 The inputs to these meetings are the information
recorded for the relevant complaint or objections on the FR.043
Complaint and Objections Form and the records of this
information.

4.2.5 Committee members have access to all information and
records they need to fulfil their committee duties.
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4.2.6 Toplanti sirasinda gorigulen konular ve kararlar FR.043
Sikayet ve Itiraz Formu Uzerine kayit edilir.

4.2.7 Toplanti sirasinda oylamanin séz konusu oldugu
durumlarda, oy birligi ile karar verilir.

4.2.8 Toplantida verilen karar, karar sonrasi en geg 5 is guini
iginde sikayet veya itiraz sahibine, miisteri kurulus sikayetleri
igin ilgili misteriye bildirilir.

4.2.9 Key Quality kendi prosediirlerinin tam olarak
uygulanmasiyla sikayet ve itirazin gdzimlenmemesi, sikayet
veya itiraz sahibinin Key Quality’'nin vardigi sonuglara
katiimamasi veya Key Quality’'nin sikayet veya itirazi ele alma
seklinden memnun olmamasi durumunda sikayet veya itiraz
sahibine durumu Key Quality'nin bagl oldugu akreditasyon
kurumlarina iletme firsati sunulur.

4.2.6 The issues and decisions discussed during the meeting
are recorded on the FR.043 Complaint and Objections Form.

4.2.7 Where a vote is taken during the meeting, the decision
shall be unanimous.

4.2.8 The decision made at the meeting shall be notified to the
complainant or objector within 5 working days at the latest
after the decision, and to the relevant customer for customer
organisation complaints.

4.2.9 In the event that the complaint or appeal is not resolved
through the full implementation of Key Quality own procedures,
if the complainant or objector disagrees with Key Quality
conclusions, or is not satisfied with the way Key Quality has
handled the complaint or appeal, the complainant or objector
will be given the opportunity to refer the complaint or appeal to
the accreditation bodies to which Key Quality is affiliated.
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