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Complaints, Disputes
and Appeals Policy and Process

The process of responding to and addressing complaints, DSSURSULDWH DFFUHGLWHG R4FH ZKLFK FD
disputes and appeals is an integral part of our company’s client WKH LQGLYLGXDO FHUWL1IFDWH RQ WKH DSSES
relations and assurance of customer satisfaction. website (e.g. FSC, BRC) or in certain cases at the SGS links

Itis SGS policy that complaints and appeals shall be handled below.

within a reasonable timescale and as transparently as Such complaints will be treated FRQ1GHQWLDOO\ DQG WK
possible, whilst fully respecting principles and requirements identity of the complainant will not be made known to the

RI FRQ1IGHQWLDOLW\ DQG LPSDUWLDOLW)\ FQG W L ODGORRW §BIGXOW LQ DQ\
discriminatory actions.

This document is applicable for any complaint raised by a DISPUTES AND APPEALS

customer, potential customer or any stakeholder who may Where a complaint between SGS and a customer cannot be

KDYH FRQFHUQV DERXW RU DUH GLVVDW Lesbied, and WiekcustQriie DG S Gt Aecipl G esponse,

VHUYLFH RU WKH VHUYLFH RU SHUIRUPD @F &ppRral eanbRmEi® Qatafs-nill\weLmadezvailable upon

by SGS. UHTXHVW WR \RXU ORFDO 6*6 R4FH 8OWLPDW
be handled in accordance with the rules of accreditation,
OHJLVODWLRQ DV VSHFL1FDOO\ DSSOLFDEOH
legislation within the country of operation.

COMPLAINTS ABOUT SGS SERVICE Complaint and Appeal Resolving Process

OR PROCESSES. . . . .
* A complaint or appeal shall be submitted in writing.
&RPSODLQWYVY VKRXOG EH DGGUHVVHG LQ WK?KH 1

WD 859510 0 digbesp (ARt e gfpedl shou

Itis also applicable in the case of an appeal by a customer
against an SGS decision or in any other dispute.

ORFDO 6*6 R4FH WR LQYHVWLJDWH DQG UH.

acknowledgment, a review of the issue will be initiated, and a include the following in orr.natlon: _
response will be made by a person independent of * Name and contact details of the complainant
the issue. ¢ Clear description of the issue

COMPLAINTS ABOUT A COMPANY CERTIFIED BY SGS. » Evidence to support each element or aspect of the
complaint or appeal (documents, locations, persons, dates

6*6 LQOYROYHPHQW LQ FRPSODLQWYV DJDLQV\é/[C.I)'—HUWLlHG FRPSDQLHV LV

limited to review and evaluation of whether the company is in . it of & ted complaint or i

FRPSOLDQFH ZLWK WKH UHTXLUHPHQWYV Rl%ﬁﬁﬁ&ff@@&ﬁ&%&@ RIS o 5
; . ; . . acknowledgé by ;

appropriate action as a result. SGS will not become involved in

individual cases of dispute. * SGS will provide an initial response, including an outline of

the proposed course of action to follow up on the complaint

a. Complaints about the performance delivery of an SGS or appeal, within two (2) weeks;

FHUWL1IHG &RPSDQ\

. . * SGS will keep the complainant informed of progress in
A customer or interested party may have reason to complain evaluating the complaint or appeal;
WKDW DQ 6*6 &HUWL1IHG &RPSDQ\ KDV QRW GH8LYHUHG RU '

performed in accordance with agreed standards, products * SGSwil inve.stiga.te the a”ega“c’”s and speci.fy allits

RU VHUYLFHV ZLWKLQ WKH VFRSH RI WK HRPPEFIREHRNS N GReKIsien ey ¢ CapaRp eraepeal.
&RPSODLQWY VKRXOG LQ WKH 1UVW LQVWOD'EFH €0 bQEOAV QR ZINWKKW KIRPSODLQDQW
FHUWL1HG FRPSDQ\ WR DOORZ WKHP WR bDoasBlegrefvobeglrsgdFRPSODLQW

within their formal Management System complaints process

and to resolve with the complainant directly. IMPORTANT REMARKS

,] WKH FHUWL1IHG FRPSDQ\ GRHV QRW U H \h3he QaSe of B voibMdidt Bivepenlagainat R Non-

your complaint, SGS will investigate your complaint has been Conformity, the Client should continue to respond to /

managed in accordance with the company’s complaints address the Non- Conformity within the required timescale

process and that the company continues to comply DV XQGHU VRPH VFKHPHV 1[HG WLPH WKUHVE¥

with the requirements of the relevant standard may impact the ongoing validity

7KH FHUWL1FDWLR Q tEeRi®hymiypore UHWDLQR! FHUWLIFDWLRQ

complainant in relation to the client, if the complainant * Some details relating to the outcome may be protected by

SURYLGHY DQ DGHTXDWH MXVWL1FDWLRQWKYH FRQ1GHQWLDOLW\ FODXVHV RI WKH DFF

maintaining anonymity. RU E\ WKH 6*6 FHUWL1FDWLRQ FRQWUDFWYV
b. Concerns or complaints about the misrepresentation or * Any party making a complaint has the opportunity to appeal

JHQHUDO DFWLYLWLHV RI D 6*6 FHUWL1IHQVERPYSDTRPSODLQW RXWFRPH 1UVW WR WKH |
ultimately to the appropriate accreditation body’s dispute

In any case where the complainant has information about .
resolution process.

possible fraudulent, misrepresentative or other activities of
WKH FHUWL1IHG FRPSDQ\ LQDSSURSULDV&ES}%BD%gﬁLSU FHUWL1IFDWLRQ WKLV
should be reported directly to SGS. Your complaint will be

acknowledged and you will be given feedback about * 66 24FHV 'LUHFWRU\

the outcome. e SGS Forestry and Chain of Custody Accreditations Contacts

The complainant is recommendedto 1UVW FRQWDFW WKH ORFDO
6*6 R4FH RU PD\ EULQJ LW GLUHFWO\ WR WKH DWWHQWLRQ RI WKH
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Complaints, Disputes and Appeals Policy
and Process . o §
(IARei eZE ZCaRei TiZU -Be eZbAdE]

The process of responding to and addressing complaints, performed in accordance with agreed standards, products

disputes and appeals is an integral part of our company’s client RU VHUYLFHYVY ZLWKLQ WKH VFRSH RI WKHLU
relations and assurance of customer satisfaction. &RPSODLQWYV VKRXOG LQ WKH 1UVW LQVWDQ
E4YA" +V-0 EVI VUi { 4EYo" VA& Eer [« VAEPAELHG. FRRSDQ) WR DOORZ WKHP WR DGC
EYeOoo oV u-U“ eoYEAY i % A8 -%eiéa within their formal Management System complaints process

and to resolve with the complainant directly.

o : Oo fUi YYEARAY fi YYA-N «YAE&RA pUii %0 p-U"

within a reasonable timescale and as transparently as . W 28 A C S sy — s ox PP
Hee®©* aa O°Y pu- UeG*G YE©a-Y--ae- fi *aNf«é

possible, whilst fully respecting principles and requirements v ceee i eV¥OAes VA

RI FRQIGHQWLDOLW\ DQG LPSDUWLDOLW\ Dé% ?g@o% @ﬁé/\laﬁg@qvx DO

discriminatory actions. n Q 404 *YfiY -NE
y -YaE a©“YY+a-| Yea-aE Y-“-Y|.1U||aa ¥YeY &

+Ae+“SGSéf «YeE«AY AE YpU-«ii ieYAEi& NA f+y§d@ﬁel AEeYeé oYUUeii i{Yée AE teje oV uUii ace
+400-- 48 +YuNN" 00- «V+aU+ai aE *Yeje-ca YUY ¥FAU W fis MRPSDQ\ GRHV QRW UHVSR
cY£-AC feY& €  oYeR Yo o ORf £V fA Feo- * T+ * yo@rtBmplaint, SGS will investigate your complaint has been

This document is applicable for any complaint raised by a managed in accordance with the company’s complaints

customer, potential customer or any stakeholder who may process and that the company continues to comply with the

KDYH FRQFHUQV DERXW RU DUH GLVVDW L VregliEenzent/« thHe ¢elevat StehBard. RI R X U

VHUYLFH RU WKH VHUYLFH RU SHUIRUPDQFH«RNB FRPSPQU-BH UWILRHA® é exeeecé 4-%A" YY
by SGS. N£iN ¢«;O0 6*6 E4 40A UANAE eYe@e-“ [eVYeE+aQY
(6«6 «Yi™MAO" «AO EVA fi pUii a4 fio YEaYNOfq -%’E?a'\?"’0©”a iaEeYeé «YpU«ii «Ya-NiEE I
cYAi+AYRA fi fA A& flijse +YALY|“ +Y«iia O0 AUMHEYDEL +h VayARY YarAYVeeo iaEfifi- cVaie1Né
(Y fi [fi- -+%A8& E& fA *e8e 48 il «Y¥OA4" oY 7K£'o'i@LbLéWTfLFW\@§QfERG\ VKDOO UHWDLQ Wk

YfOei +Ya0©4a a8 fii p-U" 8ES 40" 44 OV p- (Femplainant in relation to the client, if the complainant
SURYLGHY DQ DGHTXDWH MXVWL1FDWLRQ IR!

ci*NA éfi%" $10e- «Ypée©ee EVA F¥Nei &ifi* 1eje -
AeEYD seYEARYI i«' Odoa leje 'YHUII de--e0 UeN
Ude fAées «&A+O Nfi joY" AE& f{© «YEAY-i fi Nnyfm.aA ‘Eyi¥: %0 D

u-USGS

Itis SGS policy that complaints and appeals shall be handled

Itis also applicable in the case of an appeal by a customer
against an SGS decision or in any other dispute.

b. Concerns or complaints about the misrepresentation or

COMPLAINTS ABOUT SGS SERVICE OR PROCESSES. JHQHUDO DFWLYLWLHV R D 6*6 FHUWL1HG &
a¥-|N pUeiT jiY eYeda™RAY epUY Ii- Y% O

eYuUe«ii eYa-NiE€ EYRA «Y¥O4a" fi eYE&Yfiee -Y;—1§3E©%e Qﬁ ({J“Gana©“ 48 O«Y p-Ué 6+*6

&RPSODLQWYV VKRXOG EH DGGUHVVHG LQ WrKary ¢dé&/Welle th¥ ¥8iapamaht WaR inf&iiédtion about

ORFDO 6*6 R4FH WR LQYHVWLJDWH DQG UHp6SRIQ fraudtliBnX, misrépfeséhthiivll brdtier activities of

acknowledgment, a review of the issue will be initiated, and a WKH FHUWL1HG FRPSDQ\ LQDSSURSULDWH W

response will be made by a person independent of the issue. this should be reported directly to SGS. Your complaint will

fidelfi -NE fe-2eY eYpUeii tVi eYaUee «VaiYi Yheagknavesiged and you will be given feedback about the

YeiOfAO ieY-© (EYAé teeVYOi $EYea ¢iliY VY |PUFAMEL O f o o .
A-eeE“ oYAa£fV" i2iN fied +Y-© 48 p¥! ai+A0© Vil KW Vil geige *YHUIT f& fieYI deep-" p-U" 6*6

Yarfv" VOMRE GEVides EQ ejedeYAE (/O sjsfsVA“l of «Vea
Ye%oO fiffi fAUA" o¥-T YYU-U" e YAE-4©" [fi- A&+
COMPLAINTS ABOUT A COMPANY CERTIFIED BY SGS. EVAE tficd «YeEeaY oV pUii eV¥e2 eU i2iN fied «

eYpUeii «Ya-NiEé EVA p-U* jetV" EVi pée0* as°d a\?' oy
6*6 LQYROYHPHQW LQ FRPSODLQWY DJDLQ ®6¢§4BFW%EB§Q§BQEV%§§3 RPPHQGHG WR 1U\

- . . S LUHFWO\ WR WKI
limited to review and evaluation of whether the company is in

U,glf_{a,v G FH ZKLFK FD
FRPSOLDQFH ZLWK WKH UHTXLUHPHQWYV RI%T?%LW% I}Eﬁ/\Y@é@ U h )?:L[ RQ WKH DS S

gpprgprlate action as. areslt. SGS will not become involved in website (e.g. FSC, BRC) or in certain cases at the SGS links
individual cases of dispute.

below.
A0f dpe-Ué pu-U“ 6*6 Nf «YpUe«ii eYa&a-NiEE EYnnpl,'zpy-l.. YYLIUII cf& Reied eeYeoleY fiYe soYaUe
EYi pé«o “~a~ae-’ fiOel- EYi 4-++E* i«Ofifia a’o i«"WaaY' VH U g fi o066 oYeEeQe© Aoop-“1 [oYoh
dcae-pne iNO- Y‘é'/-\Y"' F1Oe- eV pEeOee oV eil sARNE. 2 ¥ Y eV eV 6O «Yebel of 48 EVi 41OE 4-
Fe-eiee olifijfié UBefie Yé«e «YeORAAT 1 Ve cpue-YB6y6afdfee )6& %58&  fi Nfi cEY VieVeo 48 3
i'Y" N-©Ofi* eeEYQO seYa E .Y..Yne Y“ U" 6*6
a. Complaints about the performance delivery of an SGS 6XFK FRPSODLQWY ZLOO EH WUHDWHG FRQ1C(
FHUWL1IHG &RPSDQ\ Rl WKH FRPSODLQDQW ZLOO QRW EH PDGH N
feYUUiT jiY «oYfO©ei «VaO©a a8 u-U*" je1Y*“ EXOMPEWOi+Al fleBeYeEeaY AE oYuU«ii «A-AO¢ £-7ié
SGS: fefivhe xiN £fied «YiNeA EYA £-fié €iA" Leje oYpUIi
A customer or interested party may have reason to complain eeVA+eé YYH-U" «YAE-40¢&

WKDW DQ 6*6 &HUWL1IHG &RPSDQ\ KDV QRW GHOLYHUHG RU



DISPUTES AND APPEALS IMPORTANT REMARKS

eY&48s+ Eee isYAEIi& aYsjAee e

Where a complaint between SGS and a customer cannot be « In the case of acomplaint or appeal against a Non-

resolved, and the customer does not accept SGS response, Conformity, the Client should continue to respond to /

an appeal can be made. Details will be made available upon address the Non- Conformity within the required timescale

UHTXHVW WR \RXU ORFDO 6*6 R4FH 8OWLPDWHKQGGEUVSRMWH Y RKHDRHOD/ 1[HG WLPH WKUHVEk
be handled in accordance with the rules of accreditation, PD\ LPSDFW WKH RQJRLQJ YDOLGLW\ RI FHUV
OHJLVODWLRQ DV VSHFL1FDOO\ DSSOLFDE®H L Qr FRQ@AKDEW IRU QRYUMABR % © j+Y* EO4 4A
legislation with the country of operation. EYi cYEARAY eVetod-o- Nfi eYoetoeee® ZEeYe“ EOA4

AAUA fe-of AEA NA [V & EO4 <aUafié |V «VpUiiY-ale OveVa gy PYBAY" I”TM cdé Nfi «E% +Yais1K
6*6 1 IE©Q& OeiY «YEARY exoeeeé u-Ué 6*6 YY;f@lﬁ‘oYla@@@aéa” ™Meeet foYefi OO ¢..™- EYT 1V
eYeRNe1AY 2N eeej EAO© «OORAE «YAYe $Vi «YaUSYHGREV A

Yu-U* 6*6 iNfA &éefi“ eYaAeN ¢YeEcaY AE ¥ SdémeHetsails refating © the outcome may be protected by

YOieEQ© ¢éé ¢YeEe4e© | sYeu-fiEee «Y4ai©00é Nfi WKHOPRQ 1 IHN@WEDOLW\ FODXVHV RI WKH DFF
cYA{YA Nfi eYeVYO «eoeée RU E\ WKH 6*6 FHUWL1FDWLRQ FRQWUDFWYV
Complaint and Appeal Resolving Process *E% +YeNelAY «YArEYO" «+Y&ee%e OO +Ui& ajaf
- , . < P . +-0"“ 4 e ceee 0B o . e f e [ efe+ “ i
EAYA“ o4ifi* «YuUeii i+VAE(A Y=x-i Yka AY l e(:1 Yh Eede© fi i _AI EOi© 6
. . . . - * Any party making a complaint has the opportunity to appeal

A complaint or appeal shall be submitted in writing WKHLU FRPSODLQW 1UVW WR WKH DFFUHGLW

*YpUIT fi *YAEaQ «O©& aUc-icé . o s .

to the appropriate accreditation body’s dispute resolution

» To assist in this process, complaints and appeal should process.

include following information: fi AN Yoné pUii Yé «YN-1“ YeOOfa AEA Yeé6 +

YYa++E©“ NfA é«é YEAYA“I A&cifi f& ++% 44 ',YP@Jﬁ@.IYYé\GEI.a( ¢Eede© oYAas¥llé YEAYA“ Y Y&
*YAEYidse eYeoYir"

* Name and contact details of the complainant SGS-ADDRESSES
eVexd ioNelfiY eYeeleY Yieje oYpuUii « 6*6 24FHV 'LUHFWRU\
» Clear description of the issue e SGS Forestry and Chain of Custody Accreditations Contacts

(1R fe%i YYUUIRA «f +YAEA
» Evidence to support each element or aspect of the
complaint or appeal (documents, locations, persons, dates

etc.)
cYfOY“ YOE& UY E&- fi oe8+ 484 cicde oYuUii fi «YAE&
eYi™e% Ol «YAiI«OEI feVfu¥ell foYeie-fi¥ Ty

» Receipt of a submitted complaint or appeal will be
acknowledge by SGS;
£iN fed e-teY ¥Aee seteVed oYuUii fi «YAES 4& p-U* 6*61
+ SGS will provide an initial response, including an outline of
the proposed course of action to follow up on the complaint
or appeal, within two (2) weeks;
++00©4 p-U“ 6*6 -© fiYAl 4 Nfi «YU «YAa¥AA «YaD.-j YYEAY
EYi deesE" oYpUIii fi YAEAI Nf [%i8 fx«iERAIT
+ SGS will keep the complainant informed of progress in
evaluating the complaint or appeal;
itiN «ieNAUA& p-Ué 6*6 «sYEY4 sV 0©4& «Yaij-~ N -Offia
eYuUIii fi YAEA&I
* SGS will investigate the allegations and specify all its
proposed actions in conclusion to the complaint or appeal.
el oYeiOAD 48 OeY p-Ué 6*6 NfA é«é oY ©OFEeiee [«jOAO
CARE te-eieeée eVAaOe-i“ YAEsYsé «YpUii fi «YAE&
© 6*6 ZLOO 1QDOO\ QRWLI\ WKH FRPSODLQDQW ZKHQ WKH FRPSODLQW LV
considered to be closed.
[ f¥fi-ofi £iN «¥A-6*6 leje sYUUii EAOA&e fied »iYD YpUIiA
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ULND\%WO%ULQ P<UDFL%WO%UL
ED[OOPDVO SURVHVL Y% VL\DV%

ULND\%WO%ULQ P+UDFL%WO%ULQ Y% P «E DL 8OUHGIQVPYYLDE RDPBOOOOBDUAOVPL VD\W
SURVHVL W%UNLODW GD[LOLQG% P+GW% UL @I WO thGLLIM RV IH\D YR [GIB6 PE i VGALULP %\L QL] W]’
P%PQXQOX+XQXQ W%PLQ HGLOP%VLQLQ W%WNLEKKDOVDWGIOGDUD-OGD W%TGLP ROXQDQ

6*6 VL\DV%WLQ% X\JXQ RODUDT E+W+Q GLNBVRXNBLRU Y% P-UDFLBWO%U

%Q TOVD ]DPDQGD P+PNeQ T%G%U 0%:DI aBRLOE o LDIR| P QV%o\hoP %[¢ NLPL THEXO HGLO
T%U%]VL]OLN SULQVLSO%ULQ% Y% W %O %E BHBILYILO Wib & FY Wi W DEQ RBGANLD POHIg G LUN
ELU D\UO VHONLOL\% V%E%E ROPD\DFDT u®PVW&EY PRFFIPEBBGcOU

%X VHQ%WG 6*6 WHU%¢QG%Q VHUWLCNDW%DL&%QP&ng Bh%@&%@‘}’%%

P-QDVLE%WG% J|VW%ULO%Q [LGP%WLQ NH\¢\\%W .

\D LGGLDODU DOPOG 0+GW%ULO%UG%Q sﬂs\ﬂ/ﬁéé\? Boc}%/%\%ww/b%)-u%%/') T/EXEODﬁI\_NVP/I.iLI

K%U KDQVO PDUDTOO W%U%BABUG%Q E«W+0Ppl UDELH by B8 QL % R&o! %

EL D% SHOO\DVL\D uLND\%WL YHU% ELO%U 0-UDFL®
% P UDEL%W HWGLNG%Q VRQUD P-PN-Q

%X V96Q%G 6°6 QLQ T%UDUG LO% ED+00 03 f MY LAULR FRHBRGEWOY o Wb oo 06U Lc

\D \DUDQPOG K%U KDQVO GLJI%U P EDKLV%,-(BO(@%&;DG\/%U\QDPI:QU%%bollOLN%QLQ TD\GDODUBOI
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6%6 ;,'087/$5, 9% <$ 3526(6/85, ,/$ %go] o OPHOLGLU
0, $<87/$5 GUND\%W Y% DSHOO\DVL\D SURVHVL

0*UDFL%WL DUDUGOUPDT Y% FDYDEODQG® Ui ND\%WQ YPh ND\PeW O BlLVL\ANO OO G%NLOG%
QIYE%G% \HUOL 6*6 R¢VLQG% ED[OOPDOO.CHID -6RAT KA 1% © XIPDENKSPDUO HKWLYD HWP%OL

HGLOGL\LQ% GDLU W%VGLT DODFDTVOQO] E é%(&BFBé Cg/d:@gq(E%EO/XODT% 0% UL
VRU+XGDQ DVOOO ROPD\DQ G%[V W%U %(,QG%Q YHULO%F

« 0UDFL%WLQ D\GOQ W%VYLUL

6*6 7%$5%$),1'$1 7%$6',4 (',/0,0 0,5.%7% 4$5-u,u|_ND\%W|_Q P-UDFL%WLQ K%U ELU KDGLV %\
u,.$<$7/%5 EDU YHUP%VLQL W%VGLT HG%Q V-EXWODU
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LUWLUDNO GLUN%WLQ VHUWL¢NDWODGGOU RPN 5920 BLRI BERYRE X PHEXOX Y% TwE
YHUP%GL\LQL Y% VRQGD P+YD¢T W%GELUOQ%IQJLL Qopld Ui % ¥ 6Q bR YMIEQIRE

HGLOLE HGLOP%GL\LQL TL\P%WO%QGLUP%NO% P%KGXGQ ﬁ/‘doo ] . .
0%[VO%UO% ED-0O P*EDKLV%O%UG% LOWLE R‘\& O/é;ﬁ//& pUTLRENR UEnD %W Yo 1D D
W%NOLI ROXQDQ W%GELUO?Y

D6HUWL.,NDWODGGOUOOPOUG 6*6 P-%VVLV%GQ 0(\;1,)0 R LEN %P P b VIRV ¢ HP¥r BIRQ ©

ULND%WO % U 9 % sUDFL%WLQ JHGLGL EDU
0-GW%ULQLQ Y% \D PDUDTOO® W%U%¢Q VH@%@?-%@Q"&?@Q@§PBU

6*6 ULUN%WLQLQ DNNUHGLW% ROXQPXU 1% |?\ Hu

GD[LOLQG% VWDQGDUWD X\+XQ P%KVXO* YOO\ F [We@ WYY WRTdP\p%W HG%F%N Y% \|
HWP%P%VLQG%Q GULND\%W HWP%N +0+Q VL% P0Re YD RIIHVE tiddpyU %\LQ KD]JOUODQPDVO
+%U GH\G%Q %YY%O UGLND\%W VHUWL¢ND®WRDWBHYE&HUR 0P ORDW UNid ¥ % NG LU
JIQG%ULOP%OLGLU NL R GLUN%WLQ P-«%\89%QuHGh QPN I P EEDHOYOPBYO Y%]L\\%WL EDU
GLND\%W SURVHVL YDVLW%VLO% U%VPL (% OXEBWEPHOGD ERhPYLQ SUREOHPL
ELUEDUGD %UL]%o0L LO% K%OO HG%F%N TXUXOPXU LGDU%HWP% VLVWHPL LO%

W%PLQ ROXQVXQ 9%$&,% 4(<'/$5

6HUWL;NDWODUGOUOOPOU GLUN%WG % Q.08 NDGWKPOKH BLOTUQA & Y RB\THAIUL% \D DSHOO\
T%QD%WE%[G RODUVD 6*6 GLND\%WL DUDGGQUDFID W%V Bt RNIXBDQ YD[W tNDODVO GD
GLND\%W% ED[OOPDVO SURVHGXUXQXQ ELpb ikb¥VVEMI-pBol BoL plluNdIE YN R WP %\% GDYDP H
VHUWL{NDWODGGOUOOPOU GULUN%W W%U %8RG %RHE B IOPk HBASPHEE® VHUWL:NDWODGGO
Q%]%UG%Q NHOLULOGLALQL \R[OD\DFDT YR@WLEDN®WOGQOWBH O MOAUY J|IVW%U% ELO%F %
FDYDE YHUP%\% GDYDP HGLE HWP%GL\LQHELHABWWO%QGLU%F%N

VHUWL;NDWODUGOUOOGO=+0 VWDQGDUWGLH_[]{]D\% %WLF%VL LO% ED<0O E%]L W%]I
0 }? 0
6HUWL;NDWODUGOUPD RUTDQO 0<UW%UL b\;%//b%lf&% ‘Q/QUL@DI%/’O(QQHUWL(,NDWODUGC

SURVHVL |DPDQO GULND\%WolL +0+Q DQRQLP, T'P[P\PLQ? i o W%LO)JULL(S‘%V‘SR % Q RODUDT P%[¢
NL %UL]%olL P%OXPDWO DoOTODPDPDT -« '.I'% *b% EWO

RE\HNWLY Ve EXW W%TGLP HWVLQ

5 i - ULND\%Wol OD % J(DQ~VO W%U%I |] LGGL
E6RQ LVWLIDG%0LQLQ DOGDGOOPDVS Y% \ YU SN EWR B St % ST D VRO 0% W1
GLUN%WLQ% [LGP%WO%ULQ J[VW%ULOP%\SL LT EQD~—&9 LDN<E?_\/% /TJLi_d/R%%OL RUTDO
P*EDKLV%O%U LPNDOBOD POOLNGLY
$UL]%0LQLQ VHUWL:;NDWODGGOUPD LO% ED = oo P NSO W bR buoaT

DOGDGOFO Y% \D GLJ%U I%DOL\\%WO%Ule*KGD'lZ— 9%"{9%@_@0 %OQ$(5X

EeWeQ KDOODUGD EX P%OXPDW 6*6 % ELOQ U g bJC:J& ND\%WLQL]%

ED[OODFDT Y% DUDuUGOUPDQO]0OQ Q%WLFOOV GLD EW/O /oOXPDW

YHULO%FE %N e 6*6 RUHVWU\ DQG &KDLQ RI &XVWRG\ $FFUH
6RU-XQX]X LON Q|YE%G% \HUOL 6*6 R¢VLQ% J|QG%UP%\LQL]

Y% \D EX Y%]L\\%WL ELUEDGD GLUN%WLQ YHULOPLUGU VHUWL¢NDWOQGD Y%



Keluhan, Perselisihan dan Kebijakan Banding dan
Proses

w
>
I
%
> Proses menanggapi dan mengatasi keluhan, perselisihan, dan sesuai (misalnya FSC, BRC) atau dalam kasus tertentu di
% banding adalah bagian integral dari hubungan klien perusahaan tautan SGS di bawah ini.
8 kami dan jaminan kepuasan pelanggan. Keluhan tersebut akan diperlakukan rahasia dan identitas
an Kebijakan SGS bahwa keluhan dan banding harus ditangani SHODSRU WLGDN DNDQ GLNHWDKXL ROHK SHI
2] dalam skala waktu yang wajar dan senyaman mungkin, PERSELISIHAN DAN BANDING
Z sementara sepenuhnya menghormati prinsip dan persyaratan
kerahasiaan dan ketidakberpihakan dan tidak akan Jika keluhan antara SGS dan pelanggan tidak dapat
menghasilkan tindakan diskriminatif. diselesaikan, dan pelanggan tidak menerima respons dari

SGS,maka banding dapat dilakukan. Detail akan tersedia

Dokumen ini berlaku untuk setiap keluhan yang diajukan oleh : )
berdasarkan permintaan ke kantor SGS lokal. Pada akhirnya

pelanggan, pelanggan potensial atau pemangku kepentingan

yang mungkin memiliki kekhawatiran tentang atau tidak puas perselisihan harus ditangani sesuai dengan aturan akreditasi,
dengan aspek apa pun dari layanan kami atau layanan atau undang-undang yang secara khusus berlaku dalam kontrak atau

NLQHUMD SHUXVDKDDQ \DQJ GLVHUWL1NGVEKEHARIgargal dengan negara operasi

Ini juga berlaku dalam kasus banding oleh pelanggan terhadap * Proses Pengaduan dan Penyelesaian Banding

keputusan SGS atau dalam sengketa lainnya. * Pengaduan atau banding harus disampaikan secara tertulis.
* Untuk membantu dalam proses ini, keluhan dan banding

KELUHAN TENTANG LAYANAN ATAU PROSES SGS. harus mencakup informasi berikut:

Keluhan harus ditangani dalam contoh pertama ke kantor « Detail nama dan kontak pelapor

SGS lokal Anda untuk menyelidiki dan merespons. Anda akan

menerima pengakuan, peninjauan masalah akan dimulai, dan * Deskripsi masalah yang jelas

respons akan dibuat oleh seseorang yang independen dari * Bukti untuk mendukung setiap elemen atau aspek

masalah ini. pengaduan atau banding (dokumen, lokasi, orang, tanggal,
dil.)

KELUHAN TENTANG PERUSAHAAN YANG DISERTIFIKASI OLEIgenerimaan pengaduan atau banding yang diajukan akan

SGS. diakui oleh SGS;

Keterlibatan SGS dalam pengaduan terhadap perusahaan » SGS akan memberikan tanggapan awal, termasuk garis besar
EHUVHUWLINDW WHUEDWDV SDGD SHQLQM P RnQak%Pand*dYuQu%%M&k RepiRddajuti keluhan
SHUXVDKDDQ PHPDWXKL SHUV\DUDWDQ VHQ{A/Mbagnhlir%volala%%&tﬁ%g&)qn%édﬂ'ljQ

tindakan yang tepat sebagai hasilnya. SGS tidak akan terlibat
dalam kasus perselisihan individu.

mengl:e)valuasi keluhan atau bandir{;;'

a..HOXKDQ WHQWDQJ NLQHUMD 3HUXVDKDD%\ QJ GLVHUWLINDVL ROHK
SGS: * SGS akan menyelidiki tuduhan tersebut dan menentukan
Pelanggan atau pihak yang berkepentingan mungkin memiliki semua tindakan yapg diusulkan sebagai kesimpulan atas
DODVDQ XQWXN PHQJHOXK EDKZD 3H U XV ORWHG PRI EREPUENDW 66
belum menyampaikan atau belum melakukan sesuai dengan * SGS akhirnya akan memberi tahu pelapor ketika pengaduan
standar, produk, atau layanan yang disepakati dalam lingkup dianggap ditutup.
VHUWLINDVL WHUDNUHGLWDVL PHUHND . HOXKDQ KDUXV GDODP FRQWRK
SHUWDPD GLWDQJDQL GHQJDQ SHUXVDKEWENEARRENUMPL 1NDW X QW XN

* SGS akan memberi tahu pelapor tentang kemajuan dalam

memungkinkan mereka untuk mengatasi keluhan dalam » Dalam hal komplain atau banding terhadap Ketidaksesuaian,

proses pengaduan Sistem Manajemen formal mereka dan Klien harus terus menanggapi / mengatasi Ketidaksesuaian

untuk menyelesaikan dengan pelapor secara langsung. dalam skala waktu yang diperlukan seperti di bawah

-LND SHUXVDKDDQ EHUVHUWLINDW WL G D bebertda Bkenia drdangbhtasNakiu tetap berlaku yang

memuaskan keluhan Anda, SGS akan menyelidiki keluhan GDSDW EHUGDPSDN SDGD YDOLGLWDV VHUWI
Anda, apakah telah dikelola sesuai dengan proses pengaduan berlangsung.

perusahaan dan bahwa perusahaan terus mematuhi - Beberapa detail yang berkaitan dengan hasilnya dapat

persyaratan standar yang relevan. dilindungi oleh klausul kerahasiaan persyaratan akreditasi

/HPEDJD VHUWLINDVL KDUXV PHQMDJD NWﬁQﬁL@}ﬂ@W@BN} VHUWLINDVL 6*6
terkait dengan klien, jika pelapor memberikan pembenaran

yang memadai untuk menjaga kerahasiaan pelapor. + Setiap pihak yang mengajukan keluhan memiliki kesempatan

untuk mengajukan banding terlebih dahulu ke badan

b. Masalah atau keluhan tentang kekeliruan atau kegiatan akreditasi dan akhirnya ke proses penyelesaian sengketa
XPXP 3HUXVDKDDQ EHUVHUWLINDVL 6%6 kepada badan akreditasi yang sesuai.

