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1. Amacg & Purpose

Bu prosediiriin amaci IQM tarafindan yuritilmekte olan uygunluk dederlendirme hizmetleri ile ilgili olabilecek itiraz ve
sikayetlerin degerlendiriimesidir. & The purpose of this procedure is to evaluate objections and complaints that may arise
regarding the conformity assessment services carried out by IQM.

2. Tanimlar & Definition

Sikayet & Complaint: IQM’ in uygunluk degerlendirme hizmeti verdidi kisi/kurum/kuruluslarin, IQM’ den aldiklari hizmetlerden
veya IQM’ den uygunluk degerlendirme hizmeti alan kisi/kurum/kuruluslarin Griin, hizmet, sistem vb. kullanan/faydalanan veya
herhangi bir sekilde etkilenenlerin duyduklari memnuniyetsizlik durumudur. & It is the dissatisfaction of
persons/institutions/organizations to whom IQM provides conformity assessment services, with the services they receive from
IQM, or with those who use/benefit from or are affected in any way by the products, services, systems, etc. of
persons/institutions/organizations receiving conformity assessment services from IQM.

itiraz & Appeal: IQM’ den uygunluk dederlendirme hizmeti alan veya basvuran kisi/kurum/kuruluslarin aldiklari hizmetin
herhangi bir asamasindaki is ve islemlere alinan kararlari benimsememe ve karsi cikma durumudur. & It is the situation where
the person/institution/organization who receives or applies for conformity assessment service from IQM does not accept or
oppose the decisions taken regarding the work and transactions at any stage of the service they receive.

itiraz ve Sikayet Komitesi (ISK) & Appeal and Complaints Committee (ACC): Uygunluk degerlendirme hizmetleri ile
ilgili olarak ve diger taraflardan gelen itirazlar ve sikayetleri tarafsiz bir sekilde dederlendirerek karara baglamaya yetkili
komitedir. & It is the committee authorized to impartially evaluate and decide on objections and complaints regarding conformity
assessment services and from other parties.

3. Ilgili Dokiimanlar & Releated Documents
FR.52 itiraz - Sikayet Formu
4. Uygulama & Application

4.1. Genel & General

IQM Belgelendirme, sikayet ve itiraz ele almanin biitiin asamalarindaki kararlardan sorumludur. & IQM Certification is responsible
for decisions at all stages of handling complaints and appeals.
Tim talepler igin IQM’ in ortak sorumluluklar & The common responsibilities of IQM for all requests;

< Talep kabulli, sorusturmasi ve kararinin, talep sahibine karsi herhangi bir ayrimc faaliyetle sonuglanmasina izin
verilmez. & The acceptance, investigation, and decision of the claim is not allowed to result in any discriminatory
activity against the claimant.

% Talebin sorusturmasi ve kararina talebe konu olan ilgili taraf dahil edilmez. & The interested party subject to the request
is not included in the investigation and decision of the request.

% Bagimsiz karar mekanizmasi (ISO/IEC 17021-1 Madde 9.7.3 ve Madde 9.8.3): itiraz/sikayeti alan, 6n degerlendirme
yapan ve karar veren Kisiler farkli olmalidir. (1) Talebi alan kisi karar siirecine katilmaz, yalnizca idari koordinasyonu
yuriitir; (2) On degerlendirmeyi yapan personel talebin konusuyla ilgili 6nceki tetkik, karar, denetim veya
danismanlik siirecinde yer aimamis olmalidir; (3) Nihai karar Itiraz ve Sikayet Komitesi (ISK) tarafindan oy ¢oklugu ile
alinir; komite Uyeleri karar dncesi gikar gatismasi beyani (FR.06) imzalar; (4) Karar surecine hem Belgelendirme
Komitesi lyesi olup hem de itiraza konu tetkikte yer almig kisiler katilamaz; (5) Karar her asamada kayit altina alinir
ve Islem giinligi tutulur (FR.49 toplanti raporlan); (6) itiraz/sikayet sahibi karara itiraz ederse yeni bir komite {iyesi
atanarak yeniden degerlendirme yapilabilir. & Independent decision mechanism (ISO/IEC 17021-1 Madde 9.7.3 and
Madde 9.8.3): the person receiving, evaluating, and deciding on an appeal/complaint shall be different. (1) The
recipient does not participate in the decision process, only performs administrative coordination; (2) The preliminary
evaluator shall not have been involved in any prior audit, decision, inspection or consultancy related to the subject;
(3) The final decision is taken by the Appeals and Complaints Committee (ACC) by majority vote; committee
members sign a conflict of interest declaration (FR.06) before decision; (4) Persons who are both Certification
Committee members and have been involved in the audit subject to the appeal cannot participate in the decision; (5)
The decision is recorded at every stage, and an action log is maintained (FR.49 meeting records); (6) If the appellant
objects to the decision, a re-evaluation may be conducted by assigning a new committee member.

