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Additinal evidences are required from RC for 
compliants coming for  certified customers and the 
compliant is verified.

Efficiency of Certified Quality Management System is 
considered on querying of complicant. It is required 
that the company should implement itself compliant 
assessment procedure and notified the results to RC. 
When necessary, company's some records like 
internal audit, management review etc. are required. 
The activities fulfiled by customer are notified to 
complainant within the frame of confidentiality.

The activities fulfiled are checked by Certification 
Manager. if they are not satisfying then special audit 
is planned and necessary activities are conducted as 
per related processes.
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Activities related to complaint are implemented by 
person(s) in charge. Activities for compaint are 
traced as per compliance completely  to RC 
procedures and evaluated whether they reflect RC 
policies or not. When necessary, complainant is 
informed about situation of activity(ies).

Applications coming as written and verbal are 
received by related RC personnel, recorded to the 
form and transfered to Certification Manager.
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 They are applications of customers certified or 
making certification application against decisions 
made by our company that they are related to 
customers. Objections against decisions made 
should be raised in 30 days from decision notice date 
as written.
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Complaint is reviewed by Certification Manager. if 
necessary, documents are collected by requring 
more evidences. Correction and corrective actions 
are determined as per corrective actions procedure 
and persons in charge for activities which will be 
implemented are defined. Person(s) in charge 
shouldn't be including in cases related to complaints.

It is provided to gather the Objection Committe soon. 
Persons who will take part to evaluate the case are 
different from persons implementing audit, decision 
maker . The committe is established with person(s) 
not including in case of complaint.

The complaintant is informed about commitee 
members and  the matter has been examined. The 
complaintant has the right to object to the members 
in 15 days from the date notification date. In case the 

       
      

Application of 
Appeals

Receiving and recording 
the application

Informing to the 
Objection 

Committee

Implementing of 
Corrections and 

Corrective Actions

Informing to 
complainant

Reviewing of 
Complaint

Reviewing of 
complaint related to 

customer 

Being conducted 
the activities by 

Customer Company

Evaluation of 
Activities

Planning

1

2

3

5

6

7

10

81

9

12

10

4

Si
tu

at
io

n 
of

 

C
om

pl
ai

nt
s 

re
la

te
d 

to
 R

C

END

In
va

lid

END

4



Date: 23.08.2021 Doc. No: A.08

Page: 1/2 Revision No: B

ROYALCERT

APPEALS                                                                                                                            

Action is concluded by being evaluated efficiency of 
it. Decision is made in the way that it will not include 
any discriminative conclusion for complainant. 
Decision made by Objection Committee is transmited 
to Certification Manager.
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Progress report and result of objection and complaint 
are notified to complainant.Decision is made with 
customer and/or complainant about complaint's 
subject and whether the solution will be open to 
public's access or not. In addition, if it will be open to 
public's access then the access level is determined.

In case of not reaching an agreement between 
parties for decisions made by the Objection 
Committee, the solution place is Frankfurt  Law 
Courts. In case of reaching an agreement then the 
process is completed.

MANAGEMENT REPRESENTATIVE
APPROVED By

GENERAL MANAGER
PREPARED By

In case information related to Objections and Complaints is accessible to another organizations and 
authorities, customer's approval should be received. In case of a legal obligation, an approval is received 
from customer in advance.

Objection and complaint are reviewed by the 
Committee. All necessary evidences are collected  
and activities which will be implemented are 
determined by considering the results of previous 
objections and complaints. Planning for correction 
and corrective action is made by deciding persons in 
charge.
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complainant has reasonable grounds to object to 
members, committee is changed with alternatice 
member(s).
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