Dalam hal apa pun di mana pelapor memiliki informasi
tentang kemungkinan penipuan, kekeliruan atau kegiatan SGS-ADDRESSES

ODLQ GDUL SHUXVDKDDQ EHUVHUWLlND.\NG\,L%QZMW'L',\QDLI\IUY‘HVV)&Q}L\ GHQJDQ
VHUWLINDVL PHUHND LQL KDUXV GLODSRUNDQ ODQJVXQJ NH 6

*
Keluhan Anda akan diakui dan Anda akan diberikan umpan e SGS Forestry ar% Chair?of Custody A6ccreditations Contacts
balik tentang hasilnya.
Pelapor disarankan untuk terlebih dahulu menghubungi
kantor SGS setempat atau dapat membawanya langsung
NH NDQWRU DNUHGLWDVL \DQJ VHVXDL \DQJ GDSDW GLLGHQWLI1INDVL
SDGD VHUWLINDW LQGLYLGX GL VLWXV ZHEVLWH SHPLOLN 6NHPD \DQJ
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SROLWLND L SURFHVL SULJRYRUI

3URFHV RGJRYDUDQMD QD SULJRYRUH VSRADRYYH L-BDDEHBHOH WMHWYDAQNBDWL SRYMHUOM
LVWLK MH VDVWDYQL GLR RGQRVD QD H NRISDEH IQH W/ BMIOLMR@WURFHQ FHUWLIFLUDQ!
osiguranje zadovoljstva kupaca. na linkovima SGS-a u nastavku

3ROLWLND 6*6 D MH GD OH VH SULJRYRUL DOEH REUDULYDWL X

UDJXPQRP YUHPHQVNRP URNX L NROLNR MWE?{%?«O*R’S\/%% VSDUHQWQR

X SRWSXQRVWL SR WXMXOL QDOHOD L |DKWMHYH RWORERHUBMYX BV L NOLMHQWD QH P
QHSULVWUDQRVWL L QHOH UH]XOWLUDWLNQIOWRHQWWN Q@ HPSELKNOMWEL §'TFF RM VNG PRYRU  PR-1
postupcima. OH ELWL GRVWXSQL QD |[DKWMHY YD RM ORND

2YDM GRNXPHQW VH SULPMHQMXMH ]D ELSFJ“EBRQ)@%@L\AY)?FEQ(REHJRﬁ??hY_YL WUHWLUDQL
XOR-HQ RG VWUDQH NXSFD SRWHQFLMDODRYRMERLYH DWW HBRUEVENPR WR MH NI
strane koji mogu biti zabrinuti ili nezadovoljni bilo kojim ugovoru ili normalnoj Ieglslacul zémlje u kojoj se posluje

DVSHNWRP QD H XVOXJH LOL XOLQNRYLWRURENW®S\DWH DM P QB WHRBYRUD L -DOEL

FHUWL1IFLUDR « 3ULJRYRU LOL -DOED VH SRGQRVH X SLVPHQ
7R MH WDNRUHU SULPMHQMLYR X VOXODMX PDDEOEWHNER PR IDKRRY RY BP6SRRIFHVX SULJRYF
odluke ili u bilo kojem drugom sporu. XNOMXOLYDWL VOMHGHOH LQIRUPDFLMH

35.78A%( 8 9(=, 66 29( 86/8%( ./, 352&(6% ,PH L NRQWDNW SRGDFL R SRGQRVLRFX -DC

3ULJRYRUL WUHEDMX ELWL QD SUYRM LQVWD%¥P@<§>§(’5V§LU$BWBRMB%%%%J VOXODMD

6*6 XUHGX ]D LVWUD-LYDQMH L RGJRYRU 'RERWDOHWRMIRSRQUERYDMX VYDNL HOHPHQW

SRNUHQXW OH VH SUHJOHG VSRUQRJ SLWDQWIP E REBR¥RH OMLcOWNDFLMH RVREH GD

osoba neovisna o tom spornom pitanju. - =DSULPDQMH SRGQHVHQRJ SULJRYRUD LOL -
od strane SGS-a;

35,78A%( 8 9(=, .203%1,-( &(57,),&,5%1( 2. %Z§$oll-ﬁ g*EGHFELMHGLWL LQLFLMDOQL RGJIRYRL

6*6 RYD LQYROYLUDQRVW X SULWX-EDPD SYBW¢ ¥ H-HOWLISLEPRDKGMHORYDQMD ]D SUDC
NRPSDQLMD MH RJUDQLOHQD QD SUHJOHG (krdRFd¥ KX 8inkide; M H

NRPSDQLMD XVNODUHQD VD ]JDKWMHYLPD FglLéWd_&F’\}_F\LJ \ﬁL XkdB6)§{l\ﬂ R]lPPLUDWL SRGOR
RGJRYDUDMXORP DNFLMRP NDR UH]XOWDWHQ*DGO\{(%& L9IM\?<F\QL}IX WI: XDOEH

SRMHGLQDOQH VOXODMHYH VSRUD
° 6*6 *H LVWU D LWL DYRGH L VSHFL1FLUDWL
a.3ULV\(.X-EH QD SRVWL]DQMH XOLQNRYLWRYV IZJ'G I\QI-IZB&U] kl%)'?\/" '\? YH]DQRP ]D SULJRYRL

kompanije:
DYLMHVWLWL SRGQRVLW

.OLMHQW LOL ]JDLQWHUHVLUDQD VWUDQD EB Ij Ej@gﬂ: 9’_8]?933 B IQDWUM %RIOMXOHQ

6*6 FHUWL1IFLUDQD NRPSDQLMD QLMH LPDO UH ]X WD WI:| LOL XO LQNRYLWF\]VW
u skladu s dogovorenim standardima, proizvodima ili
XVOXJDPD X RNYLUX VYRMH DNUHGLWLU

$ -$
H W F H 3UL é(
QD SUYRM LQVWDQFL WUHEDOH ELWL XS V g ﬁQ{ E% S(?I—"WIN_\(;DQUHHXVI;\‘
GD LP GRSXVWL GD SULWX-EX XSXWH X JE Q
D

II
00
69

XSUDYOMDQMD -DOEHQLP SRVWXSNRP LG MHERMXMX INVQL UR

SRGQRVLRFHP SULWX-EH WHN XO YD WFHUWLlNDFLMH
$NR FHUWL1IFLUDQD NRPSDQLMD QH RGJR 8l¥' I,\,IR(?LCERthH QID LVKRG |
QDOLQ QD -DOEX 6*6 OH LVWUD-LWL GD a i epOVJerF\ll_OSIDa rtlevllxacuen
SURFHVXLUDQD X VNODGX VD DOEHQLPS R Rl %Wﬁnh Q

GD OL MH NRPSDQLMD L GDOMH XVNODUH@JEBQ/H‘b P}IBM\DI\A\WVMB@QJNBMQDW@FOJL LPD SULC
standarda. SULWX-EX DNUHGLWDFLMVNRP WLMHOX WH X

&HUWLINDFLMVNR WLMHOR OH JDGU-pwL BYH A PRRYN SIRUFRPL {@ P UPMXOHI DNU

SULWX-EH X RGQRVX QD NOLMHQWD DN% %%\BFQE% LWHOM SULWX-EH SUX-L

DGHNYDWQR RSUDYGDQMH ]D IDGU - DYDQMH DQR%LPQRVWL
D|rektor| SGS-ovih ureda
b., ]JUD-DYDQMH J]DEULQXWRVWL LOL SULWX

SUHGVWDYOMDQMH LOL RS WH DNWLYQFSVQNE GX%}[ISIJ(YJ\%{%FLLglg)&IQFNIQP@I:}J%'EPIH— NRQWDN

8 ELOR NRMHP VOXODMX NDGD SRGQRVLWHOM SULJRYRUD LPD

LQIRUPDFLMH R PRJXOHP SUHYDUDQWVNRP OD-QRP

SUHGVWDYOMDQMX LOL GUXJLP DNWLYQRVWLPD FHUWL1IFLUDQH NRPSDQLMH
QHSULPMHUHQLP QMLKRYRM FHUWLINDFLML WR WUHED SULMDYLWL LJUDYQR
6*6 X 9D D -DOED OH ELWL SRWYUUHQD L GDOH YDP VH SRYUDWQD

informacija o ishodu.

3RGQRVLWHOMX SULWX-EH VH SUHSRUXOXMH GD QDMSULMH NRQWDNWLUD
ORNDOQL 6*6 XUHG LOL PR-H QD WR GLUHNWQR VNUHQXWL SR]JRUQRVW
RGJRYDUDMXOHJ DNUHGLWDFLMVNRJ XUHGD NRML VH PR-H
LGHQWL1IFLUDWL QD SRMHGLQRP FHUWLINDWX QD ,QWHUQHW VWUDQLFL
YODVQLND RGJRYDUDMXOH @8HPH QSU )6& %5& LOL X RGUHUHQLP
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@Ze[b kihjh\_ 1heblbdZ b ijhp_ kb
h] Ze\Zg _

ljhp_kZ gZ hllh\hj b hlijZ\yg_ gZ “Ze[b kihjh\*bpb_dlgh ~h agZgb_Ih gZ Zdj_"~blbjZsby hnbk dI
hiezd\Zgby _ g_jZa”_egZ qzZkl hl deb_glkdbl_fhlghhZdby_ b~ _glbnbpbjZg ih bgl_jg_I kihj_~
gZ nbjfbl_ b hkb]lmjy\Zg_gZ m~h\e_I\hj _ghkl g8 _fZlZ gZ k_jlbnbdZpby gZij ,)6 %5& beb qj
deb_glz ihkhg_gb ih “hem 6*6 ebgdh\_1_

Lh\Z _ 6*6 iheblbdZ aZ h[jZz[hldZ gZ hiezZd\ZghkkydhZleidzd\Zg_ s_ [t"_ jZale_"~Zgh dZlh
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SROLWLND UMH DYDQMD L SRVW X
prigovora | sporova

Postupak postupanja sa prizivima, prigovorima i sporovima SULJRYRUD QHOH ELWL SR]QDW FHUWL1FLUDQ
OLQL VDVWDYQL GLR RGQRVD QD H WYUWNH SUHPD NOLMHQWLPD D X FLOMX
osiguranja njihovog zadovoljstva. PRIZIVI ILI SPOROVI

3UHPD SROLWLFL 6*6 D SULJLYL L SULJRYSRVU@XQDWYNHND@BMHXSUbIRNFBRPLIPHUX 6*6 D L
YUHPHQVNRP SHULRGX NROLNR JRG MH PRUMB H WuDWMsDNOGOWPR MHQW QH SULKYDOD

SXQR SR WRYDQMH SULQFLSD SRYMHUOM IS\ROQEIMH LQ 8¢ blilww UDMOIRYMH. RV R EHHGHQRP SR
bilo kakvih diskriminacijskih postupaka. VH REUDWLWH ORNDOQRP 6*6 XUHGX 6SRURY]

2YDM GRNXPHQW VH RGQRVL QD VYH SULJ@V%EJQDXV%R%QMVFPGWO%%WD DNUHGLWDFLA
klijenata, potencijalnih klijenata ili bilo koje zainteresirane strane SRVWXSNRP QDYHGHQLP X XJRYRUX LOL SUHP
NRMD PR-H ELWL LOL MH QH]DGRYROMQD GHNLPRAPIINWR Xl RO NRMRM VH SUX-D
LOL XVOXJRP WYUWNH FHUWL1FLUDQH RG3IRWWYBORNsUMBP DYDQMD SULJLYD LOL SULJRYF
7DNRUHU SULPMHQMXMH VH L X VOXODMX RRiGIQuHgeyes veba dagtayiti RisaninputeM QWD QD
QHNX RGOXNX 6*6 D NDR L X VOXODMX UMHDNRDRIMPHVRRRRY®LOD UHDOL]DEFLMD RYRJ S
SULJRYRUL PRUDMX XNOMXOLYDWL VOMHGHC
PRIGOVOR NA USLUGE ILI PROCESE SGS-A
* Ime i kontakt inormacije podnositelja
8 SUYRP UHGX SULJRYRUH WUHED XSXWLWL, ORNDOOL XUHG 6*6 D
UDGL LVWUDJH L RGJRYRUD 'RELWL OHWH sﬂ%ﬁ‘/\?ﬁ'sesﬁo@%sfﬁﬂ’ D QDNRQ OHJID
OH ELWL SRNUHQXWR SUHLVSLWLYDQMH 9D Rokaz kojpse dpkszuis spaki gierpantiili aspekepmzjya il
RVRED QH]DYLVQD RG SUHGPHWD SRGQR HQWigpvery (doknrmentipgokacije, osobe, datumi itd.)

- 3ULMHP ]JDSULPOMHQRJ SULJLYD LOL SULJRY!
PRIGOVOR NA TVRTKU CERTIFICIRANU OD STRANE SGS-A  srane SGS-a :

6XGMHORYDQMH 6*6 D X -DOEDPD XSXOHQLPQ @F URGWHY WMYL AL IFRMOOQL RGIRYRU X

WYUWNL RJUDQLOHQR MH QD SUHLVSLWLY BN DR EMH QM ¥ BRI HX MH @i xXWYWW BB DQME
VXNODGQD VD |[DKWMHYLPD FHUWLINDFLMHgWidvafRdsR GXILPDQMH

RGJRYDUDMXOH UDGQMH X VNODGX V UH]X%%D&‘VFF%&W@WD%BV\YL Sq:\’._bQRVLWHOMD R C

XNOMXOXMH X LQGLYLGXDOQH VOXODMHYH ?
pI’IZIva prlgovora

a. 3ULJRYRU QD UDG WYUWNH FHUWLIFLURQH REVIMHRPS. WA B DYRGH L VSHFL1IFLUDWL
Kupac ili zainteresirana strana mogu imati razlog za prigovor UMH DYDQMH SUL]JLYD LOL SULJRYRUD

NDNR WYUWND EHUWLLELUDQD RG VWUDOLL 6 DeRLNH N SRVES LAY Ml HomD R N

QLMH SRQD DODXVNODGXVSULPLMHQMI."YprIIQ(F)’VO SURL]JYRGL
LOL XVOXJDPD X RNYLUX SUHGPHWD VYRMH NUHGLWLUDQH FHUWL1INDFLMH
BULPMHGEH WUHED X SUYRP UHGX XSX@@_N\{LL( Iilaggy\bl_(]ilfLUDQRM WYUWNL

NDNR EL MRM VH RPRJXOLOD REUDGD NUR8] Vé I)D(I\/II§USPUDL?LYD LOL SULJRYRUD D HV:
proceduru za prigovore, a u okviru Sustava Upravljanja te QDb Q

EL LK WYUWND WUHEDOD ULMH DYDWL X cﬁ%d\él/yﬁﬁgp U% é%#&whgﬁéﬁmfgg\ﬁ;ng;Li

rigovora.
prigov vremenski rokovi koji mogu utjecati na neprekinutu valjanost
8NROLNR FHUWL1FLUDQD WYUWND QH RGJFR_|YLRMLL1QBF]E)|@|RYROMDYDMXOL

QDOLQ QD 9D SULJRYRU 6*6 OH LVWUD- L¥V G D VH VDS LJRYRl\(}Jﬁ\II:‘VDOMD LVKRGD ¢
SRVWXSDOR X VNODGX VD WYUWNLQRP § ﬁel—yﬁ"d" |5 E}(?} s
. . . o } . zahtijevana od stran akreditacijskih zal tjevalll SGS ugovora

prigovora, tj. da li tvrtka i dalje ispunjava zahtjeve R FHUWLINDELML

RGJRYDUDMXOH QRUPH

&HUWLINDFLMVNR WLMHOR OH VSUDP WY WRIN dAE{S\/L'JJ%Q/\R_% SI!3 FQ\RIVL SULJRYRU LP

SRGQRVLWHOMD SULJRYRUD XNROLNR NOIMHLW ML]JQUHFh QB YT o
REMD QMHQMH |D SRWUHERP OXYDQMH LV

b.3ULJRYRUL YH]DQL ]D SRJUH QR SUHGVWBY-@MRE¥H LOL JHQHUDOQH
DNWLYQRVWL WYUWNL FHUWL1IFLUDQLK Ré; é/\yypw EGQ—H—DWRU\
8 VYDNRP VOXODMX NDGD LPDWH LQIRUP?CfS"FMr%(S& CBC]I“éQ(ﬁMUSIOdyACCFEdItatIOHSCOI’]taCtS
JORXSRUDEL QHWROQRM LQWHUSUHWDFLML SUHGVWDYOMDQM LOL
GUXJLP DNWLYQRVWLPD FHUWL1IFLUDQH WYUWNH NRMD QLMH X VNODGX
V GRGLMHOMHQLP FHUWLINDWRP SULMDYLWH WR GLUHNWQR 6*6 9D
SULJRYRU OH ELWL |DSULPOMHQ L UD]JPRWUHQ WH OHWH ELWL REDYLMH WHQL
R LVKRGX UMH DYDQMD LVWRJ

BUHSRUXOXMH VH GD SUYR NRQWDNWLUDWH ORNDOQL XUHG 6*6 D DOL
VH PR-HWH REUDWLWL L GLUHNWQR XUHGX LOL LVSRVWDYL 6*6 D NRMX MH
PRIJXOH LGHQWL1FLUDWL QD VYDNRP SRMHGLQDOQRP FHUWL1INDW X

QD ZHE VWUDQLFL FHUWLAINDFLMVNH VKHPH QSU )6& %5& LOL VH X
RGUHUHQLP VOXODMHYLPD PR-HWH

javiti putem SGS linkova napisanih na dnu ovog dokumenta. Ti
SULJRYRUL ELWL OH WUHWLUDQL NDR SRYMHUOMLYL D LGHQWLWHW SRGQRVLWHOMD
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—EVDG\ D SRVWXS\ SUR S iSDG\ V
D RGYROERQi

S3URFHV UHDJRYEQi QD VWi-QRVWL VSRU\ FHRGWRONEQNVXMRBRS LVOX Q(FK LQWHUQHWRY |
DGUHVRYEQiI WPFKWR VWIi-QRVWI RGYROEQQDSVSYFoW! WSR IQHERI CQRIXNWHU (FK S iSDGH
VRXOEVW QD LFK Y]WDK! V NOLHQW\ D S LVSYMEHQIFMLRENR]! 6*6

VSRNRMHQRVWL QD LFK NOLHQW! 7\WR VWIi-QRVWL EXGRX Y\ LJRYEQ\ DQRQ\PQ
=EVDGRX 6*6 MH -H VWi-QRVWL D RGYROE QW RMDIWHMIHYQHEXGH VGPOHQD FHUWLINR
S LPP HQ(FK OK!WEFK D FR QHMWUDQVSDUHQWQPM iP ]SIVREHP

S L SOQUP UHVSHNWRYEQi JEVDG D SR-D GBORYI AQBMOUANR VWL D

QHVWUDQQRVWL D -H Y VRXYLVORVWL V QLPLSOIEERMS N Wi-BRQWPH]L 6*6 D NOLHQWHP
GLVNULPLQDOQIP DNFiP Y\ H HQD D NOLHQW QHS LMPH RGSRYbP@ 6*6 (
7HQWR GRNXPHQW VH SRX-LMH SUR MDNRSXR®UREQRYVWRVIRY N WRHQRX SR-EGEQI 9D H P
VWEYDMIiFiP NOLHQWHP SRWHQFLEOQiIP NGB HBONHP &MERMYNFRXNROLRW BAPWQRVWI Y|
RVRERX NWHUE E\ PRKOD E(W JQHSRNRMYQDURBNGONPNUBGEWORWHPSODWQ(PL SUEYQIF
QD LFK VOX-HE QHER VOX-HE OL Y(NRQX WEROHBYRYRVY HNBARXNRYDER SRGOH EP-Q(F
6*6 QHER E\ PRKOD E(W QHVSRNRMHQD V SMDNC® NRIAKIR DAV EW MW H P

QD LFK VOX-HE QHER VOX-HE OL Y(NRQX BZRR/QUXBQRYAV LHF H Q@ WALWNRMD D RGYROEQi

SGS. - 6WIi-QRVW QHER RGYROEQI PXVi E(W S HGOR
3RX-LMH VH WDNU Y S iSDGP RGYROEQI NOLR®OMD SURWL URJKRGQXWi 6*6

QHER Y MDNUPNROL MLQUP VSRUX . 3UR XVQDGQbPQI WRKRWR SURFHVX E\ VWi-QF

671A1267, 1$ 6/8A%< 1(%2 326783< 6+  oOpsanovattytoudaje:

6Wi-QRVWL E\ PPO\ E(W QD SUYQiP PiVWDP DGBHQ&Y%(S‘\R&WDNWQ'
PIiVWQi NDQFHOE L 6*6 DE\ MH WDWR PRKOD BY@WSRWLY SRISHE X
QD QP RGSRYPGPW 2EGU-IWH SRWYUJHQI § UMBWIQ B XRH BIRKEMKDG UKR SUYNX QHER D
S HINRXPEQiI GDQU JEOH-LWRVWL D RGSRYbPZQWEREROMREDEQI GRNODG\ PiVWD RVRE\

QH] ODVWQPQE QD GDQU JEOH-LWRVWL . '‘Ryx®HQiI VWI-QRVWL QHER RGYROEQi EXGH

67tA1267, 1$ 632/(ql1267 &(57,),.29$128 6* @*6 SRVN\WQH SUYQI RGSRYPZ YOHWQP QE\

YH OKIWR GYRX W (GQ!
=DSRMHQi 6*6 GR VWIi-QRVWI QD VSROHOQRVWL FH%IWLlNRYDQU 6 * (GQ!

VH RPH]XMH QD SURINRXPEQi D SRVRX]HQ1 88 FEPRB S VERORB IRV PRYDW VWP-RYDWH
SRVWXSRYDOD Y VRXODGX V SR-DGDYN\ FHYRMRYER DV¥p QRYWL QHER RGYROEQI

SRW HED SRX-IW S iVOX QE RSDW HQi 6*6 9H6 GHIRBIR MIWXR HEGIQDFXYHGH Y HFKQD VYE
MHGQRWOLY(FK S iSDG! VSRUX RSDW HQi SUR Y\ H HQi VWi-QRVWL QHER RG

a.6Wi-QRVWL W(NDMiFi VH GRGEYN\ VSROMHBORVQIRERYWH IR Y CRYDWW+HOH MDNPLOH EXC

.OLHQW QHER ] ®DVWQPQE VWUDQD P!-H PPWEHRERA vwp-RYDW

-H VSROHOQRVW FHUWLINRYDQE 6*6 QHSLI? ’\){< é E(P QHER QHSOQLOD

Y VRXODGX V GRKRGQ(PL VWDQGDUG\ E}SE %5 VOX-EDPL

Y UEPFL VYU DNUHGLWRYDQU FHUWLlND'F91 SeWPIR 6 R MW -ARPMBON @R RGYROEQI SURW
S HGHY iP DGUHVRYEQ\ WUWR FHUWL1NRYDQDGOERDHBBERRPW HE \HVIHV QHVKRGX Y SR
PRKOD SUR HW LW Y UEPFL VY(FK =EVDG KBRNMROMWX EJYRWR-GRVYWPBWHU (FK VFKUPD\
PRKOD NRQNUUWQI VWi-QRVW S iPR Y\ iGORVRYU UEPFH NWHUU PRKRX PiW YOLY QD |

-HVWOL-H FHUWLINRYDQE VSROHOQRVW d:HFygvé‘RlYl XV'SRNRMLYP QD

9D L VWi-QRVW 6*6 SURYP i ]GD 9D H VWIRIRVWRWE\EBGURERQRY WL W(NDMIFi VH Y(VOH
VRXODGX VH JEVDGDPL SUR Y\ LIRYEQiI VWiKYRQWR WERERRVSRROHB SERYRYQUP FKDUDNW
D ]GD VSROHOQRVW L QDGEOH VSOYyXMH STR DEPMN! SQHERX SRIFKGRH FHUWLINDOQIFK VP

standardu. « -DNENROL ]JH VWUDQ NWHUE SRGEYE VWi-QR

&HUWLINDOQI RUJEQ |DFKRYE DQRQ\PLWWHV@&'MGDWW@IHDWWHGLWDOQIPX RUJEQX D Q
Y]WDKX NH NOLHQWRYL MHVWOL-H VWP-R VDM OV8RVKNSWIYIP 6 RV B WPAN®HGLWDOQIKR

RG!YRGQPQi SUR |DFKRYEQI DQRQ\PLW\ADRE
b.2EDY\ QHER VWi-QRVWL W(NDMiFi VH QHVSUEYQUKR ’LDVWXSRYEQl

QHER Y HREHFQU OLQQRVWL VSROHOQRVWLEPHUWY 1INRYDWE $%6

9 MDNUPNROL S iSDGP NG\ PE VWPb-RYDWHO TUGTRAPDHFHT R PROY G@rediations Contacts
SRGYRGQUP QHVSUEYQUP QHER MLQUP MHGQEQI FHUWLINRYDQU
VSROHOQRVWL QHRGSRYIGDMIiFiP MHMi FHUWLLINDFL E\ PPO\ E(W

W\WR LQIRUPDFH RJQEPHQ\ S iPR 6*6 2EGU-IWH SRWYUJHQI R

GRUXO®HQI 9D | VWI-QRVWL D EXGHWH LQIRUPRYEQL R Y(VOHGNX

'RSRUXOXMH VH DE\ VWP-RYDWHO QHMSUYH NRQWDNWRYDO PiVWQi
NDQFHOE 6*6 QHER DE\ S HGOR-LO VYRML VWi-QRVW S iPR

S iIVOX QU DNUHGLWRYDQU NDQFHOE L MHMi- QE]JHY O]H [MLVWLW QD
MHGQRWOLYUP

GDMH VWP-RYDWHOH
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Klager, tvister og appelpolitik og proces

Processen for handtering af klager, tvister og appeller er websted (f.eks. FSC, BRC) eller i visse tilfzelde pad SGS-

en integreret del af vores virksomheds kunderelationer og linkene nedenfor.

sikkerhed for kundetilfredshed. Sa&danne klager vil blive behandlet fortroligt, og klagerens

Det er SGS’s politik, at klager og klager skal behandles inden LGHQWLWHW YLO LNNH EOLYH JMRUW NHQGW
for en rimelig tidsramme og s& gennemsigtigt som muligt, Tvister og appeller

samtidig med at principperne og kravene om fortrolighed og
upartiskhed overholdes fuldt ud, og at behandlingen af disse
ikke vil resultere i nogen form for diskriminerende handlinger.

Hvis en klage mellem SGS og en kunde ikke kan lgses,
og kunden ikke accepterer SGS’ svar, kan der appelleres.
Oplysninger vil blive gjort tilgaengelige efter anmodning til

Dette dokument gzelder for enhver kiage, der er indgivet af dit lokale SGS-kontor. | sidste ende skal tvister handteres i

en kunde, potentiel kunde eller enhver interessent, der matte overensstemmelse med reglerne for akkreditering, lovgivning

veere bekymret over eller er utilfredse med et hvilket som VSHELINW JNOG HQGH IRU GHQ sTiNoOG HQGH
helst aspekt af vores service eller en service eller ydelse fra en lovgivning i det land, hvor servicen er leveret.

YLUNVRPKHG GHU HU FHUWL1FHUHW DI 6*6 .
Klage- og klagelgsningsproces
Den er ogsa geeldende i tilfeelde af en kundes appel af en SGS-

afgarelse eller i enhver anden tvist. « En klage eller appel skal indgives skriftligt.

» For at hjeelpe med denne proces bgr klager og appeller

KLAGER OVER SGS-SERVICE ELLER -PROCESSER. inkludere fglgende oplysninger:
Klager skal i farste omgang rettes til dit lokale SGS-kontor, for » Klagerens navn og kontaktoplysninger
at de kan undersgge og reagere. Du vil modtage en kvittering « Klar beskrivelse af problemet

pa at din klage er registreret, en undersggelse af sagen vil blive
indledt, og et svar vil blive givet af en uvildig person (som ikke
er en del af klage-sagen).

* Dokumentation til stgtte for hvert element eller aspekt af
klagen eller klagen (dokumenter, steder, personer, datoer

0osVv.)

KLAGER OVER ET FIRMA CERTIFICERET AF SGS. » Modtagelse af en indgivet klage eller appel vil blive
6*6V LOYROYHULQJ L NODJHU RYHU FHUWL MEAeAEPSP UNVRPKHGHU HU
begreenset til at gennemga og vurdere, om virksomheden « SGS vil give et farste svar, herunder en oversigt over den
HU L RYHUHQVVWHPPHOVH PHG NUDYHQH wWaresléededremnpgangsmddedoy at {efye e pé klagen eller
til pAkreevede passende foranstaltninger som fglge af denne appellen, inden for to (2) uger;
evaluering. SGS involverer sig ikke i individuelle tvist tilfeelde. + SGS vil holde klageren underrettet om fremskridt i
a..ODJHU RYHU OHYHULQJ DI UHVXOWD W H U vorderingems afgklageniehgriapatieny H w

virksomhed: © 6*6 YLO XQGHUV JH SITVWDQGHQH RJ VSHFL1F

En kunde eller en interesseret part kan have grund til at foresldede handlinger som konklusion pé klagen eller

NODJH RYHU DW HW 6*6 FHUWL1FHUHW V&pPeledDE LNNH KDU OHYHUHW

eller udfgrt i overensstemmelse med aftalte standarder, = SGS vil endelig underrette klageren, nar klagen anses for

produkter eller tjenester inden for rammerne af deres afsluttet.

DNNUHGLWHUHGH FHUWL1IFHULQJ .ODJHU E UL I UVWH RPJDQJ
UHWWHY WLO GHW FHUWL1FHUHGH VHOWNIDEHREMERKNINGERGHP PXOLJKHG

for at behandle klagen i deres formelle klageproces i « | tilfaelde af en k|age eller appe| af en mang|ende
ledelsessystemet og for at lgse klagen direkte med klageren. overensstemmelse (Non-Conformity), bagr kunden
+YLV GHQ FHUWL1IFHUHGH YLUNVRPKHG Lfomskette el atreagere pa / adressere den manglende
tilfredsstillende pa din klage, vil SGS undersgge, om din overensstemmelse inden for den kreevede tidsramme, da der
klage er blevet administreret i overensstemmelse med for nogle ordninger (schemes) geelder fastsatte tidsfrister,
virksomhedens klageproces, og at virksomheden fortsat som kan pavirke gyldigheden af den igangveerende
overholder kravene i den relevante standard. FHUWL1IFHULQJ
&HUWLIFHULQJVRUJDQHW EHYDUHU N O DJNpgleidetdljad gridandendes/ tdamtarey katuveere beskyttet af
klienten, hvis klageren giver en passende begrundelse for at fortrolighedsklausulerne i akkrediteringskravene eller af SGS-
opretholde anonymiteten. FHUWL1IFHULQJVNRQWUDNWHUQH

b. Bekymringer eller klager over vildledning eller generelle » Enhver part, der indgiver en klage, har mulighed for at

DNWLYLWHWHU L HW 6*6 FHUWL1FHUHW VapaelereDlgorst akkrediteringsorganet og i sidste ende til

I alle tilfeelde, hvor klageren har oplysninger om den det relevante akkrediteringsorgans tvistbileeggelsesproces.

F.H.UWLlFHUHC-EIH YLUNVRPKHGYV HYHQWXI%%Q_ED%:YSLS%BJWLJH

urigtige eller andre aktiviteter, der er upassende for

GHUHV FHUWL1FHULQJ E U GHWWH LQGEHUIHWWHW GLUKMNWHIWLO 6*%6

Modtagelsen af din klage vil blive anerkendt, og du vil fa * SGS Forestry and Chain of Custody Accreditations Contacts
feedback om resultatet.

Klageren anbefales fgrst at kontakte det lokale SGS-kontor

eller kan ggre opmaerksom p& problemet direkte til det

UHOHYDQWH DNNUHGLWHUHGH NRQWRU VRP NDQ LGHQWL1IFHUHV Si

GHW LQGLYLGXHOOH FHUWLINDW ST GHQ UHOHYDQWH RUGQLQJV HMHUV
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Beleid en Procedure aangaande Klachten,
Geschillen en Beroepen

Het proces van het beantwoorden en behandelen van klachten, ook direct onder de aandacht worden gebracht van het

geschillen en beroepen is een integraal onderdeel van de klant EHWUH3HQGH JHDFFUHGLWHHUGH NDQWRRU
relaties en het verzekeren van klantentevredenheid binnen ons NDQWRRU NDQ ZRUGHQ JHLGHQWL1IFHHUG YL
bedrijf. FHUWL1FDDW YLD GH ZHEVLWH YDQ GH EHW
Het behoort tot het SGS beleid dat klachten en beroepen eigenaar (bijvoorbeeld FSC, BRC) of in sommige gevallen via

moeten behandeld worden binnen een redelijke tijdsspanne en de SGS links hieronder.

zo transparent als mogelijk, terwijl de principes en vereisten '"HVEHWUH3HQGH NODFKWHQ ]XOOHQ YHUWUF
van vertrouwelijkheid en onpartijdigheid volledig gerespecteerd behandeld en de identiteit van de klager zal niet bekend

worden en niet zullen resulteren in enige discriminatoire JHPDDNW ZRUGHQ DDQ KHW JHFHUWL1FHHUG
maatregelen.