ISO/IEC 17021-1 Madde 9.7 ve Madde 9.8 uyumlu itiraz/sikayet siire yonetimi (kiimulatif): (a) Tim taleplere basvuru
tarihinden itibaren en geg 7 (yedi) takvim giinii igerisinde yazili 6n teyit (alindi bildirimi) gdnderilir; (b) Uygunluk
degerlendirme faaliyeti tekran GEREKTIRMEYEN itiraz ve sikayetlerde karar en gec 30 (otuz) is giini icinde
sonuglandinilir; (c) Tim sureg (sorusturma, karar, bildirim) en gec 2 (iki) ay igerisinde kapatilir; (d) Uygunluk
degerlendirme faaliyeti tekrari GEREKTIREN durumlarda siire tekrar tetkikin tamamlanmasini takiben en fazla 30 is
guni daha uzatilabilir. & In compliance with ISO/IEC 17021-1 Clauses 9.7 and 9.8, the appeal/complaint timeline
management (cumulative) is as follows: (a) For all submissions, a written preliminary acknowledgment (receipt
confirmation) shall be sent within no later than 7 (seven) calendar days from the date of submission; (b) For appeals
and complaints that do NOT require a repeat conformity assessment activity, the decision shall be finalized within no
later than 30 (thirty) business days; (c) The entire process (investigation, decision, and notification) shall be closed
within no later than 2 (two) months; (d) In cases that DO require a repeat conformity assessment activity, the timeline
may be extended by an additional maximum of 30 business days following the completion of the repeat audit.
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% Tum sorusturma ve karar asamalari 2 ay iginde tamamlanmalidir. & All investigation and decision stages must be
completed within 2 months.

Uygunluk degerlendirme faaliyeti tekrari gerektirmeyen itiraz ve sikayetler icin en fazla 30 is gini ve uygunluk
degerlendirme faaliyeti tekrari gerektiren faaliyetler icin ise dederlendirmenin tamamlanmasini takiben en fazla 30 is
glinQ igerisinde itiraz ve sikayet karara baglanir ve itiraz/sikayet sahibi ilgili birim tarafindan bilgilendirilir. & For
objections and complaints that do not require repetition of the conformity assessment activity the objection and
complaint will be finalized within a maximum of 30 business days and for activities that require repetition of the
conformity assessment activity, within @ maximum of 30 business days following the completion of the evaluation and
the objector/complainant is informed by the relevant unit.

IQM’ e ulasan tiim sikayetler ve itirazlar son derece gizli olup, hicbir durumda Ugtincl taraflara bilgi verilmez. Gerek gorilmesi
durumunda yalnizca IQM’ i akredite eden kurum tarafindan goériilmesine izin verilir. Yasal makamlara bilgi veriimesi s6z konusu
oldugunda yasal otorite tarafindan bilgi akisi yasaklanmamis ise ilgili miisteri mutlaka haberdar edilir. Sikayet konusu ve bunun
¢6zimiiniin kamuoyuna agiklanip aciklanmayacadi, aciklanacaksa ne kapsamda aciklanacagi misteri ve sikayet sahibi ile birlikte
belirlenir. & All complaints and appeals received by IQM are strictly confidential and will not be disclosed to third parties under
any circumstances. If deemed necessary, only the institution that accredits IQM will be permitted to view the complaint. If
information is disclosed to legal authorities, the relevant customer will be notified, unless the legal authority prohibits the flow
of information. Whether the complaint and its resolution will be made public, and if so, to what extent, will be determined jointly
by the customer and the complainant.

Sikayet ve ltirazlar kapatildiktan sonra Yénetim Temsilcisi tarafindan “Faaliyet Takip Listesine” iglenir. & After the Complaints
and Appeals are closed, they are recorded in the " Activity Tracking List" by the Management Representative.

Sikayet ve Itirazlar ve istekler ile ilgili tim bilgiler ve dokiimanlar ve sonuglar Yonetimin Gézden Gegirmesi toplantilarinda gzden
gegirilir. & All information and documents related to Complaints and Appeals and requests and their results are reviewed at
Management Review meetings.

4.2. Taleplerin Alinmasi ve On Degerlendirme (itiraz ve Sikayet Basvurular) & Receipt of Requests and
Preliminary Assessment (Objections and Complaints Applications)

Bagvurular yazil olarak kabul edilir. Bagvurular asagidaki kanallar tizerinden gergeklestirilebilir. & Applications are accepted in
writing. Applications can be made through the following channels.