Dit document is van toepassing for elke klacht geformuleerd DISPUTEN EN BEROEPEN

door een klant, potentiéle klant of enige belanghebbende die Wanneer een klacht tussen SGS en een klant niet kan worden
bezorgdheden zou hebben of ontevreden zou zijn over enig opgelost, en de klant accepteert het antwoord van SGS niet,

aspect van onze dienstverlening of de dienstverlening of kan beroep worden aangetekend. Informatie hierover zal
SHUIRUPDQWLH YDQ HHQ EHGULMI JHFH U ¥plvéredeig<shikbRaRr Wor@iérbgesteld aan uw lokale SGS

Het is ook van toepassing in geval van een beroep door een kantoor. Tenslotte zullen disputen worden behandeld volgens

klant tegen een beslissing van SGS, of in enig ander geschil. WKH DFFUHGLWDWLH UHJHOV YROJHQV ZHWJt

toepassing in het contract, of volgens de normale wetgeving in

KLACHTEN OVER DE DIENSTVERLENING OF PROCESSEN KHW EHWUH3HQGH ODQG
VAN SGS. Proces voor het oplossen van een klacht en beroep

Klachten dienen in eerste instantie gericht te worden aan - Een klacht of beroep moet schriftelijk worden ingediend.

uw lokaal SGS kantoor om de zaak te onderzoeken en te -

beantwoorden. U zult een bevestiging ontvangen, een « Omte kunnen actere_n in dit proces zou een klacht of beroep
’ ' de volgende informatie moeten bevatten:

onderzoek van de zaak zal worden opgestart, en een antwoord

zal geformuleerd worden door een persoon die niet betrokken * Naam en contact gegevens van de klager

is bij de zaak. » Duidelijke omschrijving van de zaak

¢ Ondersteunend bewijs voor elk element of aspect van de
KLACHTEN OVER EEN BEDRIJF GECERTIFICEERD DOOR SGS. yj5cht (documenten, lokaties, personen, data, etc.)

‘H EHWURNNHQKHLG YDQ 6%6 ELM NODFKWHS st iR editlifidddtel kiEcRtdbEbEp zal kenbaar

bedrijven is beperkt tot de controle en evaluatie of het bedrijf worden gemaakt door SGS:
DO GDQ QLHW FRQIRUP GH FHUWLlFDWLH.I-éng;a ZHUNW W YHUH

b \ 2HngH YHUHLVHOQ
van gepaste actie ten gevolge hiervan. SGS zal niet betrokken innen twee (2) weken voorzien in een ini leel
worden in individuele geschillen. antwoord, inclusief een schets van de voorgestelde richting

van actie om tot een vervolg te komen op de klacht of het
a..ODFKWHQ RYHU GH SHUIRUPDQWLH YDQ 'Elé'r'o@p;G*G JHFHUWL1IFHHU

Bedrijf:
edri N * SGS zal de klager op de hoogte houden van de voorgang in
Een klant of belanghebbende partij kan redden hebben de behandeling van de klacht of het beroep;

RP WH NODJHQ GDW HHQ 6*6 JHFHUWL1FH G HGULMI OLHW
geleverd heeft in overeenstemming met de gangbare ‘ %% zallae beschu'l\élglr%en onderzoeken en alle

standaarden, producten of diensten onder de scope van YRRUJHVWHOGH DFWLHV VSHFL1FHUHQ WRW

KXQ JHDFFUHGLWHHUGH FHUWL1FDWLH T‘%fBerE%R’_/vHQ__GLHQHQ LQ HHUVWH
LOQOVWDQWLH JHULFKW WH ZRUGHQ DDQ K %S 2# Hitgindelik dekipgan @rwtHgenalspe klacht als

om hen toe te staan de klacht te behandelen in hun eigen gesloten wordt beschouwd.

formele Management Systeem klachtenprocedure, en om

deze rechtstreeks op te lossen met de klagende partij. BELANGRIJKE OPMERKINGEN

$OV KHW JHFHUWL1FHHUG EHGULMI QLHwWInh& pevalwer gen KasiM of kevdegtegen een non-
antwoordt op uw klacht, zal SGS onderzoeken of uw klacht conformiteit, moet de klant blijven reageren op / de non-

is behandeld in overeenkomst met de klachtenprocedure van conformiteit aanpakken binnen het vereiste tijdsbestek,

het bedrijf, en dat het bedrijf nog steeds voldoet aan de eisen aangezien onder sommige schema’s vaste tijdsdrempels van
van de relevante standaard. toepassing zijn die van invloed kunnen zijn op de lopende
'"H FHUWL1FDWLH LQVWHOOLQJ ]DO GH DQROLEEWHLW VPR &l W bLRVLQYI
bewaren ten overstaan van de klant, als de klager een » Het kan wezen dat sommige details, gerelateerd aan
gedegen rechtvaardiging aanbrengt om de anonimiteit te de uitkomst, moeten worden beschermd door de

bewaren. vertrouwelijkheidsclausules van de accreditatie eisen of door

b. Bezorgdheden of klachten over misleidende of algemene GH 6*6 FHUWLIFDWLH FRQWUDFWHQ
DFWLYLWHLWHQ YDQ HHQ 6*6 JHFHUW L 1F Hikewatijgieiesuklacht indient heeft de mogelijkheid om
In elk geval waar de klager informatie heeft over mogelijk beroep aan te tekenen met betrekking tot hun klacht, eerst
frauduleuze, misleidende of andere activiteiten van het bij de accreditatie instelling en tenslotten bij het dispuut

JHFHUWL1FHHUG EHGULMI GLH QLHW vWURRABWHW IRSY REMOWY PRD@WH FHWUH3HQGH D

moet dit

rechtstreeks aan SGS gemeld worden. Uw klacht zal SGS-ADDRESSES
bevestigd worden en u zult feedback krijgen over de e 6*6 24FHV "LUHFWRU\

uitkomst. * SGS Forestry and Chain of Custody Accreditations Contacts

Het wordt de klager aangeraden om eerst contact op te
nemen met het plaatselijke SGS kantoor, maar het mag
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NVINO1S3

Kaebuste, vaidluste ja apellatsioonipoliitika
ning-protsess

Kaebustele, vaidlustele ja apellatsioonidele vastamise ja nende VAIDLUSED JA APELLATSIOONID

lahendamise protsess on lahutamatu osa meie ettevétte Kui SGS-i ja kliendi vahelist kaebust ei ole véimalik lahendada
kliendisuhetest ja kliendirahulolu tagamisest. ja klient ei ndustu SGS-i vastusega, voib esitada apellatsiooni.
SGS-i poliitika kohaselt kasitletakse kaebusi ja apellatsioone Uksikasjad tehakse soovi korral kattesaadavaks teie kohalikule
mdistliku aja jooksul ning vdimalikult l1abipaistvalt, jargides SGS-i kontorile. Léppkokkuvdttes lahendatakse vaidlusi
VDPDO DMDO WELHOLNXOW NRQ1GHQW YV L Dd3tavdiXakiddidddintitbeBkEjRARIE, BijMsaktidele, mida
pdhimdtteid ja ndudeid ning selle tulemuseks ei ole kohaldatakse konkreetse tegevusriigi lepingu- voi tavadiguses.
diskrimineerivad meetmed. Kaebuste ja kaebuste lahendamise protsess

See dokument kehtib kliendi, potentsiaalse kliendi voi mis - Kaebus voi kaebus esitatakse kirjalikult.

tahes sidusriihma esitatud kaebuse kohta, kes voib olla mures
vOi ei ole rahul meie teenuse mis tahes aspektiga vdi SGS-i

VHUWLIWVHHULWXG HWWHY WWH WH HQx v EPFaSpnd sisdagais
» Kaebuse esitaja nimi ja kontaktandmed

+ Selle protsessi lihtsustamiseks peaksid kaebused ja
rlgmist teavet:

Seda kohaldatakse ka kliendi kaebuse korral SGS-i otsuse peale

v8i mis tahes muus vaidluses. * Probleemi selge kirjeldus

5 » Tdendid, mis toetavad kaebuse vdi apellatsiooni iga
KAEBUSED SGS-I TEENUSE VOI PROTSESSIDE KOHTA. elementi v6i aspekti (dokumendid, asukohad, isikud,
Kaebused tuleks kdigepealt uurimiseks ja vastamiseks kuupaevad jne)
adresseerida teie kohaliku SGS-i buroo poole. Te saate - Esitatud kaebuse vdi apellatsiooni saamist kinnitab SGS;

kinnituse, algatatakse kiisimuse labivaatamine ja vastuse annab

. S * SGS annab esialgse vastuse, sealhulgas Ulevaate
isik, kes on probleemist sdltumatu.

kavandatavast tegevussuunast kaebuse v&i apellatsiooni
KAEBUSED SGS-I POOLT SERTIFITSEERITUD ETTEVOTTE KOFfRetlemiseks kahe (2) nadala jooksul;
6*6 L RVDOHPLQH VHUWLIWVHHULWXG E UL S8R PP HeHRIRt kYt KReb\wee! apellatsiooni

kaebustes piirdub labivaatamise ja hindamisega selle kohta, kas hindamise edusammudega;
HWWHY WH YDVWDE VHUWL1IWVHHULPLVH “QSG3HWriA Giiteiq/jdtagsustabekdik mrpaiaxangeiud

asjakohaseid meetmeid. SGS ei sekku uksikvaidlustesse. meetmed kaebuse voi apellatsiooni lahendamiseks.
a..DHEXVHG 6*6 L SRROW VHUWL1WVHH U L whuckaghysioptakse/lfpeiatuks) Eeavwab\BES sellest kaebuse
kohta: esitajat.

Kliendil vdi huvitatud osapoolel vdib olla pdhjust esitada <

NDHEXV HW 6*6 L SRROW VHUWL1WVHH&EW£§EDH%%H$EQVH HL ROH

toiminud véi tegutsenud vastavalt kokkulepitud standarditele, « Mittevastavuse voi vaidlustamise korral peaks Klient sellele
WRRGHWHOH Y L WHHQXVWHOH DN UH G L w MAatanag iéikapanitigvastayuselieyestapisy/ gelle
UDDPHV .DHEXVHG WXOHNV N LJH SH D o WAheHEemishnswayariaipoksy) k4ng panede skagide

aritihinguga, et nad saaksid kaebust késitleda oma ametliku puhul kohaldatakse kehtestatud tahtaegu, mis voivad
juhtimissusteemi kaebuste menetlemise kaigus ja lahendada P MXWDGD VHUWLIWVHHULPLVH MEWNXYDW
see kaebuse esitajaga otse. + Modningaid tulemusega seotud Uksikasju vdivad kaitsta

XL VHUWLIWVHHULWXG HWWHY WH HL YDNWHHE LV NBHERARH SHWH NRQIGHQWVLDDOV
rahuldavalt, uurib SGS teie kaebust vastavalt ettevdtte VHUWLIWVHHULPLVOHSLQJXG

kaebuste menetlemisele ja et ettevdte jargib jatkuvalt * lgal kaebuse esitanud poolel on vdimalus esitada oma

vastava standardi nGudeid. apellatsioon kdigepealt akrediteerimisasutusele ja [dpuks
6HUWLIWVHHULPLVDVXWXV VELOLWDE N D/ASEYARKERGaripisnirysH\aiduste Iphendgrpise

kliendi suhtes, kui kaebuse esitaja esitab anoniiiimsuse protsessile.

ilit iseks pii Shiend .
sallitamiseks plisava ponjenduse SGS-AADRESSID

b.0OXUHG Y L NDHEXVHG 6*6 L SRROW VHUWI_Sle\éVQ/HH_U LkW)I(G HWWHY WWH
valeandmete esitamise vdi Uldise tegevuse kohta ontorite kataloog

,JDO MXKXO NXL NDHEXVH HVLWDMDO RQ°WHBYH WY/ GWE R Ve WRgonakid
aritihingu véimaliku pettuse, valeandmete esitamise vdi muu

WHJIJHYXVH NRKWD PLV HL ROH QHQGH VHUWL1IWVHHULPLVH NRKDVHG

tuleks sellest teatada otse SGS-ile. Te saate kaebuse

esitamise kohta kinnituse ja teile antakse tulemuse kohta

tagasisidet.

Kaebuse esitajal soovitatakse esmalt votta (ihendust kohaliku

SGS-i blrooga vdi tuua see otse vastavasse akrediteeritud

E URRVVH PLOOH DQGPHG OHLDE VHUWLINDDGLOW DVMDNRKDVH

stisteemi omaniku veebisaidilt (nt FSC, BRC) v0i teatavatel

juhtudel alltoodud SGS-i linkidel.

6HOOLVHLG NDHEXVL NEVLWOHWDNVH NRQIGHQWVLDDOVHQD MD NDHEXVH
HVLWDMD LVLNXW HL WHDYLWDWD VHUWLIWVHHULWXG EUL KLQJXOH
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HON3Y4

SROLWLTXH HW SURFHVVXV GH U
FRQ2LWYV HW GH FRQWHVWDWLRC(

/H SURFHVVXV GH UUSRQVH HW GVDGUHYVV Mmdyen@ds liond B@IxRIRWILRQV GH

FRQ2LWV HW GH FRQWHVWDWLRQV IDLW SDWyioldHiNUJ Y POMED Witk S\ QRWRBRVW UD LW
DX[ FOLHQWV GH QRWUH VRFLUWU HW GH ONMPYVEXWER EH I Ry VEW IH B W GX SODL.
de la clientele. C OD VRFLUWU FHUWL1UH

,0 HQ YD GH OD SROLWLTXH 6*6 TXH OHV UUFODPDWLRQV HW

FRQWHVWDWLRQV VRLHQW WUDLWUV GDQEONRITSED ORNUESIATRGNGDEOH HW GH

maniére aussi transparente que possible, en respectant les UUFODPDWLR HOWUH.6*6 HW XQ |
SULQFLSHV HW OHV H[LJHQFHV GH FRQ1G QYRGS LK Mbhico/k R U W8 Y Wk H¥wh ooy
VDQV TXVLO QVHQ UUVXOWH DXFXQH DFW#R@WV\WWLL@@%MHYWUH IDLWH 6XU GHPL
&H GRFXPHQW HVW DSSOLFDEOH SRXU W RIX¥piblds EupeHde Dotve iR@aus3GR 1oeb Elrf@lément,

GVXQ FOLHQW UWDEOL SRWHQWLHO RX WRHXW FRRU W VHGHYRHOD § W YXMUSRXUDDWWY FR
DYRLU GHV SUURFFXSDWLRQV RX GHV LQ\CDWDIFFIDFGUWLR W LIRYH FOOQOUJLVODWLRQ VSUFL
guelconque aspect relatif a notre service ou relatif a un service FRQWUDW RX OD OUJLVODWLRQ QRUPDOH GX !

RX XQH SUHVWDWLRQ GVXQH VRFLUWU FHUYRIELUA, 2P B A" B UVROXWLRQ GHY UUFODPDWL

,O HVYW UJDOHPHQW DSSOLFDEOH HQ FDV, %EBQ\A%\(:I-Q/\QV}AEWE%% %%X)QQﬁOI'—LIJQ_'&\XyHVWDWLRQ

FRQWUH XQH GUFLVLRQ GH 6*6 RX WRXW D
5x&/$0$7,216 &21&(51$17 /( 6(59,&( 28 /(b 3RXU IDFLOLWHU OH SURFHVVXV OHV UUFOD

PROCESSUS SGS contestations devraient comprendre les informations
(Q SUHPLHU OLHX OHV UUFODPDWLRQV GH%}“Q’JaBtESHQW YWUH DGUHVVUHV
votre bureau SGS local, pour recherche et traitement. Vous HW FRRUGRQQUHV GX SODLJQDQW

UHFHYUH] XQ DFFXVU GH UUFHSWLRQ XQ H[&Edﬂﬁﬂot@dlﬂlr@dllﬂ'dblémeleRQ
VHUD LQLWLU HW XQH UUSRQVH VHUD GRQQ W i$\hy ¥ QH SVHLRQAUH FKDTXH UoUPHQW

QVUWDQW SDV LPSOLTXUH GDQV OH FDV UUFODPDWLRQ RX GH OD FRQWHVWDWLRQ
ersonnes dates etc)

5x&/$0$7,216 &21&(51$17 81( 62&,x7x &(57, N FODPDWLRQV RX OHYV FRQWHVW

IVHQJIDJHPHQW GH 6*6 GDQV OHV UUFODPD\(_\“:BQ\yUFBQ ,_R GH 0D SDUW

VRFLUWUV FHUWL1UHV VH OLPLWH C OVH ﬁ't) ROVH LOF
TXH OD VRFLUWU UHVSHFWH OHV H[LJHQ S HS SRX%
DSSOLTXH OHV PHVXUHV DSSURSULUHV HQ \é' QGDQV XQ GUODL GH ¢

s’engagera pas dans des cas de litiges individuels.

a 50FODPDWLRQV FRQFHUQDQW OD SHU|RU%‘?@%@%@?pl\?&%ﬂgﬂ(}?ﬁa&;\z‘%’éﬁg@&i@gﬂe’jﬁo\yﬁeRQ .

VRFLUWU FHUWL1UH SDU 6*6

8Q FOLHQW RX XQH SDUWLH LQWUUHVVUHS g\l%j l@%}i‘% g %o %LRQV HW VSUFI
SODLQGUH TXVXQH VRFLUWU FHUWL1UH s%?t’,l \%’ L %JSBL'V\{\*/FQPUCS'L UUFODPDWLRC
H3HFWXU HQ DFFRUG DYHF OHV QRUPHV BR®Q KA FRUPH UPH VODORHEPHQW QRWLIHU OH SO
RX VHUYLFHV GDQV OD SOHLQH UWHQ G X HUSH @HXRWAHRQWMH BB WRRYLGUUUH FRPPH UW
DFFUUGLWUH /HV UUFODPDWLRQV GHYUDLHQW HQ SUHPLHU OLHX

YWUH DGUHVVUH C OD VRFLUWU FHUW L IRENARRUWES BYRORIANTEH W W U H

GVDGUHVVHU OD UUFODPDWLRQ DX V\VWURHF®N EHY W B QQRAF RKOGHIBE SHO FRQWUH X¢
UUFODPDWLRQV GH OD WUDLWHU HW GH POLWOWRERUW & ROMAVOKHIQW LIVFRQGUH WL
le plaignant. GDQV OHV GUODLYV UHTXLV FDU GDQV FHUWI
6L OD VRFLUWU QH UUSRQG SDV ¢ YRW UHUFKE®RFHIW LIREVGHVPRBGOLTMHQW FH TXL SH:
VDWLVIDLVDQWH 6*6 YD H[DPLQHU VL OD WUF ODPOMOLIRGE W W WRIQWUW QXWUGH OD FHUWL1
HQ DFFRUG DYHF OH SURFHVVXV GH JHVW4&RQWH\O Y EHPPHPMARQVOLHQ DYHF OH UUVX
GH OD VRFLUWU HW TXH OD VRFLUWU FRQUHXHIGKH ¥BWIOHDLHFDRY¥HY GH FRQIGHQW!
H[LJHQFHV GH OD QRUPH HQ TXHVWLRQ GVDFFUUGLWDWLRQ RX SDU GHV FRQWUDWYV

IVRUJDQLVPH GH FHUWL1FDWLRQ GRLW FRQ YUY HUuAMIRRUPRMGW XQH UUFODPDWL

plaignant en relation avec le client si le plaignant fourni une GH IDLUH UHFRXULU VD UUFODPDWLRQ GVDE

MXVWL1FDWLRQ DGUTXDWH SRXU OH PDLQ@WbHRUIHCOWBARRFPPW 1QDOHPHQW DX SUR
b.3UURFFXSDWLRQ RX UUFODPDWLRQV FRQPHWEBBW ®H Q¥VRWIVRAQH GVDFFUUGLWDWLRQ

UHSUUVHQWDWLRQ RX GHV DFWLYLWUV JUQUUDOHYV GVXQH VRFLUWU

FHUWL1UH SDU 6*6 ADRESSES SGS

Dans tout cas ou le plaignant possede des informations * $QQXDLUH GHV EXUHDX][ 6*6

concernant de possibles fausses ou frauduleuses

UHSUUVHQWDWLRQV DLQVL TXH GVDXWUHg D{J:S\g):?dby%{ \%FFSUSL{J%%VM?\L/}/I-LI\B%V JHVWLRQ
PDWLOUH GH FHUWL1FDWLRQ GH OD VRFL V\/ HFL GHYUDLW
GLUHFWHPHQW YWUH UDSSRUWU C 6*6 9RXV UHFHYUH] XQ DFFXVU

GH UUFHSWLRQ HW XQ UHWRXU YRXV VHUD GRQQU FRQFHUQDQW VRQ

aboutissement.

,O HYW UHFRPPDQGU DX SODLJQDQW GH FRQWDFWHU GVDERUG OH

EXUHDX 6*6 ORFDO RX GH SUUVHQWHU OD UUFODPDWLRQ GLUHFWHPHQW

DX EXUHDX DFFUUGLWU DSSURSULU TXL SHXW YWUH LGHQWL1U VXU OH
FHUWL1FDW LQGLYLGXHO GDQV OH V\VWUPH DGUTXDW GX VLWH LQWHUQHW
GX SURSULUWDLUH S H[ )6& %5& RX GDQV FHUWDLQV FDV DX
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NVINH3IO

Verfahren bei Beschwerden, Uneinigkeit
und Berufung

Das Verfahren zur Beantwortung und Behandlung von eine Ruckmeldung Uber das Ergebnis erhalten.

Beschwerden und Berufungen ist ein wesentlicher Bestandteil, Es wird empfohlen, dass sich der Beschwerdefihrer

welcher das Verhéltnis zu unseren Kunden regelt und zur zuerst an das lokale SGS Biiro wendet oder direkt an die

Sicherung der Kundenzufriedenheit dient. DNNUHGLWLHUWH 6WHOOH ZHOFKH DXI GHQ
Gemass Firmenpolitk der SGS werden Beschwerden auf den Webseiten des Standardgebers (z.B. FSC, BRC) oder

und Berufungen innerhalb einer angemessenen Frist und in einigen Fallen auf den SGS-Links unten angegeben wird.

so transparent wie moglich behandelt. Die Grundsatze Solche Beschwerden werden vertraulich behandelt und
EHWUH3HQG 9HUWUDXOLFKNHLW XQG 8QDEdfeE|(ﬁ%r4tké}He"s|Bﬁc%@e@]h@%%ﬁlﬂﬂgdd‘énuberdem
beriicksichtigen und resultierende Massnahmen diirfen nicht JHUWL1]JLHUWHQ 8QWHUQHKPHQ QLFKW R3HQ
diskriminierend sein.

Dieses Dokument ist anwendbar bei Beschwerden von UNEINIGKEIT UND BERUFUNG

Kunden, potentiellen Kunden oder Interessenvertretern, welche Falls eine Uneinigkeit zwischen SGS und dem Kunden nicht

ihre Bedenken zu unseren Dienstleistungen dussern méchten gelést werden kann und der Kunde die Antwort von SGS nicht

oder mit der Leistungserbringung oder Leistungserfullung akzeptiert, kann er Berufung einlegen. Die Verfahrensdetails

YRQ, BQWHUQHKPHQ ZHOFKH GXUFK 6*6 ]WVQI’M%ILI'&JTIAH](%&V%T%H Bri&Gs Biro zur Verfligung

unzufrieden sind. gestellt. Im dussersten Fall gelten bei solchen Uneinigkeiten

Das Dokument ist auch anwendbar fir Beschwerden durch die Akkreditierungsanforderungen und die Gesetzgebung, wie

einen Kunden gegen Entscheide der SGS oder bei anderen sie im Vertrag festgelegt wurde, oder die Gesetzgebung der

Uneinigkeiten. Niederlassung.

BESCHWERDEN UBER SGS DIENSTLEISTUNGEN UND Bereinigung von Beschwerde und Berufungen

VERFAHREN = Eine Beschwerde oder Berufung ist in schriftlicher Form zu
Die Beschwerden sollen in erster Instanz an das lokale SGS ut_)ermltteln; .
Biiro gerichtet und von diesem beantwortet werden. Sie + Die Beschwerde oder Berufung soll folgende Information
erhalten eine Empfangsbestéatigung, die Bearbeitung wird beinhalten:

eingeleitet und die Beantwortung wird durch eine Person « Name und Kontakt des Beschwerdefiihrers,

erfolgen, welche nicht in den Fall involviert ist. « klare Beschreibung des Sachverhalts

BESCHWERDEN UBER EIN DURCH SGS-ZERTIFIZIERTES * Nachweise, auf welche sich die einzelnen Punkte der
UNTERNEHMEN Beschwerde oder der Berufung abstutzen (Dokumente,

I, ) Ortsangaben, Personen, Aufzeichnungen usw.);
Die Mitwirkung der SGS bei Beschwerden gegen .
JHUWL1JLHUWH 8QWHUQHKPHQ EHVFKUE QN RENFIRIRNGVRN Bgschyverden oder Berufungen wird durch

Begutachtung der Konformitét des Unternehmens mit den SGS bestatigt;
“HUWL1]LHUXQJVDQIRUGHUXQJHQ XQG G H BGS wirlKnvieihalhXxa 2 WaRIEN@iDel £ ¥ntwort
erforderlichen Massnahmen. SGS wird sich nicht in persénliche abgeben, in welcher aufgezeigt wird, mit welchen
Streitigkeiten einmischen. Massnahmen die Beschwerde oder die Berufung bearbeitet
a. Beschwerden uber die Leistungserfiillung von SGS- werden soll;
JHUWL1]JLHUWHQ 8QWHUQHKPHQ * SGS wird den Beschwerdefiihrer Uber den Verlauf des
Ein Kunde oder ein Interessenvertreter kann Griinde Beschwerde- oder Berufungsverfahrens informieren;
YRUEULQJHQ XQG VLFK EHU HLQ YRQ 6 *6 SGSuMindlallgd AkpabanHidersuchen und Massnahmen
Unternehmen beschweren, wenn dessen Leistungen festlegen, die zum Abschluss der Beschwerde oder der
nicht den Standards, Produkten oder Dienstleistungen Berufung flhren;

HQWVSUHFKHQ ZHOFKH JHPEVV =HUWL L] 5H3)\AQ de¥s Beskhtdréefiinrer dartiber informieren, wenn
GHU DNNUHGLWLHUWHQ =HUWLI1]JLHUXQJ Y& YIAHdEEbdesdhidd& itR
%HVFKZHUGHQ VROOHQ LQ HUVWHU ,QVWDQ] DQ GDV JHUWLI1I]JLHUWH
Unternehmen gerichtet werden, um diesem zu WICHTIGE HINWEISE
ermdglichen, die Beschwerde nach dem eigenen formellen
Beschwerdeverfahren zu behandeln und diese direkt mit . . o ; L

eine Nichtkonformitat soll der Kunde weiterhin innerhalb

dem Beschwerdefiihrer zu I6sen. . . S o
des erforderlichen Zeitrahmens auf die Nichtkonformitat
)DOOV GDV JHUWLI]JLHUWH 8QWHUQH KPHQreéngr'%h'/'éi’e'—b‘ér%lﬁeﬁ,"HQﬁ] F&ﬁrﬁeneinigerSysteme

die Beschwerde reagiert, wird SGS untersuchen, ob die feste Fristen gelten, die sich auf die laufende Giiltigkeit der
Beschwerde ubereinstimmend mit den Verfahren des =HUWL1]JLHUXQJ DXVZLUNHQ N QQHQ

Unternehmens bearbeitet wurde und ob das Unternehmen

ZHLWHUKLQ GLH $QIRUGHUXQJHQ DQ G H'QEEiHG‘VPEﬁi'%ﬁ‘g%eﬁ]r%f%‘;{ﬁﬁﬁg@dd@@mherw‘ese durch

erfillt Vertraulichkeitskl edifierungsanforderungen
’ RGHU LP =HUWLJ]1]JLHUXQJVYHUWUDJ JHVFK W
'LH =HUWL1]JLHUXQJVJHVHOOVFKDIW ZLU.GJ Lly t$.QWR|9h\PLWE hwerde fiihrt. hat
des Beschwerdefiihrers gewahrleisten, falls der d'e :\3/'_. alr ehlk 'teB erfelne _escl werde u rt’be'ld
Beschwerdefiihrer diese adaquat begriindet. 1e Moglichkelt berutung einzulegen, zuerst bei der
Akkreditierungsstelle und danach gemass entsprechendem

b.+LQZHLVH XQG %HVFKZHUGHQ EHWU H3HQ§erﬁf€r‘?§¥/Er HrEhdidR Akktébiitierungsstelle.

DOOJHPHLQH $NWLYLWEWHQ YRQ 6*6 JHUWL1]JCHUWHQ 8QWHUQH?<PHQ

< Im Falle einer Beschwerde oder eines Appells gegen

Falls der Beschwerdefiihrer Informationen tiber mogliche SGS ADRESSEN
betriigerische, arglistige oder andere Aktivitaten des e 6*6 24FHV 'LUHEFWRU\
HUWL1]JLHUWH SOQOWHUQHKPHQV KDW ZHOFKH HLQH =HUWL1]JLHU
] ] Q8Q Q Q e SGS Forestry é%d ghaln o) Custod% Accre()iﬁtgtl’g)ns Contacts

widersprechen, soll er diese direkt SGS zustellen. Der
Empfang der Beschwerde wird bestéatigt und Sie werden
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0 1 1.0 ©@ 9@

6 y190 @ - 1o 0 @ - - C @ .@|m:-0 o~ @ --. ¢oC 1 @8- @ . @ - g8 -
6 & 1 1.0 @ og@ . - .9 - 8C €

.#- <C~ . - <Cb6 &1 o-y§ - 8 - & C Corplaists about the performance delivery of an SGS

- 19gC 1@80@ -9 C C <COd U@ - g<CRHUWLZ2HE &BBSDQ\

c@- g-dpg. @ . @- 9a 3 y18 @ - 14 sC 1 @ - - - @ - @
The process of responding to and addressing complaints, @ - 1lg g8 - 8 8 1 - C <C-~
disputes and appeals is an integral part of our company’s client 8 -0Cg8 & 2- g-@ . @ - 1Cg. - 9 <
relations and assurance of customer satisfaction. - C @ - @188 - .9 - g 8 g- 0<é g-

. g- <C 8 @ 1 <C o< dg éy. 9 - 8g8 ‘19- <Co< @ 4@ - @ - 194 6C 190<
. C@. o - d89y1d 1 1. 986 y -A g2-c-YV2z-Yy- .8 -8. 8 .8- - C < DBy
- @ . -@s<@® - -y-- 9~y @g. 31 @ C @@.c Lco- @e@. -08 -@ 89
5 4< 1 -5 . @9@@ -61¢ @@ -6C o-2 @2-@ -928 - ¢ o- 1- 8- - Y- o
g. -y- - 908 é& g- .- . - 8 - @ 8 A<ustomer or interested party may have reason to complain

It is SGS policy that complaints and appeals shall be handled WKDW DQ 6*6 &HUWL1HG &RPSDQ\ KDV QRW C

within a reasonable timescale and as transparently as performed in accordance with agreed standards, products
possible, whilst fully respecting principles and requirements RU VHUYLFHV ZLWKLQ WKH VFRSH RI WKHLU

RI FRQ1IGHQWLDOLW\ DQG LPSDUWLDOLW)\ BRE F@BEQHIRMW ER¥REW Q@ VKEE\IUVW LQVWDQ
discriminatory actions. FHUWL1IHG FRPSDQ\ WR DOORZ WKHP WR DGG

© 875 16@ s C - 4 s M ieopyemenen Ssen compiins s
¢ -30s8. 1 1 .5- 28 .5 -G3 9y. @ 8C S P Y )
g8g. 1 1 368 -8 8C -8yl @-- @ -@pguled4 6C 1¢ o8 .0- o- C <y
gC 191 8- -8-@ . @ - gscy.c -8¢c §V--g-1@ 81 9~ 06 y1d ¢ el .o- o1}
@ C 2 @ 9a gC 1 .o- @@ . -8 @ 2- g 8u1d0 @C
5y16 o8 . @ s 1 @ . g8 Cu?@c_@ﬂlg @ g -6C @8 - @& 2 - y- 1 0¢
@--0.0002 1 88 .5 1 -03 9a I WKH FHUWL1HG FRPSDQ\ GRHV QRW UHVSR

. . . . . your complaint, SGS will investigate your complaint has been
This document is applicable for any complaint raised by a . . ) .
managed in accordance with the company’s complaints
customer, potential customer or any stakeholder who may

KDYH FRQFHUQV DERXW RU DUH GLvvDwWLVAE &ssf‘ﬂwgwge?g} TPEY GARUER [0y with the

VHUYLFH RU WKH VHUYLFH RU SHUIRUPDQF fUEEMENtE ‘é"f‘”ﬁﬁaﬂ‘wgwe
by SGS. .. B -5 U 888 .8

oy. @ @-ﬂ-9 @-1!3 C @-u@ -
CcC C 8C .- g @ -1 02 -1 -0 u8ula

7KH FHUWL1FDWLRQ ERG\ VKDOO UHWDLQ Wtk

It is also applicable in the case of an appeal by a customer
against an SGS decision or in any other dispute.