Dogrulanabilir kanit talebi (ISO/IEC 17021-1 Madde 9.8.2): On degerlendirme sirasinda basvuru sahibinden dogrulanabilir bilgi
talep edilir: (a) sikayet/itirazin dayandigi somut olay, tarih ve lokasyon; (b) varsa yazli, fotograf, video, e-posta gibi belgeler;
(c) tanik beyanlari (miimkiinse); (d) sikayete konu olan misteri kurulusun adi ve iletisim bilgisi (varsa). Kanit saglanamayan
bagvurular icin gerekge kayit altina alinir ve bagvuru sahibine yazili olarak bildirilir. Kanit talep asamasi bagvuru tarihinden
itibaren en geg 14 giin icinde tamamlanir; bu siire iginde kanit saglanmazsa basvuru i¢ kayit olarak saklanir, ancak ayni
konuda ek basvurular toplandidinda risk bazli tekrar dederlendirme yapilir. & Verifiable evidence request (ISO/IEC 17021-1
Madde 9.8.2): During preliminary assessment, verifiable information is requested from the applicant: (a) specific event, date,
and location underlying the complaint/appeal; (b) documents such as written, photo, video, email, if any; (c) witness
statements (if possible); (d) name and contact information of the certified client (if any). For applications without evidence,
justification is recorded and notified in writing. The evidence request phase is completed within 14 days of application; if no
evidence is provided, the application is retained as an internal record. However, when additional applications on the same
subject accumulate, risk-based re-evaluation is conducted.

% E-posta (Talep konusunu aciklayan metin veya FR.52 Itiraz - Sikayet Formu’ nun iletiimesi ile & E-mail (Text explaining
the subject of the request or by forwarding FR.52 Appeal, - Complaint Form

o info@igm.com.tr, adresine yapilacak bagvurularin ilk incelemesi Genel mudir tarafindan gergeklestirilir. &
o kalite@igm.com.tr adresine yapilacak basvurularin ilk incelemesi Yonetim temsilcisi tarafindan gergeklestirilir.

s Web sitesi izerinde yer alan “Whatsapp Hatti” — Belgelendirme miidiirii tarafindan ilk inceleme yapilir. & The "Whatsapp
Line" on the website — The first examination is made by the certification manager.

ISO/IEC 17021-1 Madde 9.8 uyarinca anonim sikayet degerlendirmesi: Isim ve iletisim bilgisi bulunmayan veya sahte bilgi iceren
basvurular, ézellikle belgelendirilmis misteri kuruluslarla ilgili ise en azindan kayda alinir ve risk degerlendirmesine tabi tutulur.
Belgelendirilmis kurulus hakkinda dogrulanabilir bilgi iceren anonim sikayetler; (a) kayit numarasi alinir, (b) icerik teknik uzman
tarafindan degerlendirilir, (c) 6n aragtirma yapilir, (d) risk seviyesi yiiksek ise ilgili miisteri kurulus habersiz tetkike tabi tutulabilir.
Anonim sikayetin basvuru sahibine geri bildirim yapilamayacad icin kapanis i¢ kayit olarak tutulur. IQM'in kendi faaliyetleri
hakkinda yapilan anonim basvurular (dogrulanabilir kanit icermeyenler) yalnizca kayit altina alinir ve isleme konulmaz. &
Applications that do not have a name and contact information or that are determined to be made with an unfounded and/or
fake name and contact information will not be processed.

Yukaridaki iletisim kanallarinin hangisinin kullanilacadi karar talep sahibine aittir. IQM yetkilileri tarafindan alinan talep tarafsizlik
ve objektiflik agisindan bir engel teskil etmiyor ise ilgili departmana iletilir. Tarafsizlik ve objektiflik agisindan risk igeriyor ise;
konunun tarafi olmayan Belgelendirme muduri veya Yonetim temsilcisine iletilir. & The decision to use the communication
channels listed above rests with the requester. If the request received by IQM officials does not pose a challenge to impartiality
and objectivity, it is forwarded to the relevant department. If it poses a risk to impartiality and objectivity, it is forwarded to the
Certification Manager or Management Representative, who is not a party to the matter.

4.3. itirazlarin Yonetilmesi & Management of Objections
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IQM’ den uygunluk dederlendirme hizmeti alan veya basvuran kisi/kurum/kuruluglarin aldiklari hizmetin herhangi bir
asamasindaki is ve islemler icin alinan kararlari benimsememe ve karsi cikma durumu “itiraz” olarak degerlendirilir. & Any
person/institution/organization that receives or applies for conformity assessment service from IQM and any refusal to accept
or oppose the decisions taken for any work or transaction at any stage of the service they receive is considered as an “objection”.
itiraz Basvurusu & Application for Objection

Itirazlar igin bagvuru éncelikle ilgili birime yapilir. Ilgili birim degerlendirmesinden talep sahibi tatmin edici cevap alamaz ise 4.2
maddesinde tanimlanmig olan yetkililere itiraz talebini iletir. & Applications for objections are first made to the relevant unit. If
the requester cannot receive a satisfactory response from the relevant unit's evaluation, the objection request is forwarded to
the authorities defined in Article 4.2.

IQM tarafindan gergeklestirilen uygunluk dederlendirme faaliyetlerinin sonuclarina yapilacak itirazlarin stiresi, hizmetin
sonucunun ilgili kurulusa/kisiye teblig tarihinden itibaren 30 (otuz) glindir. & The duration of objections to the results of the
conformity assessment activities carried out by IQM is 30 (thirty) days from the date of notification of the result of the service
to the relevant institution/person.

itiraz Degerlendirmesi & Evaluation of Appeal

Telebi alan kisi konu hakkinda én degerlendirmesini yapar. On degerlendirme sirasinda uygunluk degerlendirme faaliyetin ilgili
birimi belirlenir. Talebi alan kisi ve ilgili birim sorumlusu talebin ilgili birim tarafindan ¢éziime kavusturulup kavusturulamayacadi
hususunu dederlendirir. & The person receiving the request conducts a preliminary assessment of the issue. During the
preliminary assessment, the relevant unit for the conformity assessment activity is determined. The person receiving the request
and the relevant unit manager evaluate whether the request can be resolved by that unit.

On degerlendirme sonucunda; asagidaki durumlar ilgili birim tarafindan basvuru sahibine basvuru tarihinden itibaren en fazla 7
glin iginde yazili olarak bildirilir. & As a result of the preliminary evaluation; The following situations are notified to the applicant
in writing by the relevant unit within a maximum of 7 days from the date of application.

< Kabul edilen ve ilgili birim tarafindan ¢dziime kavusturulacak basvuru igin “basvurunun isleme alindidi ve gerekli is ve
islemlerin baglatildigi”, & The application has been processed and the necessary work and procedures have been
initiated" for the application that has been accepted and will be resolved by the relevant unit,

% Kabul edilen ve ilgili birim tarafindan ¢éziime kavusturulamayacak olan ve itiraz, Sikayet Komitesine iletilecek bagsvuru
icin “bagvurunun isleme alindigi ve Itiraz, Sikayet Komitesine iletildigi”, & For the application that is accepted and
cannot be resolved by the relevant unit and will be forwarded to the Objection, Complaint Committee, "the application
has been processed and forwarded to the Objection, Complaint Committee",

% Kabul edilmeyen bagvuru igin “isleme alinmama gerekgesi(leri) & Reason(s) for not processing" for the application that
is not accepted

Degerlendirme sonucunda Ilgili Birimin yetkisi dahilinde ¢6ziime kavusturulan basvurularin sonucu basvuru sahibine bildirilir. &
As a result of this evaluation, the result of the applications resolved within the authority of the Relevant Unit is notified to the
applicant.

Uygunluk degerlendirme faaliyetleri kapsamindaki itirazlarin; yazisma hatasi, belge/raporlama/fatura yazim hatasi ve/veya
uygunluk degerlendirme hizmetine ait sonucun zamaninda bildiriimemesi vb. sekilde IQM kaynakli oldugu durumlarda misteri
madduriyetinin yasanmamasi ve/veya ¢oziime kavusturulmasi igin ilk once ilgili birim ve/veya karar organi tarafindan
dederlendirilerek gerekli islemler gerceklestirilir ve sonucu basvuru sahibine bildirilir. & In cases where objections or complaints
within the scope of conformity assessment activities originate from IQM regarding to correspondence error,
document/reporting/invoice spelling error and/or failure to notify the result of the conformity assessment service on time, etc.,
in order to prevent customer grievance and/or to resolve it, it is first evaluated by the relevant unit and/or decision-making
body, necessary actions are taken and the result is notified to the applicant.

Uygunluk degerlendirme hizmetinin herhangi bir asamasindaki is ve islemlere (bagvurunun degerlendirilmesi, planlama, inceleme
denetim heyeti, inceleme/denetim sonucu, karar organlarinin karari vb.) iliskin itiraz basvurularn oncelikle ilgili
belgelendirme/hizmet birimi ve/veya karar organi tarafindan degerlendirilir. Gerekli goriilmesi durumunda uygunluk
dederlendirme hizmeti tekrarlanir. & Objections to any process or procedure at any stage of the conformity assessment service
(application evaluation, planning, inspection/audit committee, inspection/audit results, decision of decision-making bodies, etc.)
are first evaluated by the relevant certification/service unit and/or decision-making body. If deemed necessary, the conformity
assessment service is repeated.

Yapilan basvurularinin dederlendirilmesi sonucunda, basvuru sahibinin hakli bulunmasi halinde yeniden yapilmis olan ek
faaliyetlerden Ucret alinmaz. Aksi halde bahse konu faaliyetlerin {icretleri bagvuru sahibine tahakkuk ettirilir ve fatura dizenlenir.
& If the applicant is found to be right after the evaluation of the application, no fee will be charged for the additional activities
that have been performed again. Otherwise, the fees for the activities in question will be charged to the applicant and an invoice
will be issued.