d y19d 8- - @g@ .-6C g8 -8 8C .g- &ouplainantinrelation to the client, if the complainant
COMPLAINTS ABOUT SGS SERVICE OR PROCESSES. SURYLGHY DQ DGHTXDWH MXVWL1FDWLRQ IR
A9 y 190 @ - 194 oC 1 g8 - - -
.2 <C g< 8 1 4 @ -C 8C y-Cy o @u.ﬂ@.<@%8 -8 8C y.C -8C - .g- 8
.6698@-16y16z-@-ﬂ<CC0 “omplai bout the mi .
y- -y- . dace< - 1 @-@ <Gl- - 8 88 rger orqé)repamtsa outtemlsrepresentagonor
10@ - 61 y-301 6 & . 8 8Co. 1@ @ J@I%I@UDO DFWLYLWLHV RI D 6*6 FHUWL1HG &
@ .g@ . - 1y-d0a1la o . 8Cy -C .- o0 @ - 28 -
&RPSODLQWYV VKRXOG EH DGGUHVVHG LQ Weksrl 18\/69\/% %‘(’/\@)Ql—@h W&%ﬁxﬁc 1 8 cc.
ORFDO 6*6 R4FH WR LQYHVWLJDWH DQG UHV AQ& <R>§ZL%O UH g'lly-<fyﬂ-l %’a
acknowledgment, a review of the issue will be initiated, and a ’
. . . .o - 11y-6u1 -(;ﬂ< . - @88 - 8
response will be made by a person independent of the issue. . ,
@ .g@. - 1 y-0d01la
60 y10 @ -- @ -194 @gC 1 @8 - 8 8C .#nanBdaase where the complainant has information about
COMPLAINTS ABOUT A COMPANY CERTIFIED BY SGS. possible fraudulent, misrepresentative or other activities of
WKH FHUWL1IHG FRPSDQ\ LQDSSURSULDWH W
@ -. #C . <C@g8 . 2@ .@- <C 8C gHBshodldbe réported directly to SGS. Your complaint will
@ -1 @l¢ @@ -6C g8 & 2 - 8 C 9 pgelackndwd@ged and you will be given feedback about the
o] 3 @ -Caog 8C 0 y16 - - . < - 1 outcom8.a .-
@ 3 éy. @- @ -é gl ¢ ﬂ-9a’.-ﬂSae.%§aedj@_8 - . #19y-1 9g. 8 8 @
- <C 8C3dy1s8 - . 1C <d-a 3y16 s-@- 8 C @o o 8C - 18 1ay.
6*6 LQYROYHPHQW LQ FRPSODLQWY DJDLQV\@® FH@WIlH@ FRPSBQL@ V- LVEC -3C y. 8 e
limited to review and evaluation of whether the company is in ~ &éy. <y - 6 8 -& teé - 28 3 8 |
FRPSOLDQFH ZLWK WKH UHTXLUHPHQWYV RI ABUWLIFDW2ARQ DQE UHTXLYBQJIS 18 6 y18
appropriate action as a result. SGS will not become involved in y- - V- @ - 9~

individual cases of dispute.
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7KH FRPSODLQDQW LV UHFRPPHQGHG WR aUMW FRQWDFWIWKIEYRFDO 6 . o- e 1
6*6 R4FH RU PD\ EULQJ LW GLUHFWO\ WR WK@D\@WHRQWER®BRIWKH @ - . 8- @ . . @
DSSURSULDWH DFFUHGLWHG R4FH ZKLPF KSBES @il Bvestigate QaralehatiGhsRu@ specify all its

WKH LQGLYLGXDO FHUWL1IFDWH RQ WKH pr&8sg®RastidhsinidhchisichHorie dRmaintbr appeal.

website (e.g. FSC, BRC) or in certain cases at the SGS links .y L a- g< C - - y-d0- 3 y13 @C D
below. .6- © @ - 6< 3y. @ 8i-a
é g1 .g- <C pg< G< 1 0-y-80-35 ZLOO 1Q0DOO\ QRWLI\ WKH FRPSODLQDQW ZKl
.- 2 @ - @1 y - @ - . g C 1 @ < conkideredlo e dogetla
6XFK FRPSODLQWY ZLOO EH WUHDWHG FRQ WLDO% DQG WKH LGHQWLW\
Rl WKH FRPSODLQDQW ZLOO QRW EH PD% Q%\I&E\MBR H FHUWL1HG
company.
-8 = 1 e 09 8 23 -@g80uUu. - .@- -2 1 8 - 8
DISPUTES AND APPEALS t@ - g o< ¢ @ o 1 -8 1 09 82 23 - ¢
yo- 8 -2 C<. @ -y-1 0-y-.090@ <Cg
8 y18 6 80 U@ - 8 88 1y Vy -A . o- 9Yc-0& 2.8 . @ - . 1 - -3 <1 9C
y- 21 9~06 0@ -8 @ - -069y18 @ .Pe-. LI @liP -2< @ -. o 1 9Ca
1Cog. -y- - 9~8g & 1 - -y- @ - 9a @nQe C@sgaofag:omplamtorappeal against a Non-
@ -1 8 y1d o- @ - 8 & 2 < 8 grnfggmity, the Client should continue to respond to /
Y- @ - 9a &C 8C . - <C g<~ - @ - g8 addressghe NonyGonformity within the required timescale
. 8 3 8 & 2 C 8C -03 9 - 8 g1o- ®Y WRGHU FVRPHVFKHPHYV 1[HG WLPH WKUHVE
.- @ 9-3 68& 2-~ . C @ . . - BGLRSDFW WKH RQJRLQJ YDOLGLW\ RI FHUV
Where a complaint between SGS and a customer cannot be . .o 8 CC. o2p @< 8¢ .0- .08 - @
resolved, and the customer does not accept SGS response, ¢ @ -6Cpgl1 i< 1 -0wC -8 y13 @
an appeal can be made. Details will be made available upon 88 @-- Cpg@ . w1y-6C0ala

UHTXHVW WR \RXU ORFDO 6*6 R4FH 80 W LPENaeRiErelgtisadoiepuipents gay be protected by
be handled in accordance with the rules of accreditation, WKH FRQIGHQWLDOLW\ FODXVHV RI WKH DFF

OHJLVODWLRQ DV VSHFL1FDOO\ DSSOLFDE®Y [Ed WEKHWHID FWRNYLORRWDBRQ FRQWUDFWYV
legislation with the country of operation. e g<é 1 - @ 1 .. 2- g - 9 <é& 8& 1 .g
gl & 1 8 @ - .- 0 e&C D éy. (

.- 0 &1l g< 9 80l @ 0@ . - B - - @8@ . -8< @8 - <u-a
COMPLAINT AND APPEAL RESOLVING PROCESS Any party making a complaint has the opportunity to appeal

WKHLU FRPSODLQW 1UVW WR WKH DFFUHGLW

© .9- -=® 1 g< .u. 3 8C @ @ 2 8 iheappropriate accreditation body’s dispute resolution
A complaint or appeal shall be submitted in writing. process.
e @ o@ . - 8C - -98 .0~ .0- 6Cael 8 C
@ .u. y- @8- 1@< - . g - <u-DOYy1Id = -

To assist in this process, complaints and appeal should SGS- ADDRESSES

include following information:

. e d y10 o0- @ - . @ 8 . @g-

e .@g- @ @ - - - 0 C @ o . ;

Name and contact details of the complainant 6 6 2akny LUHFWRU\

. - 8g- @ @ -6y16\—.g—oae.rz;@—@— C @g<
Clear description of the issue @ 4cu -

P SGS Forestry and Chain of Custody Accreditations Contacts
e . g- -2 1 28 @ @ 8o @ - 3 28 @ 8C
-g@ @ ¥+ @ - 8y~ @ -~ @ g@ .~ -1 ¢ .~

Evidence to support each element or aspect of the
complaint or appeal (documents, locations, persons, dates
etc.)
- @ @ 2 .g- -2 1l g1 @ - @ . 8 20 y10 @ - -
- la
Receipt of a submitted complaint or appeal will be
acknowledge by SGS;

8 y1lo < @ - @8 1 @ - C .o @ .2@ . - @ -
g 8u0- V. 8C .g- -2 1l g1 @ @ - . 2 @1
g- @ -é @1 3 s8u- - . <U1la

SGS will provide an initial response, including an outline of
the proposed course of action to follow up on the complaint
or appeal, within two (2) weeks;
0 y19o .9 - -2 1 98 3@-Cg g1 @u .98 - 8
8C .9- 9 @ - 9< 3y. @ 8CU8
SGS will keep the complainant informed of progress in
evaluating the complaint or appeal;
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NVIdVYONNH

$ SDQDV]RN YLWEV J\HN UV IHO
NHIJHOUVUQHN DODSHOYHL UV IR

$ SDQDV]RNUD YLWENUD UV IHOOHEEH]UVHNUN ¥ DOHWOERVIDIEEYNNUHGLWEOW LURGD
OV DJRN NH]JHOUVH VJHUYHV UUV]UW NUSH]KHOVU®WUH $] DNNUHGLWEOW LURGD D WDQ
J\VIUONDSFVRODWDLQDN UV D] J\IUO HOUJHBHWWADIQ \E W BRLY WHEAMEJENHN WXODMGRQF

$] 6*6 DODSHOYH KRJ\ D SDQDVIRNDW UV IPE6GRE 39y 69yesgsipkben a lenti SGS linkekeken

UVV]HU" LG EHOL NHUHWHN N ] WwW UV D OoHRIRRRY W ERWEWKDW EEDQ

NHOO NH]JHOQL XJ\DQDNNRU WHOMHYV PUUVSJ N BNQQESDNHYPRW DWW IVQEL]DOPDVDQ NH]HO
D ELIDOPDVVEJUD UV SEUWDWODQVEJUD YRQOWWEW RGP SIHVEPHNHWWM N D WDQ VIWRWV
UV HO iIUEVRNDW D SDQDV]NDH]HOUV QHP HUHGPUQ\H]KHW

GLVINULPLQDWiY LQWUIJNHGUVHNHW 9,7d. x6 )(//(%%(=x6(.

Ez a dokumentum minden olyan panaszra vonatkozik, $PHQQ\LEHQ D SDQDV]W D] 6*6 UV D] J\IUO QF
DPHO\HW HJ\ J\IUO SRWHQFLEOLV J\IUONYDWVE DUBRHMH] QU GNNHOWIUO QHP IRJIDGMD H
I00O YHWHWW IHO DNLN UVJUHYUWHOW WHKBWRHBEHYJROW BDOIWBW BEVW@RQNUWDQL $ UUV]OH
YDJ\ HOUJHGHWOHQHN OHKHWQHN VIROJHQOWBWBENKRPEMD G EEURHO\NG WHVV] N $ YLWE
VIHPSRQWE O YDJ\ YDODPHO\ D] 6*6 EOWJOBEDQRWI WIR W\ W] W YHEHWPHIKDWEUR]RWW
VIROJEOWDWEVEYDO YDJ\ WHOMHVIWPUQWMHOQWILS RUR DEDIWMERDI). HO IUEVDL DODSMEQ I

(JW D GRNXPHQWXPRW NHOO DONDOPD]QLSDHNNRVERN KDV HBO OHBBH]UVHN HOLQW U0V UG

IHOOHEEH] D] 6*6 G QWUVH HOOHQ YDJ\ ERUBHEbTHEY Y¢EWEYOREEH]UVW IUEVEDQ NHOO
HVHWUQ - $ IRO\DPDW HO VHJIWUVH UUGHNUEHQ D SDQ

AZ SGS SZOLGALTATASAI VAGY ELJARASAI ELLENI PANASZOKH OOHEEHIUVQHN D N YHWNH] LQIRUPEFL ND

$ SDQDV]RNDW HOV VRUEDQ D KHO\L 6*6 LURGE %Rvﬁﬁ\égﬂyﬁ'H?QﬂHOUUKHW VUJHL

KRJ\ NLYL]VJEOMD UV YEODV]ROMRQ $PLQWSDKKPONIW V&5 IRV Qb sWEY B
YLVVIDMHO]JUVW HUU O YLVV]DLJD]ROEVW «N%LGRIMiWHINNB]6 D @DY Y REOm POOHEEH]UV P
IHO OYL]VJEODWEW D YEODV]W HJ\ D] HUHGHLP WQWNOUIVIEHWORPQQ\UQHN DOEWEPDV]V
VIHPUO\ DGMD PHJ GRNXPHQWXPRN KHO\V]iQHN V]HPUO\HN

- $] 66 YLVV]DLJD]ROMD D SDQDV] YDJ\ IHOOH
PANASZOK AZ SGS ALTAL TANUSITOTT TARSASAGOK ELLEN

']_| NUW KUWHQ EHO O HO JHWHV YEOD\
$] 6*6 UUV]IYUWHOH D WDQ VIWRWW V]HUYHb gd/]hBB'F’iW-YH IHOOHEEH]UVUH WHU
SDQDV]JRNNDO NDSFVRODWEDQ D WDQ VIiWE NDSFVRODW

N YHWHOPUQ\HN WHOMHVIWUVUQHN IHO OY i . .
NDSFVRODWRYVY N YHWHOPUQ\HNQHN YDO Pﬁ a@%%%é;ggjﬁﬁﬁj y l\\:\%?%\\f'VYDBVt/?MUDU\El)VUSI\IIDHO
YDODPLQW DQQDN UUWUNHOUVUUH NRUOE -V ] QL
HQQHN HUHGPUQ\HNUQW YDODPLO\HQ LQW@]]NQ—f@LP\LQ@]"@* QMHMWEVW NLYL]VJEO UV PHJI
YHV] UUV]IW HIJ\HGL HVHWHNNHO NDSFVRODIWISDQ(QV\AE\NEEDQHOOHEEH]UV N YHWNH]PUQ\H

6*6 EOWDO WDQ VIWRWW J\i00 wHOMHVIWBWEINVSEI D% rvrRODWRY
panaszok - $] 6*6 YUJ O UUWHViIWL D SDQDV]RVW DPLQW

%EUPHO\ JVIUOQHN YDJ\ UUGHNHOW 100dHoHKkHW RND DUUD

KRJ\ SDQDVV]DO UOMHQ D] DNNUHGLWE v|w DOPD]EVL

WHU OHWUQ EHO O KD HJ\ 6*6 EOWDO %%f H&%\PH]HW QHP

D] HOIRJDGRWW V]DEYEQ\RNQDN PHJIHOH® PWH@MLE’NWWH/@EWWWQWQ\LDSDQDV] YDJ\ IHC
YDJ\ VIROJEOWEVRNDW Q\ MWRWWD $ SOQODWYRQDW HD IVOQ@HWN WRYEEEUD LV YEODV]I
WDQ VIWRWW V]HUYH]JHWQHN NHOO HOMXWWDWQH®YYDIWHU UIRHADON@]QLD NHOO MDY
KRJ\ DJW D VDMEW LUEQ\IWEVL UHQGV]HUW RVEHE\OKBBOWIVG NG EHOQ WL PLYHO D] HI\H
HOMEUEVQDN PHJIHOHO HQ NHJHOMUN UV R OIGWMEW W HKIDW FYVH@WOHDAQNDOPD]DQG N HJH
panaszossal. WDQ VIWEV IRO\DPDWRY UUYUQ\HVVUJUW

$PHQQ\LEHQ D WDQ VIWRWW V]HUYH]HW *QHPHYHGPWIROMBKEKQR) UUV]OHWH QHP DGKDW
NLHOUJIW HQ D SDQDV]W DNNRU D] 6*6 NVY IO VPROMB GKWRFH]W N YHWHOPUQ\HN YDJ\ |
D VIHUYH]HW VDMEW SDQDV]NH]HOUVL HOWI B WU & \GEIQ/IHNDFOHPIS ME RO HQ
NHJHOWH H UV D VIJHUYH]HW WRYEEEUD L\ B PIHG\HOUIE PNHROQD WHIGRDVIRVQDN OHKHW V
VIDEYEQ\ N YHWHOPUQ\HLQHN D] DNNUHGLWEO V]JHUYH]JHWKH] IRUGXOQL U
$ WDQ VIW V]JHUYH]HW PHJ UJL D SDQDV]FONNYROGLWEQEWEMUNYHIHW YLWEV J\HNNHO N
J\IUO IHOU DPHQQ\LEHQ D SDQDV]RV PHakam#® LQGRNRW
szolgaltat ahhoz.

b.$JJEO\RN UV SDQDV]RN HJ\ 6*6 WDQ ViwRWWWELWVD&ES
PHIWUYHV]W J\DNRUODWEYDO UV EOWDOEQ RVMAWIHAUNHQ\VUJUYHO
kapcsolatban ¢« 6*6 (UGUV]HWL )HO J\HOHWL OEQF DNNUGLW
%EUPHO\ RO\DQ HVHWHW DPLNRU D SDQDNWJPRV KQVRFEFHIYDO
UHQGHONH]LN D WDQ VIWRWW WEUVDVEJ WDQ VIWRWWVEJEYDO
NDSFVRODWRY HVHWOHJIHV WLV]WHVVUJWHOHQ IUOUHYH]HW YDJ\
HJ\UE D WDQ VIWYEQ\QDN QHP PHJIHOHO WHYUNHQ\VUJUU O
ezt kdzvetlenll az SGS-nek kell bejelenteni. A panasz
PHJUUNH]JUVUW YLVV]DLIJDJROMXN UV NLYL]VJEOMXN UV
YLVVIDMHO]JUVW IRJXQN DGQL DQQDN HUHGPUQ\UU O

$ SDQDV]IRVQDN MDYDVROW HO V] U D KHO\L 6*6 LURGEKR] IRUGXOQL

24



Reclami, contestazioni e ricorsi, linea guida
e procedura

i La procedura per la gestione di reclami, contestazioni e ricorsi & OVX4FLR 6*6 ORFDOH RSSXUH OVX4FLR DFFU
E parte integrante del nostro rapporto con il cliente e garanzia di FKH SX HVVHUH LGHQWL1IFDWR VXO FHUWL1
= soddisfazione del cliente stesso. titolare dello schema (per esempio FSC, BRC) o in alcuni casi

ai link SGS elencati in calce .

Tali reclami saranno trattati con riservatezza e I'identita del
UHFODPDQWH QRQ VDUC UHVD QRWD DOOVRL

La politica SGS assicura che reclami e ricorsi vengano gestiti
in un lasso di tempo ragionevole e nel modo piu trasparente
possibile, nel pieno rispetto dei principi e dei requisiti di
riservatezza e imparzialita, e non si traducano in eventuali azioni CONTESTAZIONI E RICORSI
discriminatorie.

Quando un reclamo tra SGS e il cliente non trova soluzione, e il
cliente non accetta la risposta di SGS, € possibile presentare un

proveniente da clienti, potenziali clienti o altre parti interessate ULFRUVR GHWWDJOL VDUDQQR UHVL GLVSRC
che possano essere in qualche maniera insoddisfatti in merito a SGS locale. In ultima analisi, le contestazioni potranno essere

qualsiasi aspetto del nostro servizio o del servizio o prestazione trattate in accordo alle regole di accreditamento, |a legislazione

GL XQD RUJDQLJID]JLRQH FHUWL1FDWD GD 38 5| FpELOH FRPH VSHFL1IFDWR QHO FRQWU|
E’ altresi applicabile nel caso di ricorsi da parte di un cliente vigente nel paese di riferimento.

nei confronti di decisioni prese da SGS o nell’eventualita di
qualsiasi altra controversia.

Questo documento € applicabile a qualsiasi reclamo

Processo Risoluzione di Reclami e Ricorsi
* Un reclamo o ricorso deve essere presentato in forma scritta;

RECLAMI RELATIVI AL SERVIZIO O Al PROCESSI SGS. - Per facilitare questo processo, il reclamo o ricorso deve

, UHFODPL GHYRQR HVVHUH LQROWUDWL L dckjderepersegugnti nformagiony x 4FLR ORFDOH
SGS per le relative indagini e successiva risposta. Alla ricezione * Nome e contatto del reclamante

del reclamo, SGS provvede a dare conferma di ricevimento « Chiara descrizione del problema

e ad avviare indagini al proprio interno. Successivamente

YHUUC IRUQLWD XQD ULVSRVWD GD XQD 1J’X'U‘B’elf"tgﬁtﬁgé‘ﬂ%@piSW‘ﬁmﬁ‘N}S%ﬁqWWﬁdamo°

alloggetto del reclamo. ricorso (documenti, luoghi; persone, date, ecc)

» Laricezione di un reclamo o ricorso sara confermata da SGS;
RECLAMI RELATIVI AD UNA ORGANIZZAZIONE CERTIFICATA Dégs provvedera ad inviare una prima risposta che

SGS. comprendera la descrizione della procedura per dare seguito
Il coinvolgimento di SGS in reclami verso organizzazioni al reclamo o al ricorso entro due (2) settimane;

*
FHU W L 1 FD W H 6 6 VL O LP L.W D. D U LYHGHUH, %Gg?e%?(ﬁ%%%tg iIEelélgmante dei progressi nella
I'organizzazione agisca in conformita con i requisiti di valutazione del reclamo o ricorso:

FHUWL1FD]LRQH H FKH DGRWWL D]LRQL DSSURSULDWH 6*6 QRQ VDUG
coinvolta quale parte nel contenzioso. « SGS indaghera le accuse e individuera le azioni per la

GH1IQL]JLRQH GHO UHFODPR R ULFRUVR
FHUWL1IFDWD 6*6 ° 6*6 LQL1QH LQIRUPHUGC LO UHFODPDQWH TXDC

. . . . ULWHQHUVL GH1QLWR
Un Cliente o altre parti interessate possono avere motivo di
*
OD_PHQWHOD_ YHU_\_/_R XQVR\U‘]DQ.L]]D]LRQHNE{:HMHOJR%MID GD 6*6 FKH QRQ
abbia fornito prodotti o servizi in conformita con gli standard
GHOOD FHUWL1FD]LRQH , UHFODPL GR YUIDcaeprli 1gclayng @ tieorsQ caya maRNonCRIf®mita,
D3URQWDWL FRQ OVRUJDQL]]D]JLRQH FHUWD1&DWHDQVWEH WG HKB VA RWLOXHUH D ULVSRQG!

a. Reclami circa la fornitura delle prestazioni di una azienda

la gestione secondo la loro procedura formale di gestione Conformita entro i tempi richiesti in quanto in alcuni schemi
dei reclami e di risolvere la questione direttamente con il VL DSSOLFDQR VRJOLH WHPSRUDOL 1VVH FKI
reclamante. FRQVHJXHQJH VXO FRUVR GL YDOLGLWGC GHO

6H OVD]JLHQGD FHUWLIFDWD QRQ ULVSR-Q§6'FLXQE)LP%W\W%%%@EVLJH5BWNVL DOOD GH1QL]L
DO UHFODPR 6*6 YHULLFD FKH LO UHFODER VLD VWDWER J 5 YW

LWR_ LOQ . .
conformita con le procedure dei reclami della organizzazione UHTXLVLWL %JT_OITDdll rllzssrnait\alzl_z\?vpg%gn;te dve\lll R R GDL FR
e che l'azienda continui a soddisfare i requisiti della norma di Q Q
riferimento. SGS.

/IVRUJDQLVPR GL FHUWL1FD]LRQH JD U D Qwugisiasbpartesie resensur reslgne ha la possibilita di
UHFODPDQWH TXDORUD OR VWHVVR IRUQSVHN HK@W DU W E REYR B PD DOOVHQWH GL
adeguata al mantenimento dell'anonimato. ricorrendo al processo di risoluzione delle controversie del

b. Lamentele o reclami circa false dichiarazioni o attivita di una relativo ente di accreditamento.

DJLHQGD FHUWL1FDWD 6*6

. . . . o CONTATTI SGS
Nel caso in cui il reclamante sia in possesso di informazioni . ‘
su possibili dichiarazioni fraudolente o false, o su attivita * 6%6 24FHV "LUHFWRU\
GHOOVRUJDQL]IDJLRQH FHUWL1FDWD L QF BEEUH&W lanf RIQI®DCI@RdY Recreditations Contacts
FHUWL1FD]JLRQH TXHVWR GHYH HVVHUH VHIJQDODWR GLUHWWDPHQWH D
SGS.

Alla ricezione del reclamo, SGS provvede a dare conferma
di ricevimento. Successivamente SGS provvedera a dare un
feedback sull’esito delle proprie indagini.

E’ preferibile che il reclamante contatti in prima istanza
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NVIHOM

Complaints, Disputes and Appeals Policy
and Process X
u -n?a” Y, 4EHRO

The process of responding to and addressing complaints, performed in accordance with agreed standards, products
disputes and appeals is an integral part of our company’s client RU VHUYLFHV ZLWKLQ WKH VFRSH RI WKHLU
relations and assurance of customer satisfaction. &RPSODLQWY VKRXOG LQ WKH 1UVW LQVWDQ

FHUWL1IHG FRPSDQ\ WR DOORZ WKHP WR DGC

0 ~fi 7 a'p (oA 0 4EHOA 100 /4U" within their formal Management System complaints process

T 006 tH1T °m M Uit $O7 AE and to resolve with the complainant directly.
‘ug M @A 0X %AASGS ™ MU0 (~ "E ™"
Itis SGS policy that complaints and appeals shall be handled A4 x L . ™M L -E0 IL-, @A LtO °™ Yy, H:I
within a reasonable timescale and as transparently as @A 14 ."5zA 3 0E ,0 ,0 ,tH 4@
possible, whilst fully respecting principles and requirements ] WKH FHUWL1HG FRPSDQ\ GRHV QRW UHVSR
RI FRQLIGHQWLDOLW\ DQG LPSDUWLDOLW)\ RDdGohpl&rd, SEB Wil IhdstigteWour Qnip@iht has been
discriminatory actions. managed in accordance with the company’s complaints
G ? 8tA)8)E 4, 0 O.E + WY “0'0OH" procgss and that the company continues to comply with the
%, AeUst QEO.EIE I"A” WE Y &D.E requwe,men'tls of the relevant stfimdard.
%Xon L H'S z% "A 3o SGSY ug U- "TA2U0 ) " 04 ,WiO-% 0-CE o '

, , , S SGSA )~ ,u 0° mMU” i 4EHhO

This document is applicable for any complaint raised by a oy, 0USOAS (U MUA OX -E'0" AceU.st
customer, potential customer or any stakeholder who may "SWILIE "OH AS ° 07 ! Us 3ug

KDYH FRQFHUQV DERXW RU DUH GLVVDWLVLRE ELWH DRSS Wt RAb oo unwoLo wi
VHUYLFH RU WKH VHUYLFH RU SHUIRUPD QFnBihiRdnfiRBiatibthQa et i thE Gntplainant

SGS. SURYLGHY DQ DGHTXDWH MXVWL1FDWLRQ IR!
g hLA SGS ~° ™Kp MU~ LtO @A a, fip U- ,im ¥pa P'8- 4E &U .E IE)at IL%.E =
100ce LtO"'Qe " ,ilj, sp OXL M PUL M "*0p M, OXL ,0 ¥uat P38 > - .™g
@A nn06A 77 -'L ,uUes 1UYp b. Concerns or complaints about the misrepresentation or
It is also applicable in the case of an appeal by a customer JHQHUDO DFWLYLWLHV RI'D 6*6 FHUWL1HG &
against an SGS decision or in any other dispute. SGS ™M U T$ @A -~H1/E O0E ,T ? .0

aASGSAE 0° M ~C IL'L 8" @A -f/7 In any case where the complainant has information about

301UYg possible fraudulent, misrepresentative or other activities of

WKH FHUWL1HG FRPSDQ\ LQDSSURSULDWH W

COMPLAINTS ABOUT SGS SERVICE OR PROCESSES. this should be reported directly to SGS. Your complaint will
VEO O-v SGSiuX y 8iX be acknowledged and you will be given feedback about the

&RPSODLQWY VKRXOG EH DGGUHVVHG LQ WPKEPMey v w LQVWDQFH WR \RXU
ORFDO 6*6 R4FH WR LQYHVWLJDWH DQG UHVEROG TSR®AZ (O GTUMELIMH ~

acknowledgment, a review of the issue will be initiated, and a IE "~ 00a O0.E!ES$- 06 A ia =3p SGS
. . . "A - ™ ~ ‘
response will be made by a person independent of the issue. AlA $ Ha g )" .up !A HH a, 0&
. L . Jlat K¥a P 3ug
,ip!'Up /Yt 47 aP 10 "0 SGsSuUd ™

g > 7KH FRPSODLQDQW LV UHFRPPHQGHG WR 1U\
h—- ™ | | °x0) 0, |
[Th->.Mg ) plAH hiL™ =B %YH (U hip 6*6 R4FH RU PD\ EULQJ LW GLUHFWO\ WR WKI
Bil™ " IE™® +%t Kt 3pg
DSSURSULDWH DFFUHGLWHG R4FH ZKLFK FD

QC
COMPLAINTS ABOUT A COMPANY CERTIFIED BY SGS. WK.H LQG LYLGXDQ FHL.JWLlFDWH R.Q WKH DSS
SGS) e t r E' O-v VE WebS|te (e.g. FSC, BRC) or in certain cases at the SGS links

6*6 LQYROYHPHQW LQ FRPSODLQWYV DJDLQVV\( HAUWL;IBHG FESPC?dDQL- 3t|?&1A%I @A
limited to review and evaluation of whether the company is in o (3 II8.E IE

L 00.E | U
FRPSOLDQFH ZLWK WKH UHTXLUHPHQWYV RI FL}'!:LJWL:LFDWﬂ-s%QaFR:?@AU/HTéL%Lt%J

appropriate action as a result. SGS will not become involved in n)oeLeSGS WA GLIL - Mg

'”‘?'V'd“a"ff"SESOfd'Sp“te' o 6XFK FRPSODLQWYVY ZLOO EH WUHDWHG FRQ1C
"iKp %Up OXL 0 0" MU0~ ™ AceU. RI WKH FRPSODLQDQW ZLOO QRW EH PDGH N
? alllE AeHA I1I8E !0 °™E'S 0.E *P ? company.

U0  SGSO Lp"A *p ILE1ue (7% IAHL _ip "0°% &8 UL A"

a. Complaints about the performance delivery of an SGS “p M0 TS zt Sue

FHUWL1HG &RPSDQ\
SGS ™M /%U” H1 14  OXL i

A customer or interested party may have reason to complain
WKDW DQ 6*6 &HUWL1IHG &RPSDQ\ KDV QRW GHOLYHUHG RU
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DISPUTES AND APPEALS IMPORTANT REMARKS

Rgy ,° 6> E!