4.4. Sikayetlerin Yonetimi & Complaints Management

IQM’ in uygunluk degerlendirme hizmeti verdigi kisi/kurum/kuruluslarin, IQM’ den aldiklari hizmetlerden veya IQM’ den uygunluk
dederlendirme hizmeti alan kisi/kurum/kuruluglarin triin, hizmet, sistem vb. kullanan/faydalanan veya herhangi bir sekilde
etkilenenlerin  duyduklari  memnuniyetsizlik durumu sikayet olarak isleme almr. & Dissatisfaction  of
persons/institutions/organizations to whom IQM provides conformity assessment services, of the services they receive from
IQM, or of those who use/benefit from or are affected in any way by the products, services, systems, etc. of
persons/institutions/organizations receiving conformity assessment services from IQM, is processed as a complaint.
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Sikayet talebini alan kisi konu hakkinda &n degerlendirmesini yapar. On degerlendirme sirasinda sikayet kategorisi belirlenir.
Talep sahibi tarafindan faaliyette gérevlendirilecek kisi/kisiler belirlenir. & The person who receives the complaint request makes
a preliminary assessment of the issue. During the preliminary assessment, the complaint category is determined. The
person/persons to be assigned to the activity by the requester are determined.

Iki tiir sikayet icin farkli uygulamalar gerceklestirilir. & Different practices are implemented for the two types of complaints.

1. Kategoride Yer Alan Sikayetlerin Yonetimi & Management of Category 1 Complaints

1. Kategori sikayetler; IQM’ in faaliyetleri hakkinda yapilacak sikayetlerdir. & Category 1 complaints are complaints about IQM's
activities.

IQM’ in faaliyetleri hakkinda yapilacak sikayetlerde; sikayet sahibinin, 4.2 maddesinde aciklanan talep basvuru yéntemlerinden
sikayete konu olmayan kisi ve departmanlara talebin iletilecegi alternatifi secmesi dederlendirmenin objektifliginin saglanmasi
adina dnem arz etmektedir. & In complaints about IQM’s activities, it is important for the complainant to choose the alternative
method of sending the request to the persons and departments that are not the subject of the complaint, among the request
application methods explained in Article 4.2, in order to ensure the objectivity of the evaluation.

Bu sikayetlerde ilgili birim faaliyet sorumlusu olamaz. Talebi alan kisi tarafindan 6ncelikle IQM calisanlan icinden sikayet
konusunda teknik bilgi sahibi ve ilgili faaliyette gérev almamis kisi talebin degerlendiriimesi ve aksiyonlarin alinmasi igin belirlenir.
Tigili birim sadece talep degerlendirmesi sirasinda bilgi alinmasi amach siirece dahil edilir. & In these complaints, the relevant
unit cannot be the activity manager. The person receiving the request first determines a person from among IQM employees
who has technical knowledge about the complaint and who has not been involved in the relevant activity to evaluate the request
and take action. The relevant unit is included in the process only for the purpose of obtaining information during the request
evaluation.

Dederlendirme sonucunda talep sahibinin hakli bulunmasi durumunda madduriyeti giderilir. Bu durumda ortaya gikabilecek ek
faaliyetlerden herhangi bir (cret talep edilmez. & If the requester is found to be right as a result of the evaluation, his/her
grievance will be remedied. In this case, no fee will be charged for any additional activities that may arise.

On degerlendirme sonucunda; asagidaki durumlar aksiyon sorumlusu tarafindan basvuru sahibine basvuru tarihinden itibaren
en fazla 7 giin iginde yazili olarak bildirilir. & As a result of the preliminary evaluation; the following situations are notified to the
applicant in writing by the action manager within 7 days from the application date.

< Kabul edilen ve gorevlendirilen kisi/kisiler tarafindan ¢éziime kavusturulacak basvuru igin “basvurunun isleme alindigi
ve gerekli is ve islemlerin baglatildigl”, & For the application to be resolved by the accepted and assigned
person/persons, “the application has been processed and the necessary work and procedures have been initiated”,

% Kabul edilen ve gdrevlendirilen kisi/kisiler tarafindan ¢oziime kavusturulamayacak olan ve itiraz, Sikayet Komitesine
iletilecek bagvuru icin “bagvurunun isleme alindigi ve Itiraz, Sikayet Komitesine iletildigi”, & For applications that are
accepted and cannot be resolved by the assigned person/persons and will be forwarded to the Objection and Complaint
Committee, “the application has been processed and forwarded to the Objection and Complaint Committee”,

% Kabul edilmeyen basvuru icin “isleme alinmama gerekgesi(leri) & “Reason(s) for not processing” for the rejected
application

2. kategoride yer alan sikayetlerin degerlendirilmesi & Evaluation of complaints in category 2

2. Kategori sikayetler; IQM tarafindan belgelendirilen kuruluslar hakkinda yapilacak sikayetlerdir. & Category 2 complaints are
complaints made about organizations certified by IQM.

IQM tarafindan belgelendirilen kuruluglar hakkinda yapilacak sikayet bagvurularinda ise 4.2 maddesinde acgiklanan faaliyet ile
iliskili (bilgi sahibi) yetkililere talebin iletilmesi gerekmektedir. Bu kategoride yer alan sikayet talepleri, sikayeti alan kisi tarafindan
6n incelemeye tabi tutulmasinin ardindan ilgili departmana iletilir. & In case of complaints about the organizations certified by
IQM, the request should be forwarded to the authorities related to the activity described in Article 4.2 (informed). Complaint
requests in this category are forwarded to the relevant department after being subjected to a preliminary examination by the
person receiving the complaint.

Bu sikayetlerde talebi alan kisi tarafindan ilgili departman ve/veya konu hakkinda teknik bilgiye sahip kisi/kisiler belirlenir ve
talebin dederlendirilmesinde gorevlendirilir. & In these complaints, the person(s) with technical knowledge about the relevant
department and/or subject are determined by the person receiving the request and are assigned to evaluate the request.
Sikayet konusu uygunluk degerlendirme hizmetini kullanan/faydalanan veya etkilenen Uglincii taraf kisi/kurum/kuruluslarin
sikayetlerine ait basvuru; sikayetin hizmet alinan konuda olup olmadidi, sikayet kapsamina ait bilgi, belge, (irlin vb. icerigi
yonlerinden, gerektiginde basvuru sahibinden ve ilgili diger taraflardan detayl bilgi ve belge de istenerek uygunluk degerlendirme
hizmeti veren ilgili birim tarafindan dederlendirmeye tabi tutulur. & Application regarding complaints of third party
persons/institutions/organizations that use/benefit from or are affected by the conformity assessment service subject to
complaint; whether the complaint is about the service received, information, documents, products, etc. regarding the scope of
the complaint. It is evaluated in terms of its content by the relevant unit providing conformity assessment services, when
necessary, by requesting detailed information and documents from the applicant and other relevant parties.

Degerlendirme sonucu & Evaluation result;

% Dederlendirmeye alinmasi gereken basvuru, “basvurunun isleme alindigi” & The application that needs to be evaluated
is "the application is being processed"

% Dederlendirmeye alinmamasi gereken basvuru igin “basvurunun isleme alinmamasi gerekgesi(leri)” ile birlikte bagvuru
sahibine basvuru tarihinden itibaren en fazla 7 giin iginde yazili olarak bildirilir. & Regarding applications that must not
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be taken into evaluation, written notification is made to the applicant within maximum 7 days following the date of
application by stating “reasoning for not processing the application.”

Ilgili birim tarafindan uygunluk degerlendirme hizmetinden kaynaklanan miisteri sikayetleri icin sikayete konu (iriin/hizmet vb.
veren ilgili kisi/kurum/kurulusa sikayet ile ilgili sikayetin degerlendirilmesi ve yapilacak islemler/dizeltici faaliyetler hakkinda
IQM’e 15 giin icinde yazil olarak bilgi vermesi igin suire verilir. & For customer complaints arising from the conformity assessment
service by the relevant unit; the relevant person/institution/organization providing the product/service etc. subject to the
complaint is given time to evaluate the complaint and inform IQM in writing within 15 days about the actions/corrective actions
to be taken.

Tigili kisi/kurum/kurulusun génderdigi sikayet ile ilgili degerlendirme sonucu ve yapilan islemler/diizeltici faaliyetler, ilgili birim
tarafindan dederlendirilir. & The evaluation result regarding the complaint sent by the relevant person/institution/organization
and the actions/corrective actions taken are evaluated by the relevant unit

Ilgili kisi/kurum/kurulusun 15 giin icinde cevap vermemesi, faaliyetlerinin yetersiz bulunmasi, sunulan kanitlarin tatmin edici
olmamasi durumunda, ilgili kurum/kurulusta inceleme gergeklegtirilebilir. & If the relevant person/institution/organization does
not respond within 15 days, if their activities are found to be insufficient, and if the evidence presented is not satisfactory, an
investigation can be carried out at the relevant institution/organization.

Ilgili birim tarafindan gergeklestirlen tiim islemlere ait de§erlendirme sonucunda; iriin/hizmet vb. hakkindaki sikayete ait yapilan
islemlerin sonucu sikayet sahibi kurum/kurulus/ kisilere yazili olarak bildirilir. & As a result of the evaluation of all transactions
carried out by the relevant unit;. The result of the action taken regarding the complaint of product/service etc is notified in
writing to the complaining institution/organization/person.

Tigili birim tarafindan sikayete konu hususla ilgili sonug alinamamasi ve/veya sikayet sahibi tarafindan yapilan islemlerin yeterli
bulunmamasi durumunda bagvuruy, ilgili birim tarafindan itiraz, Sikdyet Komitesi giindemine taginir. & In the event that the
relevant unit does not obtain a result regarding the issue subject to the complaint and/or the actions taken by the complainant
are not found sufficient, the application is brought to the agenda of the Objection and Complaint Committee by the relevant
unit.