Where a complaint between SGS and a customer cannot be * In the case of a complaint or appeal against a Non-
resolved, and the customer does not accept SGS response, Conformity, the Client ShOl{ld cc.)nt.inue to feSI.OOHd.tO /

an appeal can be made. Details will be made available upon address the Non- Conformity within the required timescale

UHTXHVW WR \RXU ORFDO 6*6 R4FH 8OWLPBWXKQGCHUVSRRAH Y RKHRIY EHG WLPH WKUHVE
handled in accordance with the PD\ LPSDFW WKH RQJRLQJ YDOLGLW\ RI FHUYV

UXOHV RI DFFUHGLWDWLRQ oHJLvoDWLRQO!BV..Q%H%‘LEHF%P%@°éé%‘?aﬁ§§>E‘@;—ELUI,,GQ

. . . . .D
contract or normal legislation with the country of operation. 0aLA

) N . Y0 .Ewe I1UH" |h .8) Mp AceHA “E a
SGSp M Ums L L L  Uo.maH9 zA fa (U o1 ™ (Jo 00 "8WILIE Q¢ !"g- ™g
'\{,lu SGOS__ Pt ~Kt a'd éh"" la *D 0__”‘ P__H ; « Some details relating to the outcome may be protected by
.4 h*Usp 00.EE )~ " 66 Ud A®Y WKH FRQ1IGHQWLDOLW\ FODXVHV RI WKH DFF
- eaP ug  £)LIE -~fip 1ET % 0- RU E\ WKH 6*6 FHUWL1FDWLRQ FRQWUDFWYV
'LUHA A+« @A &1 «0" -H A« °™ %  &h- a,p OXL -° h°Uep 1E AeU. @A  SGS™
Mg 6- ‘oA "0'0H!. - $hP H ,ag
Complaint and Appeal Resolving Process * Any party making a complaint has the opportunity to appeal

WKHLU FRPSODLQW 1UVW WR WKH DFFUHGLW

0?2 8" 8a 4ERD _ o ) .
to the appropriate accreditation body’s dispute resolution

« A complaint or appeal shall be submitted in writing. process.
0?7 8"A Lal@ IL&IHa- . ™g it - .E AD.E %4a-0 %E| TE'0 ? ae
» To assist in this process, complaints and appeal should TET0T -fA mal8%X (7,0t mlllTa e
include following information: VWaem 06 4@
a 4AEhO"~ 68t 4~ 0 ? a”A |, Ip
IE$— -"" o ™™g SGS-ADDRESSES
SGS ]E,S

* Name and contact details of the complainant
JULCAT a”, - h°E$

e Clear description of the issue
hiL 0.E "WLE LP

» Evidence to support each element or aspect of the
complaint or appeal (documents, locations, persons, dates

e 6*6 24FHV 'LUHFWRU\
SGS Ud xa%uA

¢ SGS Forestry and Chain of Custody Accreditations Contacts
SGS ai ? COC "E'0 -%E

etc.)
1 AYs @A ,if/ip 8"~ ¢K™ .« H A" hL
4 " bp# |

» Receipt of a submitted complaint or appeal will be
acknowledge by SGS;
SGS IL&IL i @A ©v"0 !AHHg|t"[pe H A
Al

» SGS will provide an initial response, including an outline of
the proposed course of action to follow up on the complaint
or appeal, within two (2) weeks;
SGSA i @A =~ /6%!" 0.E ILx t6-"t
-SE &E&E8 /ot M, x L% 3ug

* SGS will keep the complainant informed of progress in
evaluating the complaint or appeal;
SGSA i ? & U.e 00" "01,JEt UL A %
0% |a 3o

« SGS will investigate the allegations and specify all its
proposed actions in conclusion to the complaint or appeal.
SGSA i ? 8° 0. a- wo A/@" ? (3
0.E ILxL !"" h°Ue 0. 1 0s 3ug

- 6*6 ZLOO 1QDOO\ QRWLI\ WKH FRPSODLQDQW ZKHQ WKH FRPSODLQW LV
considered to be closed.
SGSA g'dulE ,iwo lpaHgt | UL A % @~
3% 3ug
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6 GIJnNEX VWUAGX XQ DSHOIFLMX
LIVNDWRHR DQDV NIUWRED

6 G]ﬁEX VWUﬁGX XQ DSHO]FLMX L]VNDWﬁ ED7®KE\/ SVREBVY & USSR VX

DSPLHULQIWAEDY JDUDQWLMD XQ NOLHQWY QHSLHNUAW 6*6 VQLHJWDMDL DW
6DVNDYVI DU 6*6 SROLWLNX V G]AEDV XQ DFSHOON FS MW WX H 617 INVWNDD MFIW DPIFLMD LU SLHH
VDSUIWAJI WHUPLYI JRGAJI XQ SaF LHVSaAFVSEBSUDNBWXPDY BMAIAGL WLNV LIVNDWAWIL
SLOQAEI LHYAURMRW NRQ1GHQFLDOLWIWHW SVDYIPE DO J&K FGI] DIRDWHY IWR OLNXPGR DQX Y
DSHOIFLMDV FHO DQD QHYDU NDOSRW SDQIS\DFFORXDAXWNULPLQAMR 1P

GDUEREIP 6 G]JREX XQ SUDVAEX L]JVNDW/A DQDV NIUWRED

ALV GRNXPHQWYV VNDU MHENXUX V GIAEX .N®MEHPWE QRoW¥BOVYREHN SLHYHPWDVY L]\

LHVSaMDPI NOLHQWD YDL MHENXUDV FLWD\Q,Jr@épvyHHﬁMQWh\(Nsx(\vanggp,F,_MX

YDU SDXVW ED-DV YDL QHDSPLHULQIWRAEX DY BV VHUWL 1F
X]§aPXPD GDUEREX 8 G]né \PIEP—?V%LHG]aIbIb IN'sv XQ NRQWDNW

aLV GRNXPHQWYV LU SLHPaAaURMDPV DU JDGnI@I%&Bk%UMDGGI‘l%%a&\}V]\/NOIVWV

FHUO SUDVAEX SUHW YHLNWR 6*6 OaPXPX Ni BURMUIGEMXEX MDMWUDP V GIAEDV YDL SUDVAH
GRPVWDUSAEX JDGAMXPI GRNXPHQWIFLMD LQIRUPIFLMD SDU DWUD

LHVDLVWAWDMIP SHUVRQIP GDWXPLHP X V
6-'=E%$6 335 676 3$.$/32-80,(0 81 352&(6,606 DWV WiV -XPV DSVWLSULQIMXPX SDU V G

6 GJAEDL YLVSLUPV MIE W LHVQLHJIWDL LLVN D3N 0 QPH cala WSO\ ©'% v G]REDV VDyHP D
ELURMDP -XPV WLNV DWV WAWV DSVWLSULGIMXBYBSDYRWU CYRNKDYWELOGL SDU WXUSPINE
VDyHP DQX OLHWD WLNV L]JVNDWAWD XQ W M| QeEB-Y! Y PL-NMAGTW D SH UVRQD

VQLHJIV -XPV DWELOGL SDU LJVNDWHA DQDY LIQWNXFE | oiv LQIRUPAW - V SDU V G]JAEDV L]

6-'=E%$6 385 6*6 6(57,),&|72 8=™|ogog ONGI OLHWDV vOaJ DQDL
6*6 GDORED V GJAEX L]JVNDWA DQI SUHW VHYW LMW x 1 Y&p% il X YDL SUDVAEX XQ

LHUREH-RMDV DU X]yaPXxPD DWELOVWAEDV tJYNBWE BERW LMW1 ¥ LNYpRMIP GDUEREIP

SUDVAEIP 6*6 QHLHVDLVWIV LQGLYLGXIOX oW $PdXyBVV-LXFIVDIOAU V GIAEDV L]VNDWiA DQL
a 6 GJAEDV SDU 6*6 VHUWL1Fawi X]yaPpxpD dBUEHERX
-D NOLHQWDP YDL FLWDL LHVDLVWAWDM@Pdg8 Xkl Lg,u(vqg;d @D SDU 6*6

VHUWL1Fawli X]yaPXPD GDUEREDV SDNDO YD{\}[

LV ED SD
QHDWELOVWAREX DNUHGLWIFLMDV VWDQGD \'? QZ 9\B§3§Y 2w C;(]]nQHDSWEUI
LP X]yaPXPDP NXU L]JVNDWAV V GJAEX VIV &5@ PLyI MR GD.IGIV VKAPIV W
LIVNDWA DQDV SURFHG UX XQ VQLHJV DW ’%bv YU LHWHNPAW VHUWLINIFLM

-D VHUWL1FaWDLV X]yaPXPV QHVQLHG] D
X] - VX V GJAEX 6*6 QRVNDLGURV YDL V \Ir a 9& DVSDDVUN\I; ?]SSDDVNI(J]I—Y(’;IF
DWELOVWR L X]yaPXPD V G]AEX L]VNDWii % Y/S? Q IXPLHP y
YDL X]yaPXPV MRSURMIP DWELOVW VHUWL1 %\(J\%B

SUDVREIP . 3XVaP NDV LHVQLHG]VG]nEX LU LHVSaMD \
6HUWL1FAMR | LHVWIGH QHL]SDX- NOLHQ\/@[EH%? tﬁﬁw% W%& yﬁﬁngfbfvfgﬁ
MD SUDVAWIMV LHVQLHG] SDPDWRWX SUD RS

VDJODEI DQX SGS ADRESES

b.$L]JGRPDV YDL V G]AEDV SDU 6*6 VHUWLL1FaW],X]yaPXPD

PDOGLQR X GDUERAEX
* 6*6 PH-VDLPQLHFAEDV XQ SLHJIGHV 8aGHV D

.QIRUPIFLMD SDU LHVSaMDPIP NUISQLHFLYNPRROGLOR IR WL OIRUPIFLMD
YDL FLWIGL VHUWLINIFLMDV VWDQGDUWDP QHDWELOVWR IP GDUEREIP

MILHVQLHG] 6*6 ELURMI 6*6 DWV WAV DSVWLSULQIMXPX SDU
V G]REDV VDyHP DQX XQ ]JLYRV SDU V G]AEDV L]JVNDWA DQDV
LIQINXPX

,HWHLFDPV DGUHVaW V G]JAEX YLHWaMDP 6*6 ELURMDP YDL
DWELOVWR DL DNUHGLWaMR DL LHVWIGHL LQIRUPIFLMD SDU NXUX LU
DWURGDPD X] VHUWLINIWD DWWLHFAJIV VHUWL1Fa DQDV VLVWaPDV
PIMDVODSI SLHP )6& YDL %5& YDL JHPIN SLHHMDPIV 6*6

VDLWaVv

a]GDV V G]JAEDV WLNV L]VNDWAWDYV LHYAaURMRW NRQL1IGHQFLDOLWIWHYV
SULQFLSXV XQ SUDVAWIMD LGHQWLWIWH QHWLNV L]SDXVWD
VHUWL1FaWDMDP X]yaPXPDP
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NVINVYNHLI

6NXQG# JLQO# LU DSHOLDFLM# ¢
Ir procesas

BNXQG# JLQO# LU DSHOLDFLM# QDJULQAMLP®RS S UR BH V/DV&\UD6

QHDWVLHMDPD P V# 0PRQAV VDQW\NL# VX NO{HQWPSG ¥ W WOLEQRWE LU NOLHQWR QHIDO
SDVLWHQNLQLPR X-WLNULQLPR GDOLV NOLHQWDV QHVXWLQND VX 6*6 DWVDN\PX JDC
6*6 SROLWLND \UD NDG VNXQGDL LU DSHOXPWLWBWE MWL YAHWLQAW B *$HEL XUDV SDWH
SDJUOVWD ODLNRWDUSO LU NLHN 0PDQRPDQMRDPGELME [$$I0H) DL SOURANDWEW EBOLDXVLDL .
NRQIGHQFLDOXPR EHL QH DOL NXPR SULQ@FNI$H GIUWDHILWPROWDYLNPEFODY NPGY WHLVAV DNW.
Ga0 WR QHEXV LPWDVL MRNL# GLVNULPLQDAUQUMD YL NWVBPED YHLNORY DOLHV 0SUDVWX'

aLV GRNXPHQWDY WDLNRPDV EHW NRNLDP6MXR@GXIU NEHOQ ISIDAW MENASUHQGLPR SURFHVD

klientas, potencialus klientas ar bet kuris suinteresuotas - BNXQ GDV DU DSHOLDFLMD WXUL E WL SDWHL
DVPXR NXULDP JDOL NHOWL VXVLU SLQLPD E

L%\”?J RN-E;DQG# SURFHVD
DVSHNWDV DUED 6*6 VHUWL1INXRWRYV oPRQ é\l
aspektas, W H LQIRUPDFLMD

-LV WDLS SDW WDLNRPDV WXR DWYHMX NDLGI\ES(QI-P&N%R/USéM%%Y%Ug*%V SDYbUGa EH

VSUHQGLPD DU N\OD EHW NRNV NLWDV JLQO

« $L NXV SUREOHPRV DSUD \PDV
6.81'$, '~/ 6*6 3$6/$8*» $5 352&(6» « ZURG\PDL SDWYLUWLQDQW\V NLHNYLHQD V
3LUPLDXVLD VNXQGDL L W\ULPXL LU DWVDN\ERH RHQMI D/ D E W SHNWHLNERPXPHQWDL YL
YLHWLQLDP 6*6 ELXUXL - V JDXVLWH SDWYLtpa)QLPD DSLH VNXQGR

JDYLPD EXV SUDGAaWDV W\ULPDV LU DVPXB+eQ&¥WHLMEVWKX Y X DUXDSHOLDFLMRY JDYL

SDWHLNV DWVDNIP® - 6*6 SHU GYL  VDYDLWHV SDWHLNV SUDGLQ
6.81'S, '~/ 66 6(57,),.82726 2021~6 VL ORPXV WROLPHVQLXV VNXQGR DU DSHOLD

6*6 GDO\YDYLPDV VNXQGXRVH SULH VHUWBIR RN ERNQHIVXQGR SDWHLNaMb DSLH VN
DSVLULERMD WLN VHUWLINDYLPR UHLNDODﬂlﬁ‘Q/LDQAH\ﬁL%QNPIQ\f%HU L UD

OYHUWLQLPX LU QXVWDW\PX DU Gao WR UBENLDWIW VWIZYAWWP@ELPKXIVNYVP A NXQGR DU DSH
6*6 QHGDO\YDXV DWVNLUXRVH JLQO# DWYHMWYRWIHNY YLVXV VL ORPXV YHLNVPXV

a. 6NXQGDL GaO 6*6 VHUWLINXRWRY 0PRQAVEDBLODRWRIRMIVWNXQGR SDWHLNaMbD NDL VN
vykdymo : baigtu.

.OLHQWDY DU VXLQWHUHVXRWRML DOLYV \;ﬁigléa\%%élﬂ,\#v\ﬁ%SDJULQGR VN#VWLV

NDG 6*6 VHUWLINXRWD 6PRQ& QHSULVWD DU QHDWOLNR

SDVODXJ# SDJDO VXWDUWXV VWDQGDUWXV LIYRAEXRQEP Y D% PPHEXPFLMD \UD VXVLMAE
UHLNDODYLPXV SDJDO M# DNUHGLWXRWR YHRWEWSNWLFPR WWQ WEQWDV WXUaw# LU WRO
3LUPLDXVLD VNXQGDL wxuaw# E WL sDWHIXNRYPFPL VR P B & RHAWIPRIGHY © Q XV WD WAW
NDG ML JDOAW# L QDJULQAWL VNXQGD S DKRDKEIas prieias apkompg nustatly igdaikogikos ir tai gali

VLVWHPRY VNXQG# QDJULQAMLPR SURFHGMW® & VYLWAWMRNRYLBIDYWMLSNPYWPR JDOLRMLPR
NODXVLPXV VX VNXQGR SDWHLNaMXL » Kai kuriems su skundo tyrimo rezultatais susijusiems

-HLJX VHUWLINXRWD 0PRQ&a WLQNDPDL QBRVHRLPY JRQALVK WJGWDLNRPL NRQIGHQFL
6*6 L WLUV DU - V# VNXQGDV EXYR L QDJSPIRRANYBSHY MRWP R UHLNDODYLPXV DUED
VNXQG# SURFHVR UHLNDODYLPXV LU DU o®¥®R#a WROLDX ODLNRVL

DWLWLQNDPR VWDQGDUWR UHLNDODYLP#%HW NXUL VNXQGD SDWHLNXVL DOLV WXUL .

6HUWLINDYLPR 0VWDLJD L ODLN\V VNXQGRNSHNG L MPaMR D ORWDpJ Nx b JDOLDXVLDL M

NOLHQWR DW-YLOJLX MHLJIX VNXQGR SDWHLAARIDWODYW PR 0YNOPDR Y D3RfB# VSUHQGLP
DQRQLPL NXPR L ODLN\PR SRUHLNO®
SGS ADRESAI

b.6 XVLU SLQLPDV DU VNXQGDL G&aO 6*6 VHU\GN*I?S]'IIE\IIE(XRLW#RIQI/ROPV&QI\?\\/VDL
NODLGLQDQOLRYV DU EHQGURV YHLNORYV Q

%HW NXULXR DWYHMX NDL VNXQGR SDWH?_l\PaK}llD\?‘Wl? LOVRYPDECMRV BE L PRELHV I

JDOLPD VXNOLDYLPD NODLGLQDQOLD DU RPa\‘i\}"’é VHUWLINXRWRY 0PRQAaV
YHLNODP QHGHUDQOLDP VX MRV VHUWLINDYLPX DSLH WDL WXUaw# E WL
SUDQH WD WLHVLRJLDL 6*6 - V# VNXQGDV EXV SULLPWDV WDL
SDWYLUWLQDQW LU -XPV EXV VXWHLNWD JUO-WDPRML LQIRUPDFLMD DSLH
tyrimo rezultatus.

6NXQGR SDUHL NaMXL UHNRPHQGXRMDPD SLUPLDXVLD VXVLVLHNWL VX
YLHWLQLX 6*6 ELXUX DUED JDOLPD WLHVLRJLDL NUHLSWLY 0 DWLWLQNDPD
DNUHGLWXRW®DH ELXUBD NXULV QXURG\WDV LQGLYLGXDOLDPH VHUWL1INDWH
DWLWLQNDPRY VFKHPRYVY VDYLQLQNR LQWHUQHWR VYHWDLQ&MH SY]

FSC, BRC) arba, tam tikrais atvejais, toliau pateiktose SGS

nuorodose.

7TRNLH VNXQGDL EXV QDJULQAMDPL NRQIGHQFLDOLDL R VHUWLINXRWDL
OPRQHL QHEXVY DWVNOHLVWD VNXQGR SDWHLNaMR WDSDW\Ea
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NVINOQ3DVIN

lheblbdZ b ijhp _k aZ ihiezdb “Ze[b
kihjh\b

lihp_khl gZ j_ZlbjZf_b j rzZ\zZf_ gZ ihiezdb ‘ZedB b fZ1Z gij )6& %5& beb \h hAj_~ gb kemqZb
kihjh\b _ khklzZ\_g ~_e gZ h~Aghkbl_kh deb_glbl eyl Zin hem

dhfiZzgbezZ b h[_a[_"m\zf_ gZ azZ"h\hekl\h gZ dhjbkgbpbliniezdb .. k_1j_Ibjzzl ~h\_jeb\h b b~r_glt
lheblbdZ gz 6*6 _ ihiezdbl_b “Ze[bl_~Z k_ j_rzyZZihttghkbl ehl gZ “Ze[ZIZ g _fZ ~Z b [bA_ ihagZl
jzamf_g \j_f_gkdb i_jbh~ rih _ fh gh ihljZgkizj_ddghibnbpbjZgzlZ dhfizgbez

ijblhZ ihlihegh ihgbIm\Ze...b 1b ijbgpbibl_ b [ZjZfZIZ gZ

~h\_jeb\hkl b g_ijbkljZkghkl b g_fZ ~Z j_amelbjRIkhld#z<dBb B @ :E :B

b ~Z [beh "bkdjbfbgZlhjkdb *_«kl\beZ Dh]Z ihiezdZl1Z ihf_|m 6%6 b dhjhkgbdhl g_ fh'_ ~Z k
H\he ~hdmf_gl _ ijbf_geb\ aZ k_dheZ “Ze[Z dheZZa it b]gAebkgbdhl g_ Jh ijbnZ..Z hAJh\hjhl h” 6+%6
dhjbkgbd ihl_gpbeZe g dhjbkgbd beb [beh dhekaZkngZk déebegd > IZebl_ .. [bAZl ~hkiZigh gZ [Z]

dhe fh™_[b _ aZ]jb _g beb _ g_aZ”h\he_g kh [baAr&hZ 2kid2ldgZ dZgp_eZjbeZ gZ 6*6 GZ djZehl kihj
9Z 9gZrzZlZ mkem]Z beb kh mkem]ZIZ beb kh i_jrkhjfiZgkb*ZIg¥h khlezZkghk! kh ijZ\bezZlZ aZ zZdj_"blZp

dhfizgb+Z k_jlbnbpbjZgZ h” 6*6 azdhgh~Z\kI\hih dh_ rih _ dhgdj_lgh ijbf_geb\h kihj
ljbf_geb\h _ b \h kemqZe gZ “Ze[Z gZ dhjbkgbd'\ﬁ'ihi\hbr’hﬁobzﬂa]ﬁhh[bqZ_gh|h azdhghnrzZ\kl\h gz a_f«ZlI
6*6 beb \h [beh dhe ~jm] kihj rth k_ jzZ[hib

ljhp_k gZ j_rZ\Zf_ gZ ihieZdb b “Ze[b

@:E;B G: MKEM=: BEB IJHP?KB G: 66, |hjezdz beb “Ze[z k_ ihAg_km\Z \h ibkf_gZ nhjfz

@ze[bl_ij\h 1j_[Z "Z k_mizZlZl gZ <ZrZ|Z ehdZeQZ% n7 |« inth]g_ \h h\he ijhp_k ihiezdbl_ b “Ze[bl
66 dzgp_ezjb+Z az "Z k_ bkljZ"Zl b h"]1h\hjZI <fB_17.5771n \demqgz| ke_~gbl_ bgnhjfZpbb

Ahib_I_ ihI\j2~Z dh]lzZ ..._ [b~_ihdj_gZlh ij_bkiblm Z(_ N - o

gZ ijh[e_fhl b h~ATh\hjhl ..._ 1h ~Z~_ ebp_ g_aZ\bRg% h’\b dhglzdl ~_1Zeb aZ ih~ghkbl_ehl gZ ihiezdz
ijh[e_fhl - 3Zk_g hibk gZ ijh[e_fhl

« >hdZab dhb rlh 1h ihldj_im\zZZl k_dhe _e f_gl bet
@:E;B G: DHFI:GB3: K?JLBNBPBJ:G: H> 69*26ihieZdZIZ beb “Ze[ZlZ ~hdmf_glb ehdZpbb e

Mq_kl\hih gZ 6*6 \h “Ze[b ijhlb\ k_jlbnbpbjZzgz dhfiZlgnklz b ke

_hljzgbg_gh gZ ij_bkibIm\zZf_b ijhp_gdZ "Zeb dffiZgbyZl4h~rg k_gzZl1Z ihiezdZ beb Ze[Z ..._ [b~
_\h kdeZ" kh [ZjZfZIZ gZ k_jlbnbdZpb+ZIZ b [Z]ZfI{JZ §Z h~ 6*6

khh™\_lgh "_em\Zf_ dzZdh j_amelZl gZ |hZ 6*6 g_f{ "Z Ko A . N . .
Cdemab h 17 Abe dgb Kemazh a2 kin 646 "2 Knzn pgbpbeze_g hAlh\hj \demgbl_egh b ij

o o ) ] gZ ij_"eh _gzZlz izl_dZ gZ ~_em\Zf_dheZ rlh ..._
D@Ze[b az bkihjzqzgb i_jnhjfZgkb gZ dhfiZgb+Zihjezdzlz beb *Ze[ZIZ \h jhd h~ ~\_ g_"_eb
k_ijlbnbpbjzgz h" 6*6 . 6%*6 .._]h ba\_kIm\Z ihAghkbl_ehl gZ “Ze[Z azZ

Dhjbkgbd beb azk_]gzlZ kljzgz fth H "Z bfZZI ijpAih9Zm\zf_Ih \h ijhp_gZlZ gZ ihiezdZlZ beb “Ze[Z
"Z k_"zezl ~_dZ dhfizgbeZ k_jlbnbpbjZgZ h" 68659 _ 1p pkiniz gz\hAbl_ b ..  ]b gZ\_~_ kbl_ k\h
bkihjZqzez beb g_ baljrbez \h kdez” kR “h]h\hj_QBl~ "4y 74ip\ghkib dZdh azdemqghd gZ ihiezdzl
kiZg~zj*b ijhbalh~b beb mkem]b \h jZfdbl_ gZ kih1£|%

Zdj_~blbjZgZ k_jlbnbdZpb+Z @Ze[bl_1j_[Z \h . i
ij\hkl_i_gz ihklZidZ ~Z k_ mizlZl ~h k_jlbnbpbj$g&ZeAN9_agh .._]h bal_kib ih*ghkbl_ehl gz "Ze[ZI
dhfizgbeZ aZ ~Z b k_ h\hafh b ~Z ihklzib kh “z&zki g ~"_dZ "Ze[ZIZ _ aZl\hj_gZ

jzfdbl_ gZ k\hehl nhjfZe g ijhp_k aZ “Ze[b gZ kbkl_fhl

az f_gz+f_gl b ~bj_dlgh ~Z +Z jZaj_rb kh ihAgfhk® GBI AZzZ ?E?RDB

“Zel[ZlZ « <h kemqgZes gZ g_kh]JeZkm\Zf_ beb “Ze[Z ijhlb\
>hdhedm k_jlbnbpbjZgZlZ dhfizgbeZ g_ h~]h\hj#_drkh]leZk_ghkl dhjbkgbdhl Ij_[Z ~Z ijh~he b ~Z
aZ”h\hebl_e_g gZqbg gZ <Zrzl1Z “Ze[Z 6*6 .._WXliBVZiZ ~Z k_ h[jZ..Z aZ g_mkh]eZk_ghklZ \h [Z]

NZeb <Zrz “Ze[Z _\h~_gZ \h kdezZ” kh ijhp_khl‘\azf gkdh i_jbh” [b”r_«..b ih” g_dhb r_fb k_ ijbf_gr
gZ dhfizZzgb+ZlZ b ~Zeb dhfiZzgb+ZIlZ ijhrhe m\z Npdkgb \j_f_gkdb ijZ]h\b dhb rih fh Zl ~Z \eb-ZZI ¢
iibri’m\z gZ [ZjZfZ1Z gZ j_e_\Zglgbhl k|zg/\zj/\|_dh\gZ|Z bkijz\ghkl gZ k_jlbnbdZpbe+zZlZz
K_jlbnbdZpbkdhlh I_eh _«Z aZ’j'b Zghgbfg'thIde‘Z) N 1Zeb dhe rlh k_ h”rg_km\ZZl gZ bkoh”hl fh
ihAghkbl_ehl gz “Ze[Z1Z \h hA"ghk gZ deb_glhl Z4Hib"Zl aZrlbl_gb kh deZmamebl_azZ “h\_jeb\hkl
ihAghkbl _ehl gz “ze[z ~z~_z~_d\Zlgh hijz\"m\8% [HZfZ1Z az Zdj_"blZpb+Z beb ~h]h\hjbl_ aZ
h~j>*m\zZf_ gz Zghgbfghkl k_jlbnbdZpbeZ gZ 66

EAZ]jb  _ghkl beb ihiezdb azZ ih]j_rgh ij_IklZ\M\#P*Z kljZgZ dhe rih k_ "Zeb bfZ fh ghkl ~Z ih"g

beb hirlb ZdIb\ghkib gz dhfiZgb+Z k_jlbnbpb] [’zﬂfﬂjﬂ\h “hl_ehlh az Zdj_nblZpb-Z b gZ djZ- Kih]

S ' 9 9 129 -11hnbp &%%A\_lgbhl ijhp_k az j_rz\Zf_ gZ kihjh\b gZ |_ehl
Zdj _"blzpb-z

K_dh]zr dh]Z ih~ghkbl_ehl gZ “Ze[Z bfZ bgnhjfZpbb

aZ fh'gb bafzfgbgdb eZ gb beb “jm]b Zdlb\ghkdg 9Z: > 32 KB

k_jlbnbpbjzgzlZ dhfizgbezZ g_khh”\_lgb az g_-a Z]| . ) N

kK jlbnbdZpbez IhZ Ij [Z "Z k_ ijb*Z\b "bj_dlgh>%ﬁ—é&gjbmf 9z dzgp_eZzjbb gz 676 _

<Zrzlz “Ze[Z .._[b~_ ihI\j*_gZ b .._\b [b/\z|'/\@h§é%dlb azZ Zdj_"blzZpbezZ gz 6*6 rmfzZjkl\h b gzZz~a
ih\jZlgb bgnhjfZpbb azZ bkoh”hl eZg_p

GZ ih~ghkbl_ehl gz “Ze[Z fm k_ ij_ihjzqm\Z ij\h ~Z k_

h[jZlb "h ehdZegZl|Z dZgp_eZjbeZ gZ 6*6 beb "Z «Z "hklZ\b
Abj_dlgh ~h khh”A\_1gZlZ Zdj_"blbjZgZ dZgp_eZjbe<Z

dheZ rilh fh™_ ~Z k_ b”~_glbnbdm\Z gZ ih_~bg_qgbhl
k_jlbnbdzl gz khh”\_Igzlz \_[ kljZzgbpZ gZ khikl\_gbdhl
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Polisi dan Proses Aduan,
Pertikaian dan Rayuan

Proses memberi maklum balas dan menangani aduan , pertikaian
dan rayuan adalah satu bahagian penting dalam hubungan antara
pelanggan syarikat dan jaminan kepuasan pelanggan.

la adalah polisi SGS bahawa aduan dan rayuan hendaklah
dikendalikan dalam skala masa yang munasabah dan setelus
yang mungkin, di samping menghormati sepenuhnya prinsip
dan kehendak kerahsiaan dan kesaksamaan dan tidak akan
menyebabkan apa-apa tindakan diskriminasi.

Dokumen ini boleh digunakan untuk apa-apa aduan yang
dibangkitkan oleh pelanggan, bakal pelanggan atau mana-mana
pihak berkepentingan yang mungkin mempunyai kebimbangan
mengenai atau tidak berpuas hati dengan apa-apa aspek
perkhidmatan kami atau perkhidmatan atau prestasi syarikat yang
disijilkan oleh SGS.

la juga terpakai dalam kes rayuan oleh pelanggan terhadap
keputusan SGS atau dalam apa-apa pertikaian lain.

ADUAN MENGENAI PROSES ATAU PEKHIDMATAN SGS
Aduan hendaklah dialamatkan ke pejabat SGS setempat
untuk tindakan dan siasatan lanjut . Anda akan dimakluamkan
pengesahan penerimaan, siasatan terhadap isu itu akan
dimulakan, dan tindak balas yang akan dibuat oleh orang yang
tiada kaitan dengan isu itu.

berpatutan (contoh FSC, BRC) atau dalam kes-kes tertentu di
pautan SGS dibawah.

Aduan seperti itu akan dikendalikan secara sulit dan identiti
pengadu tidak akan didedahkan kepada syarikat yang
dipersijilkan.

PERTIKAIAN DAN RAYUAN

Jika suatu aduan antara SGS dan pelanggan tidak boleh
diselesaikan, dan pelanggan tidak menerima tindak balas SGS,
rayuan boleh dibuat. Butiran akan disediakan atas permintaan
untuk pejabat SGS tempatan anda. Akhirnya pertikaian
hendaklah dikendalikan mengikut peraturan akreditasi,
perundangan, khusus diguna pakai dalam kontrak atau undang-
undang biasa dengan negara operasi.

Proses Menyelesaikan Aduan dan Rayuan
* Aduan atau rayuan hendaklah dikemukakan secara bertulis.

* Membantu dalam proses ini, aduan dan rayuan hendaklah
mengandungi maklumat berikut:

¢ Nama dan butiran pengadu
« Keterangan isu

¢ Bukti untuk menyokong setiap elemen atau aspek aduan
atau rayuan (dokumen, lokasi, orang, tarikh dan lain-lain)

« Penerimaan aduan atau rayuan yang dikemukakan akan
disahkan oleh SGS;

ADUAN MENGENAI SYARIKAT YANG DISIJILKAN OLEH SGS . sGS akan memberi maklum balas awal, termasuk garis kasar

Penglibatan SGS kepada aduan terhadap syarikat yang disijilkan

adalah terhad untuk mengkaji dan menilai sama ada syarikat itu

mematuhi keperluan pensijilan dan memerlukan tindakan yang

sewajarnya. SGS tidak akan terlibat dalam kes-kes pertikaian

individu.

a. Aduan mengenai prestasi syarikat yang dipersijililkan oleh
SGS:

Seorang pelanggan atau pihak yang berkepentingan boleh
mempunyai sebab untuk mengadu bahawa syarikat yang
dibawah persijilan oleh SGS tidak melaksanakan mengikut
piawaian yang dipersetujui, produk atau perkhidmatan
seperti dalam skop pensijilan yang diiktiraf kepada mereka.
Aduan perlu pada mulanya ditangani dengan syarikat

yang dipersijilkan itu sendiri untuk membolehkan mereka
menangani aduan dalam Sistem Pengurusan proses aduan
rasmi mereka dan untuk menyelesaikan dengan pengadu
secara langsung.

Jika syarikat itu disahkan tidak bertindak balas dengan
memuaskan aduan anda, SGS akan menyiasat aduan anda
telah diuruskan mengikut proses aduan syarikat dan syarikat
itu terus mematuhi keperluan piawaian yang berkaitan.

Badan pensijilan hendaklah mengekalkan ketanpanamaan
pengadu berhubung dengan pelanggan, jika pengadu

cadangan tindakan susulan ke atas aduan atau rayuan, dalam
tempoh dua (2) minggu;

* SGS akan menyimpan pengadu dimaklumkan mengenai
kemajuan dalam menilai aduan atau rayuan;

* SGS akan menyiasat dakwaan tersebut dan menentukan
semua tindakan yang dicadangkan dalam kesimpulan kepada
aduan atau rayuan.

« SGS akhirnya akan memaklumkan pengadu apabila aduan itu
dianggap ditutup.

CATATAN PENTING

« Sekiranya terjadi aduan atau rayuan terhadap Ketidakpatuhan,
Pelanggan harus terus memberi respons didalam / mengatasi
Ketidakpatuhan mengikut tempoh waktu yang diperlukan
seperti di bawah beberapa skema dimana terdapat had
masa yang ditetapkan yang boleh memberi kesan keatas
pengesahan sijil tersebut.

« Sesetengah maklumat yang berkaitan dengan hasil yang
mungkin dilindungi oleh fasal kerahsiaan keperluan akreditasi
atau oleh kontrak pensijilan SGS.

¢ Mana-mana pihak membuat aduan mempunyai peluang
untuk membuat rayuan aduan mereka pertama yang badan

PHPEHULNDQ MXVWLINDVL \DQJ PHQFXNX%E%Z@WI@‘(WW ARSRTPENGFEpian pertikaian badan

namanya disiarkan.

b. Kebimbangan atau aduan mengenai salah nyata atau kegiatan
umum oleh syarikat yang dipersijilkan oleh SGS

Dalam mana-mana kes di mana pengadu mempunyai
maklumat mengenai kemungkinan penipuan, memberi
gambaran yang salah atau lain-lain aktiviti-aktiviti syarikat
yang diperakui tidak sesuai untuk pensijilan mereka, ini perlu
dilaporkan terus kepada SGS. Aduan anda akan diambil
maklum dan anda akan diberi maklum balas mengenai
hasilnya.

Pengadu adalah disyorkan untuk pertama kali berhubung
denag pejabat SGS setempat atau boleh membawa terus
kepada perhatian pejabat bertauliah yang sesuai, yang boleh
dikenal pasti pada sijil individu, di laman web pemilik Skim

i'yang sesuarinl.

HUBUNGI SGS DI PAUTAN DI BAWAH:
e 6*6 24FHV 'LUHFWRU\
¢ SGS Forestry and Chain of Custody Accreditations Contacts
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Retningslinjer og prosesser for klager,
tvister og motsigelser

Prosessen med & svare pa og handtere klager, tvister og Nar en klage mellom SGS og en kunde ikke kan Igses, og

motsigelser er en integrert del av selskapets kunderelasjoner kunden ikke godtar SGS sitt svar, kan det klages. Detaljer

og forsikring om kundetilfredshet. vil bli gjort tilgjengelig pa foresparsel til ditt lokale SGS-

Det er SGS policy at klager og motsigelser skal handteres innen kontor. Til syvende og sist skal tvister handteres i samsvar

rimelig tidsfrist og s& transparent som mulig, samtidig som PHG DNNUHGLWHULQJVUHJOHU ORYJLYQLQJ

GH IXOOW XW UHVSHNWHUHU SULQVLSSHU kentraietieyvaplig ¢oveivring drifig@0deb o LWHW R J

habilitet og ikke vil resultere i diskriminerende handlinger.
fitet g ke vil resuttere 1 iskrimi 9 KLAGE- OG KLAGEAVKLARINGSPROSESS

Dette dokumentet gjelder for eventuelle klager fra en kunde, . o
» En klage eller motsigelse skal sendes skriftlig.

potensiell kunde eller en interessent som kan ha bekymringer

om eller er misforngyd med noen aspekter av tienesten var + For & bist& i denne prosessen, ber klager og motsigelser
HOOHU WMHQHVWHQ HOOHU \WHOVHQ WL O ispghoideifglgends &foyrppsi@r’L 1VHUW DY 6*6
Det gjelder ogsa i tilfelle en klage fra en kunde mot en SGS- * Navn og kontaktinformasjon til klageren

beslutning eller i en annen tvist. * Tydelig beskrivelse av problemet

» Bevis for a statte hvert element eller aspekt av klagen eller

KLAGER PA SGS-TJENESTE ELLER -PROSESSER.
klagen (dokumenter, steder, personer, datoer osv.)