Yapilan dederlendirmeler sonucuna bakilmaksizin, belgelendirilmis misteriler ile ilgili alinan tiim sikayetler ilk planli denetimde
incelenir. Gorevlendirilecek denetim ekibine ilgili sikayet kayitlar Belgelendirme muduiri tarafindan goénderilir. & Regardless of
the results of the evaluations, all complaints received about certified customers are examined in the first planned audit. The
relevant complaint records are sent to the audit team to be assigned by the Certification Manager.

IQM, migteri kurulusun iyilestirici/dlzeltici faaliyetleri gelistirmek igin, arastirmalar yaptigindan emin olmak adina gergeklestirilen
bu iyilestirici/dlizeltici faaliyetlerin asagidaki tedbirleri icerdidini incelemektedir. & IQM states that these remedial/corrective
activities carried out in order to ensure that the customer organization conducts research to develop remedial/corrective activities
include the following measures.

% Yasal diizenlemeler gerektiriyor ise, uygun otoritelere bildirim, & Notification to appropriate authorities, if required by
law,

< Uygunludun geri kazanilmasi, & Restoration of conformity,

< Tekrarin 6nlenmesi, & Prevention of recurrence,

< TUm koti etkili glivenlik olaylarini ve bunlarin etkilerinin degerlendirilmesi ve giderilmesi, & Evaluation and remediation
of all adverse security incidents and their effects,

< Yonetim sisteminin diger bilesenleri ile yeterli etkilesimin temin edilmesi, & Ensuring adequate interaction with other
components of the management system,

< Uygulanan iyilestirici/dlzeltici tedbirlerin etkinliginin degerlendirilmesi. & Evaluation of the effectiveness of the
remedial/corrective measures implemented.

4.5. Talebin Itiraz-Sikayet Komitesine iletilmesi & Submission of the Request to the Appeal-Complaints
Committee

Itiraz/Sikayet basvurusunun, gérevlendirilen kisi tarafindan degerlendirilmesi sonucunda, basvurunun ¢dziime kavusturulamadigi
asadida belirtilen durumlarda, ilgili basvuru Itiraz, Sikdyet Komitesi giindemine alinir. & In the following cases where the
application cannot be resolved as a result of the evaluation of the Objection/Complaint application by the relevant unit, the
objection application is placed on the agenda of the Objection, Complaint Committee.

% Karar organi kararina ait itiraz/sikayet konusu olmasi durumunda & If it is the subject of objection relating with the
resolution of decision organ,

0
X4

% Basvurunun gorevlendirilen birim tarafindan ¢oziime kavusturulamadigi durumlarda & In situations where the
application can not be resolved by the relevant division,

Basvuru sahibinin kendisine bildirilen sonucu kabul etmedidi ve talebinde israrci oldugu durumlarda & In situations
where applicant does not accept the outcome that is notified to them and where they insist on their claim,

0
o

0
o

Bagvurunun gorevlendirilen birimin gorev, yetki ve sorumlulugu cergevesinde ¢oziimiinin mimkin olmadigi
durumlarda & In situations where it is not possible to resolve the application within the frame of duties, authorizations
and responsibilities of relevant division.

Komite giindemine sunulan Itiraz/Sikayet basvurularina ait giindem ve toplanti faaliyetleri; itiraz, Sikdyet Komitesi tarafindan
yuritdlir. & Agenda and meeting activities relating with the applications about the objection that are submitted to the committee
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are carried out by Objections, Complaints Committee.
Hakli bulunan itiraz/sikayet olmasi durumunda, ilgili birim tarafindan, Diizeltici Faaliyet Prosediiriine gore diizeltici faaliyet
baglatilir. & If there are any objections that are considered to be justified, corrective action is started by the Management
Representative in accordance with corrective and preventive action procedure.
Basvuruyu alan Ilgili Birim tarafindan basvuru sahibine, basvuruya ait komite karari yazili olarak bildirilir. & The committee
decision regarding the application is notified to the applicant in writing by the relevant unit that receives the application.