Klager bar i fgrste omgang rettes til ditt lokale SGS-kontor for &

undersgke og svare. Du vil motta bekreftelse, en gjennomgang « Mottak av innsendt klage eller klage vil bli bekreftet av SGS;

av problemet vil bli initiert, og tilbakemelding vil bli gitt fra en * SGSvil gi en ferste-repons, inkludert en oversikt over det
person uavhengig av problemet. foreslatte handlingsforlgpet for & falge opp klagen eller
motsigelsen, innen to (2) uker;
KLAGER PA ET SELSKAP SERTIFISERT AV SGS. - SGS vil holde klageren informert om fremdriften i
6*6 LQYROYHULQJ L NODJHU PRW VHUWL1VwWulgiingey pvdrageDedes motdigel® R JUHQV HW
til gjennomgang og evaluering av om selskapet er i samsvar - 6*6 YLO XQGHUV NH SITVWDQGHQH RJ VSHVL1

PHG VHUWLIVHULQJVNUDYHQH RJ NUHYHU gl tifeafitkoNkibpHeR Nk IR P elle@nbldigelsen.

av dette. SGS vil ikke bli involvert i enkeltsaker. . ) 2 °
« SGS vil endelig varsle klageren nar klagen anses a veere

a..0ODJHU ST\WHOVHVOHYHULQJ DY HW 6*6 YWHEHWWLIVHUW VHOVNDS
En kunde eller interessert part kan ha grunn til & klage pa
DW HW 6*6 VHUWL1VHUW VHOVNDS LNNHVKDGEBRMFREWNGBOHU Xwi uw L
samsvar med avtalte standarder, produkter eller tjenester = Ved en klage eller klage pa et avvik, bar Klienten fortsette
LQQHQIRU UDPPHQ DY GHUHV DNNUHGLW HuArel p& Htré¥dede\ar/tdt @en de® mpdvehdige
EULIUVWH RPIJDQJ UHWWHV WLO GHW Middilgidn 104 lddd iWemhhd dHtiONd éh D& hinger\gjeldeX faste

at de kan handtere klagen i sin formelle klageprosess i tidsterskler som kan pavirke den Igpende gyldigheten av
styringssystemet og lgse det direkte med klageren. VHUWL1IVHULQJ

+YLV GHW VHUWL1IVHUWH VHOVNDSHW L N Noen\d¥tajer Kiyttavtil Gfalletkan/evé besky Qs H

pa klagen din, vil SGS undersgke om klagen din er handtert NRQ1IGHQVLDOLWHWVNODXVXOHQH L DNNUHC
i samsvar med selskapets klageprosess, og om selskapet 6*6 VHUWLIVHULQJVNRQWUDNWHU

fortsetter & overholde kravene i den aktuelle standarden. « Enhver part som klager har muligheten til & klage farst til
6HUWL1IVHULQJVRUJDQHW VNDO EHKR O G Hakkrédielihgsdrganét ayQiRIQt fi BRkFetéringsorganets

i forhold til klienten, dersom klageren gir en tilstrekkelig tvistelgsningsprosess.

begrunnelse for & opprettholde anonymitet.

b. Bekymringer eller klager vedrgrende feilaktig fremstilling SGS-ADRESSER
HOOHU DY DNWLYLWHWHU JHQHUHOW L HVW*6*84FHYWLYVHWWWHOVNDS

| alle tilfeller der klageren har informasjon om mulige  SGS Forestry and Chain of Custody Accreditations
XUHGHOLJH IHLODNWLJH HOOHU DQGUH DNWLYLWHWHU L GHW VHUWL1VHUWH
VHOVNDSHW VRP HU XSDVVHQGH IRU VHUWL1IVHULQJHQ E U GHWWH

rapporteres direkte til SGS. Klagen din vil bli bekreftet, og du

vil f& tilbakemelding om utfallet.

Klageren anbefales farst & kontakte det lokale SGS-kontoret

eller eventuelt legge det direkte frem for det aktuelle

DNNUHGLWHUWH NRQWRUHW VRP NDQ LGHQWL1IVHUHYV ST GHW HQNHOWH
VHUWLINDWHW ST GHW DNWXHOOH VNMHPDHLHUQHWWVWHGHW | HNV )6&
BRC) eller i visse tilfeller pA SGS-linkene nedenfor.

60LNH NODJHU YLO EOL EHKDQGOHW NRQ1GHQVLHOW RJ LGHQWLWHWHQ WLO
NODJHUHQ YLO LNNH EOL JMRUW NMHQW IRU GHW VHUWL1IVHUWH VHOVNDSHW

Tvister og klager
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SROLW\AND L 3URFHV SRVWaSRZD(
6SRUDPL L 2GZRuUuDQLDPL

Proces adresowania i odpowiadania na skargi, spory i ORNDOQ\P ELXUHP 6*6 OXE PR.H VNLHURZDO
RGZRUDQLD MHVW LQWHJUDOQD FJ]d FLD UH®D RIS RDMV B LIHIR D NOHE QWRYDIQHJR ELXU!
i zapewnienia ich satysfakcji. ]JDPLHV]F]IRQH QD LQG\ZLGXDOQ\P FHUW\1ND!'

3ROLW\ND 1UP\ 6*6 MHVW WR E\ VNDUJL L RYVWKYRIMWREHN 24D FLFLHOD RGSRZLHGQLH
UR]SDWU\ZDQH Z UR]JVDGQ\P WHUPLQLH L zAPSR\P EBuH 1@ lgHWE YUK LRW \SDGNDFK  Z SRQ
SUJHMU]J\WW\ SU]\ MHGQRF]HVQ\P SHUQ\P SRYIDQRZDQLX ]DVDG

L Z\PRJ Z GRW\F]PF\FK SRXIQR FL L EH]VW BRQ@QUBLFWH Bia6GD WUDNWRZDQH SRXIQLH D W
SRZRGXMPF MDNLFKNROZLHN G]LDUDU G\VNMN®DRGDMBRHMKYNDUJA QLH JRVWDQLH SRGDC

'RNXPHQW WHQ PD |JDVWRVRZDQLH Z VWRVXFTWWERNRB D&M R/ SYUHEGVLAELRUVWZD
ZQLHVLRQHM SUJH] NOLHQWD SRWHQFMDQQHJR NOLHQWD OXE XG]LDURZF Z

GRZROQHM VWURQ\ ]DLQWHUHVRZDQHM N3 47\ PRJ F%L]H REDZ\ OXE

VD QLH]|DGRZROHQL ] MDNLHJRNROZLHN DMEHRW ¥ DWW bF R RRLE@] 0K D NOLHQWHP QLH

ZLDGF]HQLD XVGXJ SU]JH] SUJHGVLAELRUVWRABWHI IR LAWRDONOUHAIW QLH DNFHSWXMH
SGS. RGZRUDQLH PR.H E\O JGR.RQH 6]F]JHJ G\ GRW\I

0D RQ U ZQLH. ]DVWRVRZDQLH Z SU]\sDGNZ%\\%/V%%VQH*BFB%GL@H\%?Q\RBEPSDQUDR'23\?\/%'{;‘;UH]H}]Ff

wobec decyzji SGS lub w innym sporze. 1Q a ] QH ]
DNUHG\WDFML SUDZRGDZVWZD VSHF\1F]QHJR

6.55% '27<&=1&( 86°8* /8% 352&(6>: 66 XPRZLH OXE JZ\NUHJR XVWDZRGDZVWZD Z NUD

6NDUJL SRZLQQ\ E\O NLHURZDQH z sLHUzITHRIPRER VR FL 6r

lokalnego biura SGS w celu rozpatrzenia i odpowiedzi. 352&8(6 52=:,1=<:$1,$ 6.$5* , 2':2"$—

2WUJ\PDV] SRWZLHUG]HQLH JJGRVIHQLD SUJHIORG VSUDZ\ [RVWDQLH ) )

]DLQLFMRZDQ\ D RGSRZLHG, [RVWDQLH GR BYp O RCEFRPRLD QDOH.A VNUDGDO Z |

QLHSRZLP]DQP ]JH VSUDZD - $E\ SRP F Z W\P SURFHVLH VNDUJL L RGZRUI
]DZLHUDO QDVWASXMDPFH LQIRUPDFMH

6.$5*, 1% ),50° &(57<),.2:811 35=(= 66 .« 1D]ZD L GDQH NRQWDNWRZH VNDU.PFHJR

=DDQJD.RZDQLH 6*6 Z VNDUJL QD FHUW\1NRZRE bpid bdblemu

RJUDQLF]D VL4 GR SUJHJOBDGX L RFHQ\ FJ\ 1UPD _VSH(
Z\PDJDQLD FHUW\INDF\MQH L F]\ Z ]ZLD]NX ] Deﬁ %OHPHQWX OXE DVSHNWX VI

VD RGSRZLHGQLH G]LDGUDQLD 6%6 QLH EaG]LN TOH .%%BQ NXPHQWY PLHMVED RVR,E\
indywidualne przypadki sporne, - 2WU]\PDQLH JUR.RQHM VNDUJL OXE RGZRUGUDQ

a 6NDUJL GRW\F]DFH ZLDGFJHQLD XxVvaxJ sBIWEgagmeprzez SCS;
FHUW\1NRZDQD SUJH] 66 - 66 GRVWDUF]\ ZVWA4SQD RGSRZLHG, Z FLDJIX

_OLHQW OXE ]DLQWHUHVRZDQD VWURQD Ptégg%m t?'%zagﬁ%{ﬁc?”\awa\‘;‘ﬁggEp;g’bg‘:(aszgggZR,D ip
GR VNDUJL QD WR .H 1UPD FHUW\1NRZDQ sd}qﬁ £ ] ) ubQ
GRVWDUF]\UD XVuXJL OXE Z\UREX EDG,z8RREBGDL W H QORUPFRIPHPLMNDU.DFHIR R SRVW
] SUI\MAW\PL QRUPDPL OXE ]DNUHVHP LFKYDRYHe AEZRBOAMUDQLD

FHUW\INDFML 6NDUJL SRZLQQ\ E\O Z SLHE*BV]HMGOROWQQR ALSRGD ZV]\VWNLH SURSR
DGUHVRZDQH GR FHUW\1INRZDQHM 1UP\ DEWXNRR.OQEXOGRHMDUJL OXE RGZRUDQLD

]DMAFLH VLa VNDUJD Z UDPDFK IRUPDOQHZRs SRURFHW ¥ A ISR RPL VNDU.DFHIR |
VNDUJDPL RUD] Z FHOX UR]ZLD]DQLD SURERWMG ¥ diH SA R BPNnQLawD

VNDU.DF\P

-H OL 1UPD FHUW\INRZDQD QLH XG]LHOL $BEGARZBO®DMBPFHM

RGSRZLHG]L QD VNDUJa 6*6 JEDGD F]\ VNDYUP\ QPG WRUBODIL OXE RGZRUDQLD RG 1LH
UR]SDWU]JRQD JJRGQLH ] SURFHVHP SRVW&RZLDQHD I¢ID\GHRURBRBIRZLHG]LHO QD UR]ZL
WHM 1UP\ L .H 1UPD QDGDO SRVW&aSXMH |¥RB@bHO@AWY WHUPLDAH SRQLHZD. Z QLHNW |
odpowiedniej normy. RERZLD]XMD XVWDORQH SURJL FIDVRZH NW
-HGQRVWND FHUW\INXMDFD SRZLQQD ]DFRRZWNOZHYPFEPRERRB O FHUW\INDFML
VNDU.DFHJR Z VWRVXQNX GR VZRMHJR NOLHANMD UMM O®OH GRW\FIDFH Z\QLN Z PRJD E\(
wnioskodawca zapewnia odpowiednie uzasadnienie dla NODX]XODPL SRXIQR FL RNUH ORQ\PL Z Z\PD
XWUJ\PDQLD DQRQLPRZR FL DNUHG\WDF\MQ\FK OXE XPRZDPL FHUW\1NDF!

b.6SUDZ\ OXE VNDUJL GRW\F]PFH QLHSUDZL®UBB\7W OREDRVNIDESMDFD VNDUJA PD PR.C
G]LDGDUG 1UP\ FHUW\VINRZDQHM SUJH] 6*6 vLa QDMSLHUZ GR MHGQRVWNL DNUHG\WXMBP
: ND.G\P SUJ\SDGNX JG\ VNDU.PF\ SRVLDSGYRBHRYPDFRIMWUJ\IDQLD VSRU Z RGSRZLHGQ
R PR.OLZ\FK RV]XVWZDFK QLHSUDZLG (R ZRNW i&G1\ B/KEPLFHK
OXE LQQHM G]JLDUDOQR FL 1UP\ FHUW\1INRZDQHM QLH]JJRGQHM ] MHM
FHUW\INDFMDP WR QDOH.\ MH ]JaDV]DO BRRER IHPGQLR GR 6+*6
7ZRMD VNDUJD JRVWDQLH UR]SDWU]RQD-RUD] 2RIW U J\ PIDOV] LVQRRIUPDF M &
0 jej wyniku. « SGS Forestry and Chain of Custody Accreditations Contacts
=DOHFD VL4 VNDU.DPFHPX E\ QDMSLHUZ VNRQWDNWRZDUG VLA ]
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SURFHVVR H 3ROIWLFD GH 4XHLJI
Disputas e ApelacOes

2V SURFHVVRVY GH UHVSRVWD H WUDW D P H QRacBméenHa-Seddé. ¢ Bevlantariid/ehikeVérD dbnithto primeiro
DSHODx HV U SDUWH LQWHJUDQWH GD QRVNRPUR GIVFERWRFAR GREBQWIHD H6*6 RX TXH D U
GD JDUDQWLD GH VXD VDWLVIDXER FRP R HVFULW ULR DFUHGLWDGR DGHTXDGR

)D] SDUWH GD SROIWLFD GD 6*6 TXH DV TXHIDRAWHEFHFDRRHFHUWLIFDGR GD RUJDQL]D
VHMDP WUDWDGDV HP XP SHUIRGR GH WHP &R SVREWIHOVE WHR IRBPY TXHPD FRUUHVSRQ
PDLV WUDQVSDUHQWH SRVViIYHO UHVSHLWESGK DR BN VPR IPHEEY RPVRV QRV OLQNV G
SULQFISLRV H UHTXLVLWRY GH FRQ1GHQFLDOIG DGHLHEDVPEPUERDOUGWEBDYV GH IRUPD F
VHP GDU FDXVD D TXDOTXHU DxER GLVFULRIGHQWUGDGH GD UHFODPDQWH QER VHUE GL

(VWH GRFXPHQWR VH DSOLFD D TXDOTXHU TRHWbBIBER$D/yWUDGD SRU

um cliente, cliente potencial ou qualquer parte interessada ~

TXH WHOQKD TXDOTXHU SUHRFXSDxER RX HPRHIAE CBOR-OYPEY IHLWR FRP ‘
qualquer aspecto de NnosSso Servigo ou com o Servigo ou 6H XPD TXHL[D HQWUH D 6*6 H XP FOLHQWH QE
GHVHPSHQKR GH XPD RUJDQL]DxER FHUWUHMIREDY sGB il 6 OLHQWH QER DFHLWDU D UH

7DPEUP VH DSOLFD QR FDVR GH XPD DSHODXER CUHP P filtfo WRPHpSHODXER 2V GHWDO

UHODXER D XPD GHFLVER GD 6*6 RX HP TXOEOHUVEX R Y B QRFURER DR VHX HVFULW U
legal. HP  OWLPD LQVWEQFLD WUDPLWDUER GH DFRL

DFUHGLWDxXxER FRP D OHJLVODXER HVSHFI1FD
QUEIXAS ACERCA DOS PROCESSOS OU SERVICOS DA SGRX FRP D OHJLVODxER FRPXP GR SDiV GH RSH
$V TXHL[DV GHYHP VHU WUDWDGDV HP SUBBREUN MR GWEFMROXpHBR GH $SHODx HV H 4X
VHX HVFULW ULR ORFDO GD 6*6 SDUD TXH \8#MDIPX HQ[YH RW IVDHED/xEBR GHYH VHU DSUHVH
respondidas. - 3DUD IDFLOLWDU R SURFHVVR DV TXHL[DV G
9RFY UHFHEHUE XPD QRWL1FDxER GH UH F HEguntesQriféiaciésD DQEOLVH GD

TXHVWER VHUE LQLFLDGD H D UHVSRVWD V,Hh{EeG BetiReSR ForffoRioSddiNnYaRt®
TXH VHMD LPSDUFLDO HP UHODXER C TXHVWEI—R/FULXER FODUD GD TXHVWER

QUEIXAS ACERCA DE UM A EMPRESA CERTIFICADA PELAS@S.(YLGYQFLD TXH HPEDVH FDGD HOHPHQWR R

2 HQYROYLPHQWR GD 6%6 HP TXHL[DV UHODFLRQPIEDRXRSHODXER GRFEXPHQWRV ORFD(
HPSUHVDV FHUWL1FDGDV HVWE OLPLWDGR C3B%¥FELVH H DYDOLDXER VH D

HPSUHVD HVWE FRQIRUPH FRP RV UHTXLVLWRWEHEERYQWRFOHERP B TXHL[D RX DSHODXE
FRQVHTXHQWHPHQWH VH H[LJHP XPD DxERQROHILEFDGR $HE>B 6*6

QER VH HQYROYHUE HP FDXVDV GH GLVSXW ¥+ HPWWRXNEDYHY UHVSRVWD LQLFLDO LQF
a. 4XHL[DV DFHUFD GR GHVHPSHQKR GH XPDGRPBQBVE HGW R IGIF DMUDPLWDXxER GD DxER S

pela SGS: DSHODXER HP DWU GXDV VHPDQDV

Um cliente ou parte interessada que tenha motivos para * A SGS mantera o reclamante a par do andamento da
UHFODPDU TXH XPD HPSUHVD FHUWL1FDGDYDHOOD %ER GORTKXRS IRX DSHODXER

ou atuou de acordo com as normas, produtos ou servigos © $6*6 HIDPLQDUE DV DOHJDx HV H HVSHFL1FL

DFRUGDGRV VHIXQGR R HVFRSR GH VXD Fhit Wy 1EFPrERVRVFIMNM @ PWMHROF OXVER GD TXHLI[C

$V TXHL[DV GHYHP VHU WUDWDGDV HP S.UEQ&% By M\IIDI%/EQEL(Q PREWBREDUE R UHFODPD

C RUJDQL]DXER SDUD SHUPLWLU TXH HVW, A D(\j/\l P TXHL[DV
for considerada encerrada

QRV SURFHVVRV GH TXHL[DV GH 6LVWHPDV GH *HVWER IRUPDO H
soluciona-las diretamente com o reclamante. OBSERVA(;OES IMPORTANTES

6H XPD HPSUHVD QER UHVSRQGHU GH IRUPD MPMALY P WHELD PDxER RX UHFXUVR FRQW!L
VXD TXHL[D D 6*6 LQYHVWLJDUE VH VXD E&%Hﬁi@adé?&CWéH@d@v@&Hinﬁé?‘aresponder/
DFRUGR FRP R SURFHVVR GH WUDWDPHQWF, § R UHLPRBIRERR&RQIRUPLGDGH GHQWUR ¢

se a empresa continua atendendo os requisitos da norma uma vez que sob alguns esquemas se aplicam limites de

pe”i”e“t?- i WHPSR 1[RV TXH SRGHP WHU LPSDFWR QD YD
2 UJER GH FHUWL1FDXxER GHYH PDQWHU HM DW R QEP DEVR

a identidade do reclamante perante o cliente, se este - Alguns detalhes referentes aos resultado podem estar
DSUHVHQWDU MXVWL1FDWLYDV DGHTXDGRY, SR HPLBRYXIHR¥EBXIKODY GH FRQIGHQF
anonimato. GH DFUHGLWDxXER RX GRV FRQWUDWRY GH Fl

b.SUHRFXSDx HV RX TXHL[DV DFHUFD GH GHEQBYRH M ERDYPROWHN WHP R GLUHLWR GH C
DWLYLGDGHV JHUDLV GH XPD HPSUHVD FHIRN LGRS HPOHE WD XxER H HP OWLPD LO\
(P TXDOTXHU FDVR HP TXH R UHFODPDQW I G\H.TYYHIG RQGRIUPIBDYEBXxER GH GLVSXWD GR
sobre eventuais atividades fraudulentas, inadequadas e
HWF GD HPSUHVD FHUWL1IFDGD TXH VHMDEREGQFROGI VWHQWHYV FRP
D FHUWL1IFDXxER WDO IDWR GHYH VHU FRRXQLEPGR GULUKHWRRPKHQWH C

6 6_ 6XD TXHL[D VHUE UHFHELGD H YRFY, gé‘flﬂ)lﬁegfry 51d>%?1a% Bf%b'sFo'ag/UAclr?reditations Contacts
respeito dos resultados.
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SROIWLFD H3URFHVVR GH 5HFOD
Disputas e Recursos

O processo de resposta e tratamento de reclamacoes, disputas Recomenda-se ao reclamante que faca o primeiro

H UHFXUVRV U XPD SDUWH LQWHJUDQWH G R RHWDFWRQMRPH Q VHR/ BLDL WRUMMVD ORFDO GD 6*6
HPSUHVD FRP RV VHXV FOLHQWHY H JDUDQ®ILDHGEW VYPMQWH REFRRVEBLW ULR DFUHGLWDGHF
cliente. LGHQWL1FDGR QR FHUWL1FDGR QR ZHEVLWEF
X SROIWLFD GD 6*6 TXH DV UHFODPDx HV HPRRAjERIPER esqurrya (B9 \rH%p BRC), ou em certos
WUDWDGRY DWHPSDGDPHQWH H GH IRUPD WBKRYUDRN &b @NYvwaP BX6 PERLIR

SRVViYHO UHVSHLWDQGR VHPSUH RV SULQ(NI\SDR’VUH-HFED—ID’P(IDVLI—V\Y/RWH(EJPE’R WUDWDGDV FRP
FRQ1IGHQFLDOLGDGH H LPSDUFLDOLGDGH H DDIUGHOWN IQEGRGHXERGBMFODPDQWH QER VHU|
PHVPRV QER UHVXOWDP TXDLVTXHU Dx HV BPSBHUBIVDLEBDWWILUBFWGD HP TXHVWER

(VWH GRFXPHQWR U DSOLFEYHO SDUD TXDOTXHU UHFODPgXER IHLW D

por um cliente, um potencial cliente ou qualquer parte DISPUTAS E RECURSO

interessada, preocupada ou insatisfeita com qualquer aspecto 4XDQGR XPD UHFODPDXxER HQWUH D 6*6 H XP F
do nosso servigo ou servigco ou desempenho de uma empresa VHU UHVROYLGD H R FOLHQWH QER DFHLWDU
FHUWL1FDGD SHOD 6*6 DSUHVHQWDU XP UHFXUVR 2V GHWDOKHV GH

x WDPEUP DSOLFEYHO QR FDVR GH UHFXUGYRVSRQ SEL P HPER % PVRELFIVGLHER SHOR HVFU
GH XPD GHFLVER GD 6*6 RX GH TXDOTXHUPRXMIP & DRBAQEYH DV GLVSXWDV VHUER WU

DV UHJUDV GD DFUHGLWDxER OHJLVODxER H\
RECLAMACOES SOBRE SERVICOS OU PROCESSOS DA SGSRQWUDWR RX OHJLVODXER JHUDO GR SDiV G

$V UHFODPDx HV GHYHUER VHU GLULJLGDYURPHYYRPEHUH VB QWERDRIGH 5HFODPDxXx HV H
SDUD R HVFULW ULR ORFDO GD 6*6 SDUD:TXH HAODPD LK HRMWUBPEOVRHGHYH VHU DSUH\

UHVSRQGLGDV 2 5HFODPDQWH UHFHEHUE ERQBUSPERFBPRUEFHERSBR D UNFODPDXER
GD UHFODPDXER VHUE GHVHQFDGHDGD XPPR@&QLVE FP; X KWW ER RupDxER

uma resposta sera enviada por uma Pessoa independente da
TXHVWER * Nome e contacto do reclamante

* '"HVFULxXxER FODUD GD TXHVWER
RECLAMACOES SOBRE UMA EMPRESA CERTIFICADA PELASGS.Y LGYQFLDV GH VXSRUWH SDUD FDGD HOHP

O envolvimento da SGS em reclamacgdes sobre empresas GD UHAFODPDXIAER RX UHFXUVR GRFXPHQWR\
FHUWL1FDGDV OLPLWD VH C DQEOLVH H DY DletaDet®R GD FRQIRUPLGDGH GD

HPSUHVD UHODWLYDPHQWH DRV UHTXLVLWRGHEROYWEHERXE R HFHFRPERR GD UHFODPD x
UHVXOWDGR G VROLFLWDxER GH WRPD

6*6 QER VH LUE HQYROYHU HP FDVRV LQGL‘{%%%@@%"‘@@@??E@RE%W i”g‘%ovvﬁe;bBQSSOWUDWDU |

a. Reclamacdes sobre o desempenho de uma empresa no prazo de duas (2) semanas;

FHUWL1IFDGD SHOD 6*6 . )
] ] » A SGS mantera o reclamante informado do progresso na
Um cliente ou parte interessada pode ter raz8es para DYDOLDXER GD UHFODPDXER RX UHEXUVR

UHFODPDU TXH XPD (PSUHVD &HUWLlFDG% EHGOR[BTDQ_SEBE DV DOHJDxXx HV H HVSHEL1FE
forneceu, de acordo com requisitos acordados, um servico

RX XP SURGXWR LQFOXIGR QR EPELWR GDVxDVFRYRAR LY RP¥RQD FRQFOXVER GD TXHLIL
DFUHGLWDGD $V UHFODPDx HV GHYHP HP &AL RRWID LBYHWRBRQFHDODPDQWH TXDQGR D
VHU HQGHUHxXxDGDV GLUHFWDPHQWH C HP®Usiqeasiadeshaday 1 FpD G D

SDUD WUDWDU D UHFODPDXxER DWUDYUV GR SURFHVVR IRUPDO GH

WUDWDPHQWR GH UHFODPDx HV GR VHXMNITGHWMMPORENTERVWER H

UHVROYHU D U UHFODPD*xER GLUHFWDPHQWHFDVR GH XPD UHFODPDxER RX UHFXUVR F

6H D HPSUHVD FHUWL1IFDGD QER WUD W D (Canfaypidadepordiients devs pontiquppayesponder/abordar
VDWLVIDW ULD D 6*6 LUE DYHULJXDU VH B URRGHREORERLURPGH B HE@WUR GR SUD]R H[L

em conformidade com o processo de reclamacdes da QDOJXQV HVTXHPDV VH DSOLFDP OLPLWHV G
empresa e se a empresa continua a cumprir os requisitos do SRGHP LPSDFWDU D YDOLGDGH FRQWIQXD GI
referencial normativo relevante. © $0JXQV GHWDOKHV UHODFLRQDGRYVY FRP R Ut

2 2UJDQLVPR GH &HUWL1FDxER JDUDQWL U WDHHRYRWIW RCGRY SHODV FOEXVXODV GH |
5HFODPDQWH HP UHODXER C (PSUHVD GHYBRXEXHWRMYEH RS- WDXER RX SHORV FR
XPD MXVWL1IFDxER DGHTXDGD SDUD PDQWH¥R DQRQLPDWR

b.3UHRFXSDx HV RX UHFODPDx HV VREUH LdMRUPDHER HQUWLERPESGRX XH IDxD XPD UHFODP

VREUH DV DWLYLGDGHV JHUDLV GH XPD HB@BHWD(@H@MH%UQSWDJ D VXD UHFODPD
SGS LOQVWEQFLD DR RUJDQLVPR GH DFUHGLWDXE]|

\
(P TXDOTXHU VLWXDxER HP TXH R UHFODFRIPQWHIWIHIRE Va/ﬁoi';'(é’gv\\//ﬁoxxER GH GLVSX
informacdes sobre actividades possivelmente fraudulentas,

FRP LQIRUPDXER HUU QHD RX GH TXDOTS)ég%N%E%BBSIRUPD

LQDSURSULDGDY SDUD D FHUWL1FDxER thg ajg HYD dy@ SRUWE
OR GLUHFWDPHQWH C 6*6 6HUE FRQLUPD 5 ﬁ’HsLi% BLU_{
UHFODPDXER H R UHFODPHQWH UHFHE HUESHHGEBFNhR & Gpptqly Accreditations Contacts

resultado.
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SROLWLFD L SURFHVXO GH UHFC
OLWLJLL L FRQWHVWD LL

SURFHVXO GH UIVSXQV L VROX LRQDUH D EHEE@XPX L. DERY GQ DM IFIRORHY SIXQ]IWRU FDU
FRQWHVWD LLORU HVWH R SDUWH LQWHJUBGW LW HARPSG ZO EHERYRIVSWQHW®R®U DO SURSUL
FHHD FH SULYH WH UHOD LLOH FX FOLHQ LH[HPHBWOX X\b6REUHWHIs & DWLY IDG DRAXPLWH FD]XUL
FOLHQ LORU de mai jos.