4.6. itiraz ve Sikayet Komitesi Calismasi & Objection and Complaint Committee Work
Sikayet ve/veya itiraz komite glindemine tasindidinda; konunun goriisiilecedi tarih, komite yelerinin isim ve dzgegmisleri talep
sahibi ilgili tarafa yaz ile bildirilir ve bu konularda fikir beyan etme hakkina sahip olduklar ve talep ettikleri takdirde toplantiya
katilabilecekleri belirtilir. Ilgili tarafin komite lyelerinden birine, hakli gerekge bildirmek kayd ile onay vermemesi durumunda
komitenin yedek lyesi dederlendirmeye dahil edilir. Komite tyelerinin 6zgegmisleri igin tekrar teyit alinir. & When the complaint
and/or objection is brought to the committee agenda; the date the issue will be discussed, the names and CVs of the committee
members are notified in writing to the relevant party making the request, and it is stated that they have the right to express
their opinions on these issues and can attend the meeting if they request. If the relevant party does not approve a committee
member, provided that they provide a justified reason, the alternate member of the committee is included in the evaluation.
The CVs of the committee members are confirmed again.
Itiraz Komitesi itiraz ile ilgili gereken tiim bilgi ve dokiimanlar alir ve inceler. Gerekmesi halinde basvuru sahibini ziyaret eder.
Komite talebin yapilmasini takiben en geg 15 giin igerisinde kesin kararini verir. Verilen bu karar FR.52 itiraz, Sikayet Formuna
kaydeder. & The Appeals Committee receives and examines all necessary information and documents related to the appeal. If
necessary, he visits the applicant. The Committee makes its final decision within 15 days at the latest after the request is made.
Record this decision in the FR.52 Appeal and Complaint Form.
Komite tarafindan alinan karar IQM tarafindan degerlendirilir. Son dederlendirme IQM’ de olmak sarti ile Yénetim Temisilcisi
tarafindan sikayet/itiraz sahibine yazili olarak bildirilir. & The decision taken by the Committee is evaluated by IQM. The final
evaluation is notified to the complainant/objection owner in writing by the Management Representative, provided that it is in
IQM.
Sikayet/itiraz kapaniginda ISO/IEC 17021-1 Madde 9.7.7 uyarinca sikayet/itiraz sahibinden yazili kabul/ret teyidi alinir: Komite
kararinin tebliginden itibaren 15 (on bes) is glinii iginde sikayet sahibi karari yazili olarak kabul ettigini veya reddettigini bildirir.
15 is guinii iginde yanit alinamazsa karar zmnen kabul edilmis sayilir. Red halinde sikayet sahibi gerekgesi ile birlikte yazil
olarak bildirir; bu durumda basvuru akreditasyon kurumuna yoénlendirilir veya komite yeniden dederlendirme igin toplanir. Tim
kapanis teyitleri FR.52 Itiraz-Sikayet Formu eki olarak saklanir. & Pursuant to ISO/IEC 17021-1 Madde 9.7.7, a written
acceptance/rejection confirmation is obtained from the complainant/appellant at closure: within 15 (fifteen) business days of
notification of the committee decision, the complainant confirms acceptance or rejection in writing. If no response is received
within 15 business days, the decision is considered tacitly accepted. In case of rejection, the complainant submits a written
statement with reasons; the application is then forwarded to the accreditation body, or the committee reconvenes for re-
evaluation. All closure confirmations are retained as annex to FR.52 Appeal-Complaint Form.
Itiraz ve sikayet sahibi komite degerlendirmesini de yeterli bulmazsa akreditasyon kurumuna bagvurabilir. & If the objection and
complaint owner does not find the committee evaluation sufficient, they can apply to the accreditation institution.
akreditasyon kurumuna resmi bildirim zorunlulugu olan durumlar: IQM'in asadidaki itiraz/sikayet tirleri tespit edildiginde,
tespit tarihinden itibaren 14 (on dért) giin igerisinde TURKAK'a yazili bildirim yapilir: (1) Belgelendirilmis miisteri kurulusun
yonetim sistemi gerekliliklerinde ciddi/sistematik uygunsuzluk tespiti; (2) Belgelendirilmis msterinin ytrirlikteki yasal
mevzuati ihlali (evre, is giivenlidi, gida giivenligi vb.); (3) Belgelendirmenin tarafsizhidini etkileyebilecek 6nemli bir gikar
catismasi tespiti; (4) IQM calisani veya komite Gyesi hakkinda biitiinliik (integrity) siiphesi; (5) Akreditasyon kapsami disina
tasan belgelendirme faaliyeti tespiti; (6) Misterinin IQM'e karsi dava agmasi veya yasal islem baslatmasi; (7) Basina yansiyan
ve IQM itibarini ciddi diizeyde etkileyen sikayet olaylari; (8) Ayni konuda tekrar eden (3 kez ve (zeri) sikayetler. Bildirimler
info@turkak.gov.tr adresi ve resmi yazi ile yapilir. & Mandatory TURKAK notification cases: The following types of
appeals/complaints shall be reported to the accreditation body in writing within 14 (fourteen) days of detection: (1)
Serious/systematic nonconformity detection in a certified client's management system requirements; (2) Violation of
applicable legislation by a certified client (environment, occupational safety, food safety, etc.); (3) Detection of a significant
conflict of interest affecting certification impartiality; (4) Integrity concerns regarding an IQM employee or committee
member; (5) Detection of certification activity outside the accreditation scope; (6) Client filing legal action or initiating
proceedings against IQM; (7) Public/press complaint incidents seriously affecting IQM's reputation; (8) Recurring complaints
on the same subject (3 or more occurrences). Notifications are made via info@turkak.gov.tr and official letter.
Komitenin aldigi tim kararlarla ilgili olarak taraflar arasinda uzlasma olmamasi durumunda ¢dziim yeri T.C. Istanbul
Mahkemeleridir. & In case there is no agreement between the parties regarding all decisions taken by the Committee, the courts
of Istanbul, Republic of Turkey, are the place of solution.
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