3ROLWLFD 6*6 SHUPLWH WUDWDUHD SOEQJ#HVUWORW GHWID K Q JIHQW HIRYUD O \E HDWLIPVBH iQ PR
UHJRQDELO L FEW PDL WUDQVSDUHQW SRVILGEHQ WU M\DSMHFIVEEEODP CAWEDIEL QX YD 1 IiF
SULQFLSLLOH L FHULQ HOH GH FRQ1GHQ LaD©Oriz#®DWH L LPSDU LDOLWDWH

SUHFXP L HYLWDUHD DF LXQLORU GLVFULPLQDWRULL

$FHVW GREXPHQW HVWH DSOLFDELO sHOWUX RULFE& UHEDDSD LH

IRUPXODWI GH XQ FOLHQW GH XQ SRWHQ% B0 d PN vRPI dRHURIF IO B DLUHWIIRWUH 6%6 |
LOWHUHVDWIi FDUH DU SXWHD DYHD LQJUUMRHIBOLY BWIs DWW 6 A LG WY OFRXDNERESWI UIV
DO VHUYLFLXOXL QRVWUX VDX GH VHUYLFAD{td RUELRQWHRWPDIHD RYWPOLLOH YRU 1 SXVH
FRPSDQLL FHUWL1IFDWH GH 6*6 ORFDO 6*6 OD FHUHUH %Q FHOH GLQ XUPIi O
WESWRRYPHOH GH DFUHGLWDUH

$FHDVWD VH DSOLFi GH DVHPHQHD 1Q F b&glaaﬁk%%\%gl}/%){?&WHP[’—;M\/DVM OHJLVOD L

IRUPXODWH GH XQ FOLHQW iPSRWULYD xd L SQFY?LFLFE

litigiu.
3URFHVXO GH VROX LRQDUH D UHFODPDWLLOF
PLANGERI DESPRE SERVICIILE SAU PROCESELE SGS. © 2 SOEQJHUH VDX R FRQWHVWD LH VH GHSXQH

30EQJHULOH DU WUHEXL Vi 1H DGUHVDWH & §WLRXE B Q% E OWRS XYW BERRHY UHFOD
6*6 SHQWUX D LQYHVWLID L D UIVSXQGH QyHsSHLRE FEBRAXEPYYPIWRDUHOH LQIRUPD

YD 1 LQL LDWIi R DQDOL]D D SUREOHPHL L X | XQV
SHUVRDOI LOGHSHOGHOW] GH SUREGHPI XBNSEK QY dBWHBRYGAERQwDFwW DoH UHFC
« '"HVFULHUHD FODUI D SUREOHPHL

3/e1*(5, '(635( 2 &203%1,( &(57,),&%$7i "( 6*6 '"RYH]L FDUH Vi VXV LQi 1LHFDUH HOHPHQW \
,PSOLFDUHD 6*6 1Q SOEQJHUL TPSRWULYD VRFQEHQIHUAR W PN WML UHEWHWHP XL GRFXPHQ
OLPLWHD]i OD H[DPLQDUHD L HYDOXDUHD F@@ERYPLWI LL VRFLHWI LL FX

FHULQ HOH GH FHUWL1FDUH L SULQ XUPDYHLRRNBXFHWOYEQINQRW BKVEHEXQHUHD
DGHFYDWH 6*6 QX VH YD LPSOLFD 1Q FD]X kbbukoScGid Jels@%DOH GH OLWLJILX

a.30EQJHUL FX SULYLUH OD OLYUDUHD GH $H§ NRIRPHRUL XK QHY PRABPELLL DO LQFOXVL
FHUWL1FDWH 6*6 DF LXQH SURSXV SHQWUX D GD FXUV SOEQJH
8Q FOLHQW VDX R SDUWH LQWHUHVDWI SRODHWH HQ HIOH PRRXLUYH WilSWIPEQL

UHFODPH FI R FRPSDQLH FHUWLI1FDWI 6%68%abhieth redRifantuPcl privire la progresele

QX D HIHFWXDW TQ FRQIRUPLWDWH FX VWPRGPYGHNODWHIREKYBORDUHD SOEQJHULL \%
VDX VHUYLFLLOH FRQYHQLWH 1Q FDGUXO EFHUWL 1BIWLL PR %FF ;'&EWB H VD VSHELL
30EQJHULOH DU WUHEXL 1Q SULPXO UEQ%UWS&H ﬁe HQ/PM B bHWI LL
FHUWL1FDWH SHQWUX D OH SHUPLWH Vi VROX LRQH] SEQSHUHB 10

FDGUXO SURFHVXOXL GH DQDOL]D VL WUDS/\P[?M*&)ULL)HW@B(PBHLFLWO(QES'—FDGUXO
VLVWHPXO GH PDQDJHPHQW L Vi VROX ER6QH|HDSQRWO HPD ‘QLEHOW GLQ XUPI UHFODPD
cu reclamantul. SOEQJHUHD HVWH FRQVLGHUDWI TQFKLVI

%Q FD]XO iQ FDUH FRPSDQLD FHUWLlFD\%vqj?)é UIA/SX(SQ3 gﬁgﬁ
VDWLVIIFIWRU SOEQJHULL GXPQHDYRD ( 696YD L(g L(JD GDFI

SOEQJHUHD GXPQHDYRDVWUI D IRVW JHVWIR & BIXOT ¥ EFHRlQ FrOFRMIY W IY DX D XQHL FRQW
FX SURFHVXO GH DQDOL]D VL WDUWDUH DQUHFREDRBPLVHIRY 56 LHPENQ DH. WIUHEXL VI F

GDF{ VRFLHWDWHD FRQWLQXI Vi UHVSHFWH PEBUG MO HV B Q RIPE WAWHD TQ WHUPHQ
relevant. WHUPHQL FDUH SRW DYHD XQ LPSDFW DVXSU

2UJDQLVPXO GH FHUWL1FDUH SIVWUHD]I IPQFRFbLLwa:)JBLlBHFODPDQWXOXL
TQ UDSRUW FX FOLHQWXO 1Q FD]XO0 1Q FD®YHOHIFB BWHE&WKX & RIKMWHVRRDUH OD UH]XOWD!
MXVWL1IFDUH DGHFYDWIi SHQWUX PHQ LQHWU‘@R"‘Q@F"*DW)@LHQ LDOLWDWH DOH FHUL

b. 3UHRFXSIUL VDX UHFODPDWLL FX suLYLUR WY SR RE VKPS gk EHUWLIFDUH 676

FHUWL1FDW VDX DFWLYLWIi LOH JHQHUD'O?{U[bBH KDHW I FPIQEHSXQH R SOEQJHUH DU
FHUWL1FDWH GH 6*6 L GHSXQH SOEQJHUHD PDL TQWEL OD RUJL

] H D.HQWLWDWHD UHVS
,Q FD]XO iQ FDUH UHFODPDQWXO GH LQH L%: EBq_ Qsmf? uB Pl
SRVLELOH DFWLYLWI L IUDXGXORDVH GHE?; B P #\ﬁb%FORU D RUJDQLVF

QDWXU[ DOH VRFLHWI LL FHUWL1FDWH QFF ] KDUH FHUWLL1FIULL
ORU DFHVWHD DU WUHEXL UDSRUWDWH %hllflétF FIWUH 6*6 5HFODPDWLD
GXPQHDYRDVWUI YD 1 UHFXQRVEXWI L YL VH ¥5°GD IHHGEDFN FX

privire la rezultat. * 6%6 24FHV '"LUHFWRU\
5HFODPDQWXOXL L VH UHFRPDQGI Vi FRQWSFARSW Shainghfesiody Aggreditgfions Contacts
ORFDO 6*6 VDX SRDWH DGXFH SUREOHPD OD FXQR WLQ D GLUHFW
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@Zeh[u Kihju IheblbdZ b Ijhp_ kk
H[]Zs _gbc

ljhp_kk j_Z]lbjh\Zgby gZ "Zeh[u kihju b h[jZs_gbAZy\bl_ex j_dhf_g~m_lky kgZqzZeZ h[jZIblvky \ f_k
yley lky g_hlt_fe_fhc qZklvx hilghr_gbc k deb_glifbk 6*6 beb "h\_klb ~h k\_~_gby g_ihkj_"klI\_ggh
gZr_c dhfiZzgbb b ]1ZjZglb_c m~h\e_I\hj_gghklb khhI\_IlklI\mxs_]h Zddj_~blh\Zggh]h [xjh dhlhjh_ fh
ihlj_[bl_e_c [ulv hij_~_e_gh ih bg”"b\b"mZevguf k_jlbnbdzIzf i
< khhi\_lkl\bb k iheblbdhc 6*6 “Zeh[u b h[jzs_gKphN_IkI\mxs_c ko_f_\ez”_evpz kZclZ gZijbf_j )
Ahe gu [ulv h[jZ[hlZgu \ ij_~_eZo ijb_fe fh]h %5& beb \ g_dhlhjuo kemqgZyo ih 6*6 kkuedzZf gb’_
i_jbh~zZ \j_f_gb b gZklhevdh ijhajZzqgh gZkdhevdiZa&bh “Zeh[u [m"ml| jZkkfZljb\ZIvky dhgnb”_gpbZe
\hafh gh iheghklvx kh[ex”Zy ijbgpbiu b Ij_[h\Zgbyebgghklv bklpZ g_ [m”_I khh[s_gZ k_jlbnbpbjh\Z
dhgnb”_gpbZevghklb b [_kijbkljZzklghklb dhlhjudlyfiZzgbyf

ijb\_~"ml gb d dZdbf "bkdjbfbgZpbhgguf *_ckl\byf

WIhl ~hdmf_gl ijbf_gbf "ey ex[hc “Zeh[u ih~AgythtHIJU B @:EH;U

deb_glhf ihl_gpbZevguf deb_glhf beb ex[hc 2keb “Zeh[Z f_""m 6*6 b deb_glhf g_ fh _| [ulv j_r_g

azbgl_j_kh\Zgghc klhjhghc dhlhjzZy fh™_1 bf_IlvzhiZk_ghyg ijbgbfz | hi\_| 6*6 fh" _| [ulv k"_eZgh
ih ih\h"m g_m~h\e_I\hj_gghklb ex[uf Zki_dIhf giZzlh gb_ 1h”*jh[gZy bgnhjfZpby [m~_l ij_~hklZ\eylv
h{kem 'b\Zgby beb jZ[hlhc dhfiZgbb k_jlbnbpbjh\Zgighkm \ f_kliguc hnbk 6*6 < dhg_qghf kq_I_ kit
6%6 Ahe'gu [ulv jZkkfhlj_gu \ khhI\_Ikl\bb k ijZ\bezfb
Wlh 1zd _ ijbf_gbfh \ kemqZ_ h[jZs_gby deb_glA€djnrhlZpbb aZdhgh”Zl_evkI\Z dhlhju_ ijbf_gbfu
j_r_gby 6*6 beb \ ex[hf Ajm]hf kihj_ dhgdj_Ilgh \ *h]lh\hj_ beb klZg~Zjlghf aZdhgh”ZIl_evk

kljZg_ ijbkmlkl\by

@:EH;U IH IH<H>M MKEM= BEB IJHP?K@®HFe&h[Z b Zi_eeypbhgguc ijhp_kk ijbgylby
SGS j_r_gb&eh[Z beb Zi_eeypby ~he gZ ihAZ\ZIvky \
@Zeh[u “he gu [ulv Z*j_kh\Zgu ij_""~_\k_]h <ibrk¥fm gghf \b"_
_f_klghfm hnbkm 6*(.5 ey Ihlh qlh[u jZah[jZlvky b»eylh]h glh[u ihfhqv \ ~Zgghf ijhp_kk_ “ZehJu
ihemqgblv hiI\_I <u ihemqgbl_ hnbpbZevgh_ m\—/\h‘oengeeypbb "he'gu \dexgZlv \ k_[y ke_~mxsmx
h[fahj ijh[e_fu [m~_1 gZqzZl ihke_ q_]h \u ihemqbb—gﬁﬁ‘j—ka‘ox - -

~ -
g_eh\_dz g_az\bkbfh]h hi \aJey~h\ d ijh[e_f_ Bfy b dhglzdigu_ ~Zggu_ aZy\bl ey

@:EH:U G: DHFI:GBX K?JLBNBPBJH<:GG®&ley"gZy nhjfmebjh\dZ ijh[e_fu
SGS e« >hdZazZl_evkI\Z ~ey ih~~_j db dZ ~h]lh we_f_glZ |
MqZklib_ 6*6 \ “Zeh[Zo ijhlb\ k_jlbnbpbjh\Zgguo Zki_dIZ "Zeh[u beb h[jZs_gby ~hdmf_glu f_klIZ
dhfizgbc h]jZgbg_gh h[ahjhf b hp_gdhc Ih]h khhiI\*4kuvk 11"
eb dhfizgby Ij_[h\Zgbyf k_jlbnbdZpbb b Ij_[m_fufjbb # ij _~hklZ\e _gguo gZ jZkkfhlj_gb_ “Zeh[ beb
blh]_ ij_~mkfhlj_gguf ~_ckl\b_f < hiI*_evguo kemjgZgogbc [m~_1I ijbgyl d k\_~_gbx 6*6
kihjz 6*6 g_ klZg_l ijbgbfzlv mqZklby - 6*6 h[_ki_qgbl i_j\hgZqzevguc hi\_I \ Ihf gbke_
D@Zeh[u h[ bkiheg_gbb h[yaZl_evkl\ dhfiZzgbyfbgz[jhkdb ij_~ez]Z_fh]h dmjkzZ ~_ckl\bc ih j_r_ghbx
k_jlbnbpbjh\Zgguo 6*6 “Zeh[ beb h[jZs_gbc \I_g_gb_ ~\mo g_"_ev
M deb_glZ beb aZbgl_j_kh\Zgghc klhjhgu fh =l dudv[m~_| ~_j ZIv aZy\bl_ey \ dmjk_ h oh”~_ jZ[hlu \
ijbgbgZ "ey "Zeh[ dh]~Z dhfiZgby k_jlbnbpbjhhpggdy “Zeh[ beb h[jZs_gbc
66 g_ bkihegy_I k\hb h[yaZl_evkI\Z \ khhI\_Ikg\gbin | jzkke ~h\ZIv aZy\e gby b mdZau\ZIv \k

k khleZkh\Zggufb k1Zg~Zj1Zfb ijh"mdIZib beb p\pp a skby (T Aeh: Tazde A
mkem]Zfb \ jZfdZo bo zddj_~blh\Zgghc k_jlbnbgl%jpzbbsb—gby y Y- -9gu_ Xq_9b_ [u

@Zeh[u “he’gu [ulv ij_"~_\k_]h Z7~j_kh\Zgu \ - .
k_jlbnbpbjh\Zggmx dhfizgbx qlh[u iha\hebly $%6 9Zdhg_p m\_*hfbl azy\bl_ey dh]*Z "Zeh[Z [m"
h1j_Z]bjh\ZIv gZ “Zeh[m \ jZfdZo k\h_c nhjfzev§fA@!ZIvky aZdjulhc

Kbkl_fu mijZ\e_gby ijhp_kkZfb “Zeh[ 7~ey ihbkdZ

j_r_gbc g_ihkj_~kI\_gghlh k bkiphf <:@GU? A:F?Q:GBY

?keb k_jlbnbpbjh\ZggZy dhfizgby g_ hl\_Ibl * < kemqgZ_ “Zeh[u beb Zi_eeypbb gZ G_khhlI\_Ilkl\b_
mAh\e _I\hjbl_evgh gZ <Zrm “Zeh[m |h 6*6 jZkk@ebmg| *he _g ijh*he ZIlv j_Z]bjh\Zlv b j_rZlv
*Zeh[m h dhlhjhc rez j_qv \ khhi\_Ikl\bb k ijhpihdienfm G_khhI\_Iki\by \' I_q_gb_ Ij_[m_fh]h
jZkkfhlj _gby “Zeh[ dhfizgbb Z I1Zd °_ \uykgbl kjhdZ ihkdhevdm \ g_dhlhjuo ko_fZo ijbf_gyxlky
ijh he Z 1 eb dhfizgby khhI\_IkI\h\ZIv Ij_[h\zZghPdkbjh\Zggu_ ihjh]lh\u_ agZq_gby \j_f_gb
khhi\_lklI\mxs_]h klzg~zjlz dhlhju_ fhlml ih\ebylv gZ I _dmsmx ~_cklI\bl_evghkl

11_kimxsbc hj]jZg ~he'_g khojzgblv Zghgbfghki{—ilbnbdZpbb

azZy\bl_ey ih highr_gbx d deb_gIm _keb azZy\bIGe@dhlhju_ "_1Zeb dZkzZxsb_ky bkoh”z fh]iml [ulv

h[_ki_gb\Z_| gz~e_"Zs__ h[hkgh\Zgb_ ~ey khojZ4sSkpygu klZlv_c h dhgnb”_gpbZevghklb Ij_[h\Zgh

Zghgbfghklb zddj_“blzZpbb beb ~h]h\hjZfb k_jlbnbdZpbb 6*6
Eljh[e_fu beb “Zeh[u ih ih\h~m \\_~_gby \ az[emEx[gy klhjhgZ ih~"Zxszy “Zeh[m bf__Il \hafth ghklv
beb h[s_c ~_yl evghklb dhfizgbc k_jlbnbpbjhVdggab\Zlv wim "Zeh[m kgZgZeZ \ Zddj_"blZpbhggt
6*6 hjJZg_ beb \k_ “_ \ijhp_kk_ mj_]mebjh\Zgby kihjt

< ex[hf kemgZ_ dh]~"Z azy\bl_ev bf__| bgnhjfzfBRI\-IkI\mxsbf zddj_nblzpbhgguf hjJzght

h \hafh guo fhr_ggbg_kdbo ~_ckl\byo \\h"ysbo*h . oK -

az[em '~ gb_ beb bghc ~_yl _evghklb k_jibnbPbjfrzgdrd:

dhfizgbb g _ijb_fe fhf "ey bo k_jlbnbdZpbb wlWZhkeghHnbkh\ 6+*6

[ulv khh[s_gh g_ihkj_"kI\_ggh 6*6 <ZrZ "Zeh[Z gh_ ohaycki\h b p_ib khojZgghklb zZddj_~blZph
[m~_lijbgylZ b [m~_I ij_"~hklZ\e_gZ h[jZlgZy k\&"mﬁl dih\ 6+%6

j_amevlZlZo
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NVIgd3S

SROLWLND L SRVWXSDN -DOEL
reklamacija | ulaganja prigovora

3RVWXSDN UHDJRYDQMD RGJRYDUDQMD Q®UHDIRAHX QXWNHD U A DG MW YR NRQWDNWLUDWH
XOR-HQH SULJRYRUH OLQL VDVWDYQL GHR RGIQRMIPRIHWH RESDOIMH L GLUHNWQR RGJ
SUHPD NOLMHQWLPD L REH]JEHUHQMD ]DGRYPOWHQMDLNWQLNAHMDWEB PR-H LGHQWL1INRYD\

3UHPD SROLWLFL 6*6 D -DOEH UHNODPDFISRMHGIGRRAQRR YHIRYRINDWX QD ZHEVDMW.
VH UH DYDMX X UD]XPQRP YUHPHQVNRP SHULR GRS &RANEHRERGCUHUHQLP VOXODMHYL

MH PRIXOH WUDQVSDUHQWQR X] SXQR SR PH&YSHS linkpva papigppip aayinu ovog dokumenta. Te
poverljivosti i nepristrasnosti i bez bilo kakvih diskriminatorskih SULWX-EH OH ELWL WUHWLUDQH NDR SRYHUC
akcija. VH -DOL QHOH ELWL SR]QDW VHUWL1INRYDQR

2YDM GRNXPHQW VH RGQRVL QD VYH 'DO%K{M%H@MIBQGY)%PQH

klijenata, potencijalnih klijenata ili bilo koje zainteresovane
VWUDQH NRMD PR-H ELWL ]JDEULQXWD LOL RMH ﬁ?@(‘s\"ﬁ(\(HBﬁ L\/ ¥YRRY QD SULWX-ED L]PH
HQ(\,N QH SULKYDWD R

DVSHNWRP QD H XVOXJH LOL XVOXJRP NRPQlS'QXL VoY Y y\ﬁ
Srane SGS.a. RLWE SULTRYRS "FWDOMH OHWH GREL

RNDOQRM 6*6 NDQFHODULML 3ULJRYRU OH

3ROLWLND -DOEL UHNODPDFLMD L XODJDQg}gg@aS%JFg W\/_R\p,pngqu,,pFodequﬁwDHMH \

i na bilo koju primedbu klijenta u odnosu na odluku SGS-a i na postupkom navedenim u ugovoru ili prema normalnom
primedbe po drugim osnovama. ]JDNRQRGDYVWYX X JHPOML X NRMRM VH SUX-
A$/%( 1$ 86/8%( ./, 352&(6( 6*6 $ 3RVWXSDN UH DYDQMD UHNODPDFLMD LOL SUL
8 SUYRP UHGX -DOEH WUHED XSXWLWL QD Refameciifiptgever keRersiestaytpisanimpytem.

6*6 D UDGL LVWUDJH L RGJRYRUD 'RELOHWENRRBLYVBXRBELXGPOD BIHDHOL]DFLMD RYRJ S
SRNUHQXWR SUHLVSLWLYDQMH 9D HJ SLWDRUWLDI RYREILRW R H EDH GEDD WN.ORMKRED QDUHGQH L(

nezavisna od iznete primedbe. e ,PHL NRQWDNW GHWDOMH RQRJD NR XOD-H

A$/%( 1$ .203$1,-8 6(57,),.29$18 2' 675$ 1 (" 6Aayopis reklamacije

8OH OH 6*6 D X -DOEDPD XSXOHQLP QD UDG%ﬁé@WEW@ZUJeS"ak'e'eme“““aﬁpekt
VHUWLINRYDQLK RG VWUDQH 6*6 D VH RJU DG Bigowerg (dpkymenig. Igkadauasope.

i ocenjivanje: da li je kompanija u saglasnosti sa zahtevima datumi itd.)

VHUWLINDFLMH L QD SUHGX]LPDQMH RGJR BW MM R O BANHFQ M H KNONDPIEX MH LOL SULJRY
VD UH]XOWDWRP RFHQH 6*6 VH QH XSX W Dstan®®3SeL]X ]DVHEQLK

VOXODMHYD SULPHGEL - 6*6 OH GRVWDYLWL LQLFLMDOQL RGJRYRU N
a. ADOEH QD SHUIRUPDQVH NRPSDQLMH VHUXWN.QMRKX®XYHK®RGNIWDWIQHRSLY SUDYFD GHORY
SGS-a: UH DYDQMD UHNODPDFLMH X URNX RG GYF

.XSDF LOL ]JDLQWHUHVRYDQD VWUDQD PR X»Xa BPHWEDY} WD YD WLOERLMMH QWD NRML MH
NRPSDQLMD VHUWLINRYDQD RG VWUDQH ecesi reklgnariei LVSRUXOLOD LOL VH

QLMH SRQD DOD X VDJODVQRVWL VD VWD @GDY /R LURON B-RM Y RBIYADGHOL VSHFL1IFLUDWL
XVOXJDPD X RNYLUX SUHGPHWD VYRMH D NWHEW MR 1D Qh Y& & ME-EINPH L M H

BULPHGEH WUHED X SUYRP UHGX XSXWL%’*LBVJHJWIJ:‘E)vﬁVRIQ_a/M NOLMHQWD NRML VH -D¢

NRPSDQLML NDNR EL MRM VH RPRJXOLORrng ac eRkaé.éJS%ugesH]grL to'\/(lar)l(om
IRUPDOQX SURFHGXUX ]D -DOEH X RNYLUX 6LVWHPD DG-PH

L GD LK GLUHNWQR UH L 9$A1( 1$320(1(

8NROLNR VHUWLINRYDQD NRPSDQLMD QH RGHRHEPYWIXQLBOEH LOL -DOEH QD QHXVDJOD |
JDGRYROMDYDMXOL QDOLQ 6*6 OH SURY Hyk Wl GR AL Vdb VPGS HYWS DEBB QHXVDJIOD HG
SRVWXSDOR X VNODGX VD NRPSDQLMVNRR SHBABGKKBRNYIBREWHU VH SUHPD QHNLP

L GD OL NRPSDQLMD L GDOMH LVSXQMD Y Dy \RAHY HYRINRS 4 RAFOWID ¥ 95 B VLG @ RALWO 1 HWI KN

standarda. . 3BRYHUOMLYRVW QHNLK GHWDOMD LVKRGD -D

SHUWLINDFLRQR WHOR OH ]DGU-DWL DQRﬂ%&&ﬁéﬁ‘é&réﬁé‘d}lu@oﬂ&ﬂaﬁ#ﬂ%vamSGSugovorao
WUD-HQX RG VWUDQH NOLMHQWD XNROLWU@,IMHQMQEH]EH

RGJRYDUDMXOH REMD MHQMH ]D OXYDQMH DQR
Q Q ] Q6YDN \9 DNRMD VH -DOL LPD PRIXOQR\

b %ULJH LOL -DOEH YHIDQH D SRIUH QR SUMGYVER YA RUR b O &KL SRAGA vii 0D R
DNWLYQRVWL 676 VHUWLINRYDQLK NRPSDQ4MYpQMH UHNODPDFLMD DNUHGLWDFLRQR.
8 VYDNRP VOXODMX NDGD LPDWH LQIRUPDFLMX R PRIJXORM
JORXSRWUHEL QHWDOQRM LQWHUSUHWBESMIDREBFHGVWDYOMDQMX LOL GUXJRM
DNWLYQRVWL VHUWLINRYDQH RUJDQL]DFIEMH NRMD MK XFUXSURWQRVWL VD

SR o R o wunan HED oW Serbely dRdchtiNotcifdy stefaiatdis Bontacts

SULPHGED OH ELWL UD]JPRWUHQD L GRELOHWH R
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AVAOTS

SROLWLND D SURFHV ULH HQLD V
VSRURY D RGYRODQI

3URFHV UHDJRYDQLD D ULH HQLD V D-QRVWD NBRR RYDD RROMRIOBRG MBLH HQU G YHUQH I
QHRGGHOLWH@QRX V ODV RX Y] DKRY QD H®HESFHRBHRW WINR WOIOLHIM WBR ®ROQRVWL ]QF
JEUXNRX VSRNRMQRVWL JEND]QIND

3ROLWLNRX 6%6 MH -H V D-QRVWL D RGYROBQUDEXEANAH Hou

Y SULMDWH@QHM ODVRYHM OHKRWH D OR Qb M®WRIb 8K &bl feW W R HQRIARIP QLH MH PR-Q
V ODVQRP SOQRP UH SHNWRYDQI SULQFiSIEND] @R OEDWRHIWEMH UHDNFLX 6*6 MH PR-
G YHUQRV D QHVWUDQQRV D EH] DN(FKN'FHEW(WH)QQE‘X@H@@(SR'LDGDQLH VSUIVWXSQHQU
GLVNULPLQDOQ(FK RSDWUHQI SRERONH 6*6 6SRU\ EXG V NRQHOQRX SODWC

7HQWR GRNXPHQW VD Y] DKXMH QD DN NRY VALY ¥.BROYLEQRfH PN UHGLWEFLH OHJILVC
SRWHQFLEOQHKR JEND]QIND DOHER DNHMNKB @MY PO VHiy BEYRECQHM OHJILVODW
VWUDQ\ NWRUiI PDM REDY\ R DOHER V GBHRFAINRMIH Y QLPRYU OPRR/WHIND RGYRODQLD
DVSHNWRP QD HM VOX-E\ DOHER VOX-E\ -D® HEGRSW E Bld VSR RRIQBWYLH PXVi E\ SUHGC
FHUWLINRYDQHM 6*6 forme.

7THQWR GRNXPHQW MH SRX-LWH@gQ( WDNWLHNR SRIFPRB ROROPRISUNBPHVH V D-QRVWL
JEND]QIND SURWL URJKRGQXWLX 6*6 DOHERBWILKRNBP MRaNOHG XMMRPH LQIRUPEFLH

spore. « OHQR D NRQWDNWQU GDMH V D-RYDWHgD

6-$A1267, 1$ 6/8A%8 $/(%2 352&(6< 6*6 * -DVQ( SRSLV SUISDGX

6 D-QRVWL PXVLD E\ GRUXOHQU QD SUH HWUNBLISPEHERWEON i1 LsRRRAINGU YRN DOHER D\
SGS, ktora zaujme stanovisko. Dostanete potvrdenie, bude DOHER RGYRODQLD GRNXPHQW\ PLHVWD I
LQLFLRYDQU SUH HWUHQLH SUREOUPX D VVEDYMDNMR 9 BHIGHGR-R-RHOHEAWDOV D-QRVWL DOHER
NWRUE QHPE -LDGQX VSRMLWRV V SUREOUPRWPYUGHQU RG 6*6

° 66 GR GYRFK W(-GYyRY SUHGOR-i SUYRWQ U
- - 3 * L~ .. ~
6-$A1267, 1$ 632/29126- &(5,),.29$1° 6*6 QEOUWX QDYUKRYDQUKR VPHURYDQLD OLQQ
=DLQWHUHVRYDQLH VD 6*6 GR V D-QRVWIi QP FHIRVMLNRYPRER RGYRODQLD

VSROROQRVWL MH REPHG]HQU QD SUHVN PQ,QGL m\ ﬁg\(?\ﬁ\é/(slIQH_I—(bIRUPRYD V D-RYDWH

OL VSROROQRV MH Y ]JKRGH V SR-LDGDYNDy LK &Wé
Y\ RVWL DOHER RGYROD!
SR-DGRYDQLH SUIVOX QUKR JEYHUHOQUKR RSD HQLD 6* -Q

QH]DSRMi GR MHGQRWOLY (FK VSRURY - 6*6 SUH HWUI WYUGHQLD D SHFLINXMH Y HW
. RS WUH% Dq_'D Y\WSRULDGDQLH V D-QRVWL
a.6 D-QRVWL QD Y(VOHGN\ VSROROQRVWL FHUWLINRYDQHM 6*6
. A . 656 QDNROQLHE R EPL V D-RYDWH@gRYL -H V
=END]QIN DOHER ]JDLQWHUHVRYDQE ku DR HY c];DY LH HQ
V D-RYD VD -H VSROROQRV FHUWLINRYDQ E 6*% PE Y ( VOHGN\
DOHER QHNRQEYVODGHVGRKRGQXW(POLe WR DPL 1Qj|dG£GEYD
Y(UREN\ DOHER VOX-E\ Y UR]JVDKX DNUHGL YD
6 D-QRVWL EXG QDMSUY ULH HQU FHUWL ! g %E%&@CER RSLYHRSDQ;\D/ (Sjt
DE\ V D-QRV PRKOD E\ ULH HQE Y UEPFL g % X OLHNWRU (FK VQ\VWUP
VI\VWUPX PDQD-UUVWYD V D-QRVWi D DE\ DV YU oY NWRUUQP X PD g(SO\Y D W
Y\ULH HQE SULDPR UWL 1N FLH Q
N FHUWLINRYDQE VSROROQRYV HUHDJX H X LYR Y
5\;} D-QRV 6*6 Y\QHWUi oL Yg D VQD-QRV HL’I'O@S'Q g\?m‘ W(NDM FH VD Y (VC
V SURFHVRP ULH HQLD V D-QRVWi VSROR H'f@ §$ NLT:]%'E)WDISLQ’(\IFRK szl
QD@DOHM Y\KRYXMH SR-LDGDYNEP SUiIVO 5 Q( Q

&HUWLINDO®Q( RUJEQ XGU-1 DQRQ\PLWX V MYR% IJ~? PE SUIOH-LWRV

NihcLwbpoouprx R
DN V D-RYDWHg SRVN\WQH DGHNYEWQH Réﬁ%\?@ﬁf&}%@ %U

HQLD VSRUX DNU
anonymity.

b.2EDY\ DOHER V D-QRVWL W(NDM FH VD ¥NrESY OG5Qi DOHER

Y HREHFQ(FK DNWLYiIW VSROROQRVWL FHHN%L}A\I&Y\PQ_ '\ﬂ||§vv€hU\

9 ND-GRP SUISDGH DN V D-RYDWHg PE I‘-Qslézsngrgg%r%}éhol:tHjailﬁof;t(u'gtodyAccreditations Contacts
SRGYRGQ(FK VNUHV@gXM FLFK DOHER LQ(FK OLQQRVWLDFK

FHUWLINRYDQHM VSROROQRVWL QHSULPHUDQ(FK LFK FHUWLINEFLL

PXVi WR E\ QDKOEVHQU SULDPR 6*6 9D D V D-QRV EXGH

VSEWQH SRWYUGHQE D Y\ GRVWDQHWH R]QEPHQLH R Y(VOHGNX

6 D-RYDWH@RYL VD RGSRU OD QDMSUY NRQWDNWRYD PLHVWQX
SRERONX 6*6 DOHER VD P -H REUEWL SULDPR QD SUIVOX Q(
DNUHGLWRYDQ( RUJEQ NWRU(P -H E\' LGHQWLINRYDQ( QD
NRQNUUWQRP FHUWLINEWH QD SUIVOX QHM ZHE VWUEQNH YODVWQIiND
VFKUP\ QDSU )6& %5& DOHER Y XUOLW(FK SUISDGRFK QD

QL- LH XYHGHQ(FK OLQNEFK 6*6
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Politika in postopek ob reklamacijah,
VSRULK LQ SULWR-EDK

Proces odgovarjanja in obravnavanja reklamacij, sporov in 7DN QH UHNDODPFLMH ERGR REUDYQDYDQH ]
SULWR-E MH VHVWDYQL GHO RGQRVRY V VWWDNRBEE L NDPD SHJ B HHR/MGIMHFWWMMQHP X SRGMHWN
zagotavljanja zadovoljstva strank. 6SRUL LQ SULWR-EH

3ROLWLND 6%6 D MH GD VH UHNDPDFLMH LQBYKWB TP REWR FRY BMR. ¥ VWUDQNR QL P
UDJXPQHP URNX LQ OLP EROM SUHJOHGQR \BWY N EH U SURMPRWIGIRYRUD 6%6 VH OC
VSR WXMHMR QDOHOD LQ ]DKWHYH IDXSQRYWE U-REQH S WY MWDK BHRYAG MEHYDGD K WH v R

niso rezultat diskriminatornih dejan;. SGS. Navsezadnje se spori obravnavajo v skladu s pravili

7D GRNXPHQW VH XSRUDEOMD ]D YVDNR U HakréxideRije Fzakdrivdae Lki BeRo¥eBeRuforablja v pogodbi,

stranka, potencialna stranka ali katera koli zainteresirana stran, DOL RELODMQR ]JDNRQRGDMR Y GU-DYL GHOR
ki bi lahko imela pomisleke ali je nezadovoljna s katerim kol 3RVWRSHN UH HYD Q MD UHNODPDFLM LQ SULWI

YLGLNRP QD H VWRULWYH DOL L]YHGEH VW&_L[J'&&/ 'ng?:?hDGlag YSDU('{%_SEJ%G\M WMIQL SLVQ

NL JD MH FHUWLI1IFLUDO 6*6

8SRUDEOMD VH WXGL Y SULPHUX SULWR- EHQ @ﬁéﬂé HW RéBE%’B\ﬁIW PRUDMR UHNC
a nj mformacue.

SGS-a ali v katerem koli drugem sporu. vsebovatl n
« PHLQ NRQWDNWQL SRGDWNL SULWR-QLND

REKLAMACIJE GLEDE STORITEV ALI POSTOPKOV SGS-A.  « _DVHQ RSLV WH-DYH
SHNDODPFLMH MH WUHED QDMSUHM QD VO R.Y boNail&ADofdro BRAFURISrherfit §i %dikB G

GD UDJL OH LQ RGJRYRUL 3UHMHOL ERVWH $RWB 6 bWHYMHDOHMO MH WR-EH GRNXPHQWL
SUHJOHG WH-DYH LQ RGJRYRU ER SRGDOD RMHED NL MH QHRGYLVQD RG

WH-DYH . 6*6 ER SRWUGLO SUHMHP YOR-HQH UHNDODP

5(.5$0$&,-( 9 =9(=, 6 32'-(7-(0 &(57,),&,5$6*6 BER Y GYHK WHGQLK ]JDJRWRYLO ]DOHW

STRANI SGS-A. z orisom predlaganega ukrepanja za nadaljevanje rekalamcije

6RGHORYDQMH 6*6 Y UHNODPDFLMDK SURWPFHSWLWR-EDQLP SRGMHWMHP

je omejeno na pregled in oceno, glede na dejstvo ali podjetje + 6*6 ER SULWR-QLND REYH ODO R QDSUHGNX

LISROQMXMH |[DKWHYH FHUWL1IFLUDQMD LQUD-ICNLDSBVGHMHHCD@R.]SD\KWW‘RY—IEH

ustrezne ukrepe. SGS ne bo sodeloval v posameznih primerih - 6*6 ER Y ][DNOMXONX UHNDODPFLMH DOL SUL

spora. navedel vsa predlagana dejanja.

a. Reklamacije v zvezi z zagotavljanjem zmogljivosti ¢« 6*6 ER NRQOQR REYHVWLO SULWR-QLND NR
FHUWL1FLUDQHJD SRGMHWMD 6*6 IDNOMXOHQD

6WUDQND DOL ]DLOQWHUHVLUDQD VWUDQ LPD ODKNR UD]JORJ ]D SULWR-ER

GD FHUWL1FLUDQR SRGMHWMH 6*6 QL GROUMEMBNEOARIB@MBE]YDMDOR Y VNODGX

z dogovorjenimi standardi, izdelki ali storitvami v okviru © 9 SULPHUX UHNDODPFLMH DOL SULWR-EH ]RS
QMLKRYHJD DNUHGLWLUDQHJD FHUWLIFLYDHQRD QINNPDEHSUMM NEIRKYBEMDWL QD QH"
QD SUYL VWRSQML REUDYQDYDWL SUL FHBWVKNBLBDSRWPWS R GiWWMXD @3HP \GDVRYQHP RN
MLP RPRJROL GD UHNODPDFLMR REUDYQXXPMB K QERMNSMIMRYRMIIDODVRYQL SUDJL N
XUDGQHJD SRVWRSND |D UHNODPDFLMH LQwsHoMRKYWb MBRORVSIREHHFQRFLUDQMD

V SULWR-QLNRP - THNDWHUH SRGUREQRVWL Y JYH]L ] LJLGRP V
gH VH FHUWL1FLUDQR SRGMHWMH QH R G ]RKkfalkzdi&his Rz4prOMilzdhy QdakYeitdRijo ali s
reklamacijo, bo SGS raziskal, ali je le-ta obravnavana v skladu FHUWLINDFLMVNLPL SRIJRGEDPL 6*6

V UHNODPDFLMVNLP SRVWRSNRP SRGMHWMH% QQILUEBEMH MVO&-Q%%!W%-ER LPD P

izpolnjuje zahteve ustreznega standarda. ODMSUHM SUL FHUWLINDFLMVNHP RUJDQX L
&HUWLINDFLMVNL RUJDQ RKUDQL DQRQLPRRWWDHIMI R SRUNDY SUD PPHMYX]QHP DNUHGL
GR QDUROQLND OH SULWR-QLN ]JDIJRWRYL XVWUH]QR XWHPHOMLWHY ]D

ohranitev anonimnosti. SGS-NASLOVI

b.3RPLVOHNL DOL SULWR-EH JOHGH QDSDOQHIDR SUHGVYWBN¥OMDQMD DOL

VSOR QLK GHMDYQRVWL FHUWLI1FLUDQHJBGE RGMH WME 6" custody Accreditations Contacts
9 YYVDNHP SULPHUX NR LPD SULWR-QLN LQIRUPDFLMH R PRUHELWQLK
JROMX1YLK ]DYDMDMR()LK DOL GUXJLK GHMDYQRVWLK FHUWL1IFLUDQHJID
SRGMHWMD NL QLVR SULPHUQH ]D QMLKRYR FHUWL1FLUDQMH MH WUHED WR
VSRUROLWL QHSRVUHGQR 6*6 X 9D D UHNDODPFLMH ER ]DYHGHQD

in prejeli boste povratne informacije o izidu.

BULWR-QLNX SULSRURODPR GD VH QDMSUHM REUQH QD ORNDOQL 6*6

urad ali pa neposredno na primerno akreditacijsko telo,

UD]YLGQR L] SRVDPH]QHJD FHUWLINDWD QD XVWUH]QR VSOHWQR

PHVWR ODVWQLND VKHPH QSU )6& %5& DOL Y GROROHQLK

primerih na spodnjih povezavah SGS-a.
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SROIWLFD \ 3URFHGLPLHQWR SDL
Denuncias y Apelaciones

(O SURFHVR GH UHVSXHVWDV SDUD \ DWHQRLFR)L @M ORAMD \G HG&V6S RWXHWGH LQIRUPDUOR
\ DSHODFLRQHV HV XQD SDUWH LQWHJUDO BHFOQDUBPWHGLAVCEDRRRVWHNDSRQGLHQWH T
FRPSDpiD FRQ ORV FOLHQWHYV \ DVHIXUDU OQ NOWHWWEEEDGEBH QBRVYLGXDO HQ HO VLV

mismos del Esquema correspondiente (por ejemplo, FSC, BRC) o en

Esta es una politica de SGS en la que las quejas y apelaciones FLHUWRV FDVRV HQ ORV HQODFHV GH 6*6 SU
son gestionadas dentro de una escala de tiempos razonable y este documento.

tan transparente como es posible, respetando plenamente los "LFKDV GHQXQFLDV VH WUDWDUEQ GH IRUPD

SULQFLSLRV \ UHTXLVLWRY GH FRQ1GHQF LibedtidedRi& denunBish dd-de D@4 aGcbnBceY & @ empresa
GDU OXJDU D QLQJXQD DFFL Q GLVFULPLQDAVHRIWLIDLF D GD

Este documento es applicable a cualquier queja presentada por

un cliente, potencial cliente o cualquier parte interesada quien DISPUTAS Y APELACIONES

pueda presentar inquietudes o pueda estar insatisfecho con Cuando no se puede resolver una queja entre SGS'y un cliente,
cualquier aspecto de nuestro servicio o desempefio de una y el cliente no acepta la respuesta de SGS, se puede presentar
FRPSDpiD FHUWL1FDGD SRU 6*6 XQD DSHODFL Q /RV GHWDOOHY HVWDUEQ GL\

7DPELUQ HV DSOLFDEOH HQ FDVR GH XQDDog?ﬁc%HEL }Pd %Rﬂ%@%&m?&m@ OWLPD LQVWD

FROQWUD XOD GHFLVL Q GH 6*6 R HQ FXDOWZ'LH%Q DFXHUGR FRQ ODV UHJODV
HJLVODFL QO DSOLFDEOH HVSHFI1FDPHQW

QUEJAS SOBRE SERVICIOS DE SGS O PROCESOS OHJLVODFL Q QRUPDO FRQ HO SDIV GH RSHUD
/DV TXHMDV GHEHQ GLULJLUVH HQ SUL P HDrereseyg ieselaciop e BUias WAPEIacsnses

local de SGS para investigar y responder. Recibira una « /D TXHMD R DSHODFL Q VH SUHVHQWDUE SRU
FRQIUPDFL Q GH UHVSXHVWD \ VH LQLFLD pa dofifbull Ehebt¥ probess, th®quejas y apelaciones

problema. Una persona independiente de la situacion dara una GHEHQ LQFOXLU OD VLIJXLHQWH LQIRUPDFL C
respuesta.

« Nombre y detalles de contacto de quien presenta la queja
QUEJAS SOBRE UNA EMPRESA CERTIFICADA POR SGS * Una clara descripcion del problema

/D SDUWLFLSDFL Q GH 6*6 HQ ODV TXHMD YV *FERigenciaopapeDaspeidasdadh\elerent o aspect de la
FHUWL1IFDGDV VH OLPLWD D OD UHYLVL Q \ Huefa oapplaciongdasHnentostugares, personas, fechas,
HPSUHVD FXPSOH FRQ ORV UHTXLVLWRY GHeaxp FHUWL1IFDFL Q \

HQ FRQVHFXHQFLD UHTXLHUH OD DFFL Q.DsGH e ¥RiG&el &life &Redibld de la queja o apelacion

involucrara en casos individuales de disputa presentada;

a.4XHMDV VREUH HO GHVHPSHpPR GH XQD HRGY ptopbrclohbka\na tdspusk ifide® incluido un resumen
SGS de las acciones propuestas para dar seguimiento a la queja o
Un cliente o parte interesada puede tener motivos para apelacion dentro de dos (2) semanas
SUHVHQWDU XQD TXHMD GH TXH XQD HP S d&hkinkehddahiemiatb@Rectdmbnte sobre el progreso
SGS no ha cumplido o se ha desempefiado de acuerdo con HQ OD HYDOXDFLRQ GH OD TXHMD R DSHODF|
los estandares, productos o servicios acordados dentro del Y H V WL J D U E ODV DOHIJDFLRQHV \ HVSH
DOFDQFH GH VX FHUWLlFDFLQDFUHGLW[E)%IBLEB%(_‘ )% &I—WH\Q PR FRQFOXVLRQ «
DERUGDUVH HQ SULPHUD LQVWDQFLD FRQ OD H UHVDF L1FD

para permitirles gestionar la queja dentro de su proceso 6*6 1QDOPHQWH QRWLlF UE DO GHQXQFLDQ
IRUPDO GH TXHMDV GHO 6LVWHPD GH *HVWMSIERCYRRPROYHUODV

direct t I recl te.

rectamente con el reclamante OBSERVACIONES IMPORTANTES

6L OD HPSUHVD FHUWL1FDGD QR UHVSRQ%QH |\_|/8V\'I:I_|:)\</IRDFGV}/_|R)y(SBP_I_HX VI\\;IFE') I% DSHODFL Q FRG
sureclamo, SGS investigara que su queja se haya gestionado Conformidad, el Cliente debe continuar respondiendo o
d d | d I del '

€ acuerdo con .e ,proceso. € reclamos de a.e.mpresa yque abordando la No Conformidad dentro del plazo requerido,
la empresa continde cumpliendo con los requisitos de la .
norma correspondiente. ya que en algunos esquemas se aplican umbrales de

HPSR 1MRV TXH SXHGHQ DIHFWDU OD YDO

(O RUJDQLVPR GH FHUWL1FDFL Q PDQWHQl-_q_H_}EWI-EQF[bQ;IE PDWR GHO

GHQXQFLDQWH HQ UHODFL Q FRQ HO FOLH QFLD%
SURSRUFLRQD XQD MXVWL1FDFL Q DGHFX}Y rB’Sg"d s Hado pueden
anonimato HVWDU URW v SRU ODV FOEXVXODV Gt

UHTXLVLWRYV GH DFUHGLWDFL Q R SRU ORV F
b. Inquietudes o quejas sobre mala interpretacion o las de SGS.

DFWLYLGDGHY JHQHUDOHYV GH XQD HPSUHV FHUWL1IFDGD SRU 6*6
» Cualquier parte que presente una queja tiene la oportunidad

(Q FXDOTXLHU FDVR HQ TXH HO UHFODPD%WHDWM@E;B YQIRYERBLSRLPHUR DQWH HO RU
sobre posibles actividades fraudulentas, incorrectas u otras HQ OWLPD LQVWDQFLD DQWH HO SURFHVF

DFWLYLGDGHV GH OD HPSUHVD FHUWLLFDSD, &R AHYROHBGAN 5GUPPR GH DFUHGLWDFL
VX FHUWL1FDFL Q GHEH LQIRUPDUOR GLUHFWDPHQWH D 6*6 6X

TXHMD VHUE UHJLVWUDGD \ VH OH GDUEQ$HWEGINEBHQWDFL Q VREUH HO
resultado. « 6*6 24FHV 'LUHFWRU\

Se sugiere que el reclamante se comunique primero con la ¢ SGS Forestry and Chain of Custody Accreditations Contacts
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Policy och rutiner fér Klagomal,
Tvister och Overklaganden

@ - N

= Processen att svara pa och hantera klagomal, tvister 61GDQD NODJRPIO NRPPHU DWW EHKDQGODYV
Q och dverklaganden ar en integrerad del av vart foretags identiteten hos den klagande kommer inte att goras kand for

t£ kundrelationer och férsékran om kundtillfredsstéllelse . GHW FHUWL1IHUDGH | UHWDJHW

Det &r SGS policy att klagomal och 6verklaganden ska hanteras TVISTER OCH OVERKLAGANDE
inom en rimlig tid och s& 6ppet som mojligt, samtidigt som full

hansyn tas for principer och krav for sekretess och opartiskhet. Om ett klagomé&l mellan SGS och den klagande inte kan losas,

Detta dokument ar tillampligt for anméarkningar fran en kund, och denne inte accepterar SGS svar kan svaret verklagas.

potentiell kund eller n&gon intressent som kan ha synpunkter SDlulihlg\lleS :kg tlj/'\f\;eé [‘Ja[lterﬁs i gnIIDIth;a/tVrCT_dI r\(/evglerCa fg)r Vep veHELL
pa, eller vara missnojd, med n&gon aspekt av var service, tjanst Q QLR

HOOHU SUHVWDQGD KRV HWW | UHWDJ vVRPFNTHNPSHIPwyY Dy 6+6
Process for att I6sa klagomal och 6verklaganden

Det ar ocksa tillampligt i friga om ett 6verklagande fran en

kund mot ett SGS beslut eller i ndgon annan tvist. - Ett klagomal eller verklagande ska lamnas skriftligen.
= For att underlatta denna process, bor klagomal och

KLAGOMAL OM SGS SERVICE ELLER PROCESSER. 6verklagande innehalla foljande information:

Klagomal bor i forsta hand behandlas av ditt lokala SGS kontor, « Namn och kontaktuppgifter pa den klagande

for att undersoka och svara. Ni kommer att fa bekraftelse pa
att vi mottagit er klagomal, en 6versyn av frdgan kommer att

inledas, och ett svar kommer att komma ifr&n en person som &r * Bevis som stodjer varje detalj av klagomal eller
oberoende i fragan. overklagande (dokument, platser, personer, datum etc.)

¢ Tydlig beskrivning av problemet

) + Mottagande av ett inlamnat klagomal eller 6verklagande
KLAGOMAL OM ETT FORETAG SOM CERTIFIERATS AV SGS.  kommer att bekriftas av SGS,

66 LQEODQGQLQJ L NODJR PiO PRW FH U WL sEdharkmier htlhb 84 Bistérspons, inklusive en
begransad till granskning och utvardering av huruvida féretaget beskrivning av det féreslagna tillvagagangssattet for att folja

XSSI\OOHU NUDYHQ | U FHUWL1IHULQJ RFK gpy\k;agbgga@r(a\yeg@gbﬁdamomg\,@@)n,eckor;

atgarder som skall vidtas.. SGS kommer inte att engagera sig

s o . » SGS kommer att halla den klagande informerad om
mer &n sa i enskilda fall.

utvecklingen i utvarderingen av klagomal eller éverklaganden;

1 *
a..ODJRPIO ULNWDW PRW _H WW DY 66 FH U-Wéésméjm?n%rgttlun%&ggk% Ilzlnklagelserna och ange
En kund eller berérd part kan ha anledning att klaga over att alla de féreslagna &tgarderna i relation till klagomal eller

HWwW 6*6 FHUWL1IHUDW | UHWDJ LQWH KD WyErkiagdMd&XSS WLOO YHUHQVNRPQD

standarder, produkter eller tjanster inom ramen for deras . u o
- + SGS kammer slutligen meddela den klagande nar klagomalet
FHUWL1IHULQJ .ODJRPIO VND L I UVWD KD%@OVIP.V HG GHW
- arses vara arp\?t -
FHUWL1IHUDGH | UHWDJHW /IWD GHP WD LWX PH ODJRPIO

genom deras formella process foér klagomal och for att I6sa VIKTIGA ANMARKNINGAR

kl alet med den Kl de direkt.
agomaet med den klagande dire = Vid ett klagomal eller dverklagande av_en avvikelse, bor _

2P GHW FHUWLIHUDGH I UHWDJHW LQWH Yuh&:H Brtsaithlaff Kdid e 14 W P& Hinch

din anmalan, kommer SGS att undersoka hur ditt klagomfxl den foreskrivna tidsramen, eftersom det enligt vissa system

har hanterats i enlighet med bolagets process for klagomal WLOOEPSDV IDVWD WLGVJUEQVHU VRP NDQ S
och att féretaget fortsatter att uppfylla kraven i respektive pagaende giltighet.

standard.

« Vissa uppgifter om resultatet kan skyddas av

&HUWLIHULQJVRUJDQHW VND EHKIOOD D QE&(fa8skiMlELWH &kRditefrigsRraven eller av
klagande i forhallande till kunden, om den klagande ger en FHUWL1IHULQJVNRQWUDNW PHG 6*6

tillracklig motivering for att uppratthalla anonymitet. o . i
9 g PP y  Alla parter som gor ett klagomal har méjlighet att 6verklaga

b. Synpunkter eller klagomal pa vilseledande eller generella sitt klagomal forst till ackrediteringsorganet och slutligen till
DNWLYLWHWHU KRV HWW 6*6 FHUWL1HUD ngbliH Niw&:ﬂingsavdelning hos ackrediteringsorganet.
| de fall den klagande har information om potentiella
bedragerier, vilseledande aktiviteter eller annan verksamhet SGS-ADRESSER
KRV GHW FHUWL1HUDGH | UHWDJHW VRP £ ROQERSOLIWEIWKR GHUDYV
FHUWL1HULQJ E U GHWWD UDSSRUWHUDVGLYHNMW WEQO, €806 QcRAREC ORiacis
kommer att bekraftas och du kommer att fa svar om
resultatet av var utvardering.
Den klagande rekommenderas att forst kontakta sitt lokala
SGS kontor eller i andra hand direkt till det ackrediterade
NRQWRUHW VRP DQJHV ST GHW HQVNLOGD FHUWLINDWHW ST OEPSOLJ
ZHEESODWV W H[ )6& %5& HOOHU L YLVVD IDOO ST 6*6 OEQNDUQD
nedan.
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«LND\HWOHU $QOD PD]JOEN YH W
Sureci

«LND\HWOHULQ DQOD PD]O&NODUEQ YH LWL/ $SRDSRUEBWDQEPBHOMBVE YH

FHYDSODQGEUEOPDVE V UHFL LUNHWLPLEL® PoWHUWLOLE BUBYESIBINL ELU LNDVHWLQ
P WHUL PHPQXQL\HWLQL J YHQFH\H DOPDYéQ&Q IIPEBRBYELY \DQeweQs NDEXO HWPHG

SbuxbveéGeéu LWLUD]GD EXOXQXODELOLU $\UBQWEODU WDC
«LND\HW YH LWLUD]ODUé&Q JL]JOLOLN YH WRDWDQMHO&NX QXONHF DN WE U HNIOKDLL. ROBUDMNHD Q C
tam olarak uyularak makul bir siire icinde ve mimkun NXUDOODUéQD ]JHOOLNOH V JOH PHGH JHxHU (

ROGXA&XQFD H3DI ELU HNLOGH HOH DO é QDDA WHVK KWKI/Q JILOEHL Q@ FDUB ®FRHY [ XDWD X\J X
H\OHPH \RO DxPD\DFD&@& 6*6 SROLWLNDVE&GRYp\HwW YH «WLUD] s ] P 6 UHFL

‘?;UEKHDOQJJHL EEL'-UU \PQ WYHHU\'I-D GS%WWDDQUVDLI\HQOG';QWE% ly YHN%\@WPWMBPL'—WH_QJD] \D]é0é& RODUDN LO
* é ‘

LUNHWLQ KL]PHWL YH\D SHUIRUPDQV& KDN] %Q;\Q%P %%%?hmﬁﬁméf? LND

YH\D EXQODUGDQ PHPQXQ ROPD\DQ KHUKD J %'b\

WDUDIEQGDQ GLOH JHWLULOHQ KHUKDQJL EKUNDPNDWHrIWALQ & G xHubQdWy LP ELOJLOHU

$\Qé |DPDQGD ELU P WHULQLQ 6*6 NDUDU®®GRYLXNAXND QHWPPRXENOHRBV é

ED ND KHUKDQJL ELU DQOD PD]O&N GXUXPXQGERMBWHXHDOWBLWD]EQ KHU ELU XQVXUXQ.
GHVWHNOH\HQ NDQ&@WODU EHOJHOHU ORN

6%6 +,=0(7, 9(<$ 675(s/(5,</( ./*. [, «,.$<(7/(5s)

«LND\HWOHU LON D DPDGD DUD WéUéOPD.Véxw6B6D|_SLQPQ_$U@NQQ/E@V\@HL\5LLQ\N|_UD]éQ DOE

E OJHQL]GHNL 6*6 R1IVLQH \ QOHQGLULOPH@K CDI.\@DWLDEW%\U_OHQGLUPH

DODFDNVEQ&] NRQXQXQ ELU J ]JGHQ JHXLURHKVL

NRQXGDQ EDA&&PVé] ELULVL WDUDIEQGDQ \DE(?_%/J Eé%r{é %@%&QID%LL%D;{%QPE’)VNDN]LHEULHL:B&S Q

6%6 7$585),1'$1 % (/*(/(1',5,/0,« %,5 «,5.(7 +Yerecakiy

«,.$<(7/(5 - 6*6 LND\HW YH\D LWLUD]&éQ GH&HUOHQGLUL

6*6VQLQ EHOJHOHQGLULOPL LUNHWOHUH KBN®ERG PN bNPVOWYH IN BWBId-OFEQGLUHFHNW

LUNHWLQ EHOJHOHQGLUPH JHUHNOLOLN®HUE QM &LDOD B NI B OWPOUDREEQ&® LNDVHWLQ

LQFHOHQPHVL YH GHAHUOHQGLULOPHVL YHVRQX*Q VRQXFXQFEDV E\UXIQQ QHULOHQ W P ID

H\OHPLQ JHUHNOL ROXS ROPDG&4& LOH VEQaYOaRyY A/ S RPBBE¥acoD GDLU NDEXO F
DQOD PD]O&N YDNDODUEQD P GDKLO ROP D\REBNW Bildilendirecektir

a.6*6 VHUWLINDOé ELU )LUPDQéQ SHUIRUPDQVé KDNNéEQGD LND\HWOHU

%LU P WHUL YH\D LOJLOL WDUDI ELU 6*616%0wWeE1NDO% $PuPDQe0

DNUHGLWH VHUWLINDODU& NDSVDPEQGD %HULDQEGHOYEDDXRD\BDWD & & Q LND\HW YH\D |
standartlar, driinler veya hizmetlere uygun olarak teslim 0 WHUL VHUWLINDQEéQ GHYDP HGHQ JHxHUC
HWPHGLALQGHQ YH\D SHUIRUPDQV J VWHIEPH&ELEPQORY DONWeQWD VDELW |DPDQ VéQeéu
HWPHN LxLQ ELU QHGHQH VDKLS RODELOLQHGHRD\AW OHUUHNWPB\ HWPLD QHVWPDOE4EQGD X\
< QHWLP 6LVWHPL LND\HW V UHxOHUL L xVeQ'®ye /iele #imByo gepampuneligin Y H

GRAUXGDQ LND\HW VDKLEL LOH x JPHOHUdRM XX Y& PPHNED|eQGHMWND\ODU DNUHGLWTE
RODUDN VHUWLINDOé 1UPD LOH HOH DOEQPRR®EAUK N POHUL YH\D 6*6 EHOJHOHQGLU|
%HOJHOHQGLULOPL 1UPD LND\HWLQL]H WoDNMiLQ HGLFL ELU \DQ&w

YHUPH]VH 6*6 LND\HWLQL]JLQ 1UPDQéQ . LNR\H\W WwWiH EXOX FDIXRHUKDQJIL ELU WDUDI
RODUDN \ QHWLOGLALQL YH 1UPDQ&Q LOJpb@ly N ¥ DREPRSE@XIHKOHN RGO LN BUKOH W L Q
X\PD\D GHYDP HWWLALQL DUD WEUDFDNWR/KUXOX XQXQ DQOD PD]JO&N x | P V UHFLQH L
%HOJHOHQGLUPH NXUXOX X LND\HW VDKRED®IDG O®QR YDKOEMLNRUXPDN

LxLQ \HWHUOL ELU JHUHNxH VXQPDVé GXUXPXQGD P WHUL\OH LOJLOL

RODUDN LND\HW VDKLELQLQ NLPOLALQLONRFX\DEDMWeuU

b.6*6 VHUWLINDO®@ ELU 1UPDQé&Q \DQOé& EHfDOE& YHYH YrdiEeHUL
IDDOL\HWOHULQH LOL NLQ HQGL HOHU Y-H5D6 RNPHWGKHWEN YH * [HWLP =LQFLUL $NUHG!I

«LND\HWxLQLQ EHOJHOHQGLULOPL 1UPDQéQ EHOJHOHQGLUPHVLQH
X\JXQ ROPD\DQ RODVé VDKWHNDUOEéEN \DQOé EH\DQ YH\D GLaHU
IDDOL\HWOHUL KDNNéQGD ELOJL VDKLEL ROGXaX KHU GXUXPGD EX
GXUXP GRAUXGDQ 6*6V\H ELOGLULOPHOLGLU «LND\HWLQL] NDEXO
HGLOHFHN YH VRQXx KDNNéQGD VL]H JHUL ELOGLULP YHULOHFHNWLU

«LND\HWxLQLQ LON RODUDN 6*6 \HUHO R1VL LOH LOHWL LPH JHxPHVL
YH\D X\JXQ DNUHGLWDV\RQ R1IVLQLQ GR&UXGDQ KHU ELU VHUWLI1ND
JHULQGH X\JXQ 3URMH ZHE VD\IDVé JHULQGH UQ )6& %5&
GLNNDWLQH VXQXOPDVé& YH\D NHVLQ YDNDODUGD D D488GDNL 6*6
OLQNOHULQGH WDQ&PODQPD \DSPDVé& WDYVL\H HGLOLU

%X W U LND\HWOHU JL]OL WXWXODFDN YH LND\HWxLQLQ NLPOLAL
EHOJHOHQGLULOHQ 1UPD\D ELOGLULOPH\HFHNWLU
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} g_\e"M}fghx gqZklbghx jh[hlb a Dee<}glzfb \ jZfdZeoohdZevgbc hnek K@K Z[h ih\eAhfblb ijh px kbImZp-
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dhfiZzgey \bfh]Zf k_jlbnedZp+€ » gb ihljs[ge \eAih\sAgsIdPC fibk al_jg_ggy

degp_\hfm ieAkmfdm K@K g_ [jZIbf_ mqgzZklv \ knti >jh¢@al whe i \_j~ mxlv nZdl gZklZggy dh gh€

kihkmxlvky hdj_fbo hke[ ihAe€ Z[h Zki_dIm kdZjlb Zi_eyp+€ ~hdmf_glb
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&KtQK ViFK .KLAX Q¥L WUDQK FK
NKLAX NLEQ

4X\ WUUQK SKS§Q KxL Yj JLSL TX\AW NKLAX7GSLL +Wa-DGKIFK S &g y§P 1

ESR V& KjL 0zQJ F&éD NKiFK KjQJ 1AX NKLAX Q¥L JLOD 6*6 Yj NKiFK KjQJ NK{QJ ¥
Oj PYW SK«Q NK{QJ WKC Fé&D F{QJ W\ FK~QUKW{K KjQJ NR FKOS QK+Q SK8Q KxL F&D 6*6
&iF NKLAX Q¥L VA ymcF 6*6 [fi 08 WURQJ WKV P OFKWK e K4HE &KL WLAW VA ymcF EiR F
PLQK E¥FK FEQJ QKm KRjQ WRjQ W{Q WURBSS FiF QIX\rQ W3F FiF

\rX F«X YA ESR PxW F{QJ EpQJ Yj VA NK{Q&XIkL BPQEOMUD & K jRMKOS ymcF [i O& WKHR FiF T
yYQJ SKkQ ELEW yOL [ QjR yiIQK OX+W SKiS Fy WKC iS GéQJ Fé WKC WURC
7jL OLEX Qj\ ymcF iS GéQJ yOL YRL EOW N KKLRX M KbER WiQK YBL QmRBF Va W¥L

NKiFK KjQJ NKiFK KjQJ WLAP Q QJ KR»F E®XM RIURITK QL. TXDAW NKLAX Q¥L Yj NKLAX NL
QjR Fy QImaL Fy POL TXDQ WkP YA KR»F NK{RUJAKilo@Z XDV RKCARKNLEQ VA ymcF WKC KLE

Yé KD\ KR¥W yYQJ FeD PYW F{QJ W\ QjR ¥y ye%KFHlﬁ?i%J}I9§§PWUuQK Qj\ NKLAX Q¥L Yj NK

E&L 6*
at o .6.3 N QK6QJ WK{QJ WLQ VDX
7jL OLEX Qj\ FEQJ ymgF iS GeQJ WURQJ WUmaQJ Kes F

v K -

NKiQJ FiR FéD NKiFK KjQJ yOL YBL TX\AwW y'l"Q?< 6 R’ '-»é )Q/LSQQQW FéD ErQ NKLAX Q¥L
EOW Na WUDQK FK©®S QjR NKIiF « *L§L WUUQK U} UjQJ Y©Q VA

. A ) o « &KiQJ Fi yC FKiQJ PLQK FiF YOQ YA ymcF ym
48E 7511+ .+,A8 1m, 9A "l&+ 9e &é$ 6%6 YLEF NKLAX Q¥L KD\ NKLAX NLEQ WjL OLE>
.KLAX Q¥L SK8L ymc¢F JL8L TX\AW QJD\ NKL y@IjF WKAB QR+Q W¥L
Y Q SKzQJ 6*6 WURQJ NKX YOF yC ymcF yLAgNWPAY WWSQORIlF RIHAR X Q¥L Yj NKLAX NLEC
U4, QKEQ Smer PYW IR FIR Am JKL 0K VEG A REITASSE a0 Kat £0Q yux EoR 3P

TX\AW Y] KjiQK yYQJ WKHR G}L FiF NKLAX Q¥L

&E& .+,A8 1a, 9A &P1* 7< le& 6*6 &+i1*WURQJI YzQJ WX«Q
1+°1 - 6*6 VA WLAS QK+Q Y| ViQK JLi OR¥L NKLAX Q¥
9LEF 6*6 WKDP JLD TXi WUUQK NKLAX Q¥L ¥0OL YRL FiF F{QJ W\
ymcF FKiQJ QK+Q VA El JLRL K¥Q yC [HP [pWs*BiQK JLAKHWUOLEX FiR EXYF Yj FKI yIQK WE
F{QJ W\ yy Fy SKe K¢S YRL FiF \rX F«X FKiIQQ®IGAKWRWURQI NAW OX+Q ykQ NKLAX Q¥L
JLSL SKiS Fy WKG O \rX F«X KjQK yYQJ NK3§*§K/‘%&FV§%§<QK]9%R YRL QImaL NKLAX Q¥L QAX
6*6 VA NK{QJ WKDP JLD WURQJ WUmAaQJ K¢StYMURQK FKO©S Fi QKkQ
D&iF NKLAX Q¥L YA YLEF WKG&6F KLEQ F{QJ YLEF V8§Q SK-P GIiFK
Yé FéD F{QJ W\ ymc¢F FKiQJ QKxQ EaL 6*dC1 /18 ¢
.KiFK KjQJ KR»F ErQ TXDQ WkP Fy WKGC Fy OBROR WU BRI &jgS Fy NKLAX Q¥L KR»F NKLA.
UuQJ F{QJ W\ ymc¢F 6*6 FKiQJ QK=Q NK{QJ $KQHKFSoSKIFKKK]QJ QrQ WLAS WéF SK§Q KxL
Yé KR»F V8Q SK-P JLOQJ QKm ym WKOD W KMXH{Q WIKHQKIcSKWP RQJ NKR8QJ WKAaL JLDQ ym¢
FKiQJ QK+Q F&D KN .KLAX Q¥L VA ym¢F FRWY\RQ@JIPIMW WVAQFKmMkQJ WUUQK iS GéQJ QIméa
F{QJ W\ yy yC KRN JLSL TX\AW WUGBF WLAS RKEAWGELEWKHRN &\ yAQ KLEX O6F OLrQ Wél
WUUQK KE WKOQJ TX§Q O& TXi WUUQK NKLAXWY B FEKIQ t WK FOE¢® KRNDQ yAQ NAW TX§ F
1AX F{QJ W\ yy NK{QJ JL§L TX\AW WKOD yiBiF NKAXXNEREQ&DER P+W F&D ErQ \rX F«X F{Q
E¥Q 6*6 VA yLAX WUD [HP [pW NKLAX Q¥L GALUHPFOLEXYFRInFKIQJ QK+Q FED 6*6
ymcF JLEL TX\AW WKHR y~QJ TX\ WUUQK Féboh{ QL WYFYQFEKMRLAXK Q¥L yAX Fy Fk KYL NK
F{QJ W\ yy SK8L WLAS WéF WKG3F KLEQ FiFWmK Fi¥ RE0Q DXRQ FPEDEXOL F.QJ WU FKiF F{

WLrX FKX-Q VA EjQ E¥F KmBQJ JLSL TX\AW WKHR TX\ WUu
70U FKiF FKiQJ QK+Q VA JLOX GDQK WtQK F&D NKiFK KjQJ
NKLAX Q¥L QAX KN PX®Q I$ &+1 6%6

E.KLAX Q¥L YA YLEF FXQJ FOS KR»F WKC KIPEDO FiFKRY¥YWHYBT QKuQ
FKXQJ FED PYW F{QJ W\ ymcF 6*6 FKiQJ QK+® )RUHVWU\ DQG &KDLQ RI &XVWRG\ $FFUH
7URQJ WUmMAaQJ K¢S FiF NKLAX Q¥L YA YLEF V6 WKLAX WUXQJ
WKBF NK{QJ FXQJ FOS y~QJ GIFK Yé KR»F FiF KR¥W yYQJ NKiF
FED F{QJ W\ ymcF 6*6 FKiQJ QK+Q Fy GOX KLEX NK{QJ WKtFK
yiQJ YRL SK¥P YL FKiQJ QK+Q F&D KN YLEF Qj\ QrQ ymcF
EiR WUGBF WLAS yAQ 6*6 .KLAX Q¥L FéD E¥Q VA ymcF JKL QK=*Q
Yj SK§Q KxL VDX NKL WLAQ KjQK [iF PLQK
KLAX Q¥L VA ym¢F FKX\CQ WLAS FKR QJmaL Fy WUiFK QKLEP
y«X WLrQ F&D 6*6 KR»F EiR FiR OrQ KYL yxQJ Fy OLrQ TXDQ
NKLAX Q¥L Fy WKC ymc¢F QK+Q GLEQ WUrQ JLO\ FKiQJ QK+Q KR»F
WUrQ FiF ZHEVLWH QKm )6& %5& KR»F FiF WUmM4aQJ K¢S ymcF
OLEW Nr 3 QK6QJ OLrQ NAW GmRL yk\
00L NKLAX Q¥L VA ymc¢F [ Ot PYW FiFK ESR P+W Yj GDQK WtQK
FéD QJmaL NKLAX Q¥L VA NK{QJ
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