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1. General #

The “Appeals and Complaints” process applies to all qualityaustria services, such as system and
product certifications, certification of persons, verifications, validations, SURE, CoC audits and

assessments. “HiIEFAIRUE” LS TE G qualityaustria R3S, ZEF R dG U UE, AU UF, G2UF, i
U, SURE, CoC FEEHIF,

Appeal #ik

Appeals can only be filed by respective clients about the services provided by Quality Austria,
including certification decisions. #/ /7 aEMH 7 I 5/7#2/11, 775 Quality Austria 72409k, 75 A IF
RIE o

Complaint &%
Complaints can also be submitted by third parties. For example, complaints can refer to the
performance of management systems or persons. Furthermore, complaints can also refer to very

general areas of Quality Austria. A UM Af LI 7 = 171211, P, s Al LIS EPEIR R s A G922, A%
, VR ETLL# K Quality Austria 1924 5,

Confidentiality /ZZ/#
Complaints and appeals are subject to the strictest confidentiality by Quality Austria and shall in
no way have any discriminatory effect on the complainant or appellant. Complainants shall remain

anonymous to the client if this is requested by the complainant. &/ 4 155/ Quality Austria /=%
IREE, P IFLUTAT L ORI BEVFN B VRN S (I IE R, ATV N R, VRN XTI E I RFFIES -

The Chief Executive Officers (CEOs) and the QM evaluate, together with the complainant and the
client, if necessary, with the involvement of the responsible Executive Vice President, the extent to

which individual content from the complaint and its solution are made publicly accessible. & /##77
B (CEO) 71 QM GZEVR AN FIZE (41 22, TEDI ZTHIRAT TS eI 25 T ) — i 11 VT e FAF 7 7 58 1
NAZEATFHIFESE

Specifics for qualityaustria partners qualityaustria /A [FFEH 5

qualityaustria partners have to set up a possibility for submitting complaints on their local website
and publish the qualityaustria complaints process.

qualityaustria 1195 1FA L TE R S s @ 7 FE 3 KEVRHT Al REIE,  FF2 1 qualityaustria 1948 17 i 72
In the case of complaints and appeals against Quality Austria Certification GmbH, the partner must
forward them immediately (within 1 day) to reklamationen@qualityaustria.com.

212X Quality Austria Certification GmbH 721 EFFIHFIE, B TEATELTOZE] (765 1 X)) 7RSS
reklamationen@qualityaustria.com .
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2. Handling an Appeal or Complaint 42 # jFat #1F

2.1 Responsibilities 7

The handling of complaints and appeals lies within the responsibility of the QM. Where necessary,
the responsible Executive Vice President may also handle appeals and complaints in close
cooperation with the QM, provided that s/he was not involved in the certification process and is

therefore impartial. AR/ FHILPEH QM 12T, £ 207, T3 9T TS 240 7 2L 5 QM BG4 (EA#E i
FFIEETE, BILEAE MY M7 25 N AT FE, AU AE 2N IEHY

Any additional requirements of special standards or models (for example, IATF 16949) must be
taken into account and the respective internal managers must beinvolved.

W JE AT (B2 IATF16949) HILE(THINZSR, IH-H £ T RTINS EPEN 7
Automotive: The handling of complaints by an IATF OEM member, by its responsible IATF Oversight

Office or by a client from the automotive industry is carried out by the Sector Management
Automotive.

PTFEIATF OEM jiid, HI3Z51T IATF Bl 70 28 F 2 PT35I B R T3 1 T B P T T

The QM decides who generally carries out the communication with the complainant. If necessary,
communication may be carried out by the CEOs or by an Executive Vice President.

QM il 7 F RVFA AT T4, AGLE, AT BT B BT TS 2 T4

The ultimate responsibility for the complaint process lies with the CEOs of Quality Austria. It is
informed about the status of the process and involved in the decision-making process.

R FERIR A TT/EAE T Quality Austria HIE I HTTE, M7 THFEVFIT FERTIR A T 5 T F o

Impartiality 2\ £/

When handling complaints and appeals, it is ensured that the persons commissioned for this
purpose are impartial. This refers to the audit process as well as the certification decision-making
process. If the QM was involved in the processes, the responsible Executive Vice President takes
over the tasks of handling appeals and complaints. AZZA V5 FA1H15AT, W HIRATIE G ZFEHI A T2
IEHG, BARIEFEZTFELIR N IF R FITFE, AR QM 25 Ti0FE, 51 5HIHT T = 2 772 B R P e Fll i VR HITE
=,

In the field of Automotive, this involves assessing the situation and identifying possible weaknesses
in the audit process and/or the auditors. 77/, 204K Fl 0 5 I F 1 & 22T ) 26 8 1223 T A
BETFTENI 55,55

The submission, investigation and decision on complaints shall not lead to a disadvantage forthe
complainant. Z/FHIEERS, B FIRIE T 1FXTEE VRN &L AF N o

2.2 Confirmation of Receipt of the Complaint / Appeal % Z/# i/ #ZiFFI#IA

The receipt of complaints / appeals will be confirmed to the complainant / appellant immediately
(within two days). If necessary, the language to be used for subsequent communication must be

clarified with the complainant / appellant. 47 (7E4 A1) [a1EE RN H R A AN E]EE T HfE,  ATE 2
2 PTG BVTN) HIFN BT 7 B/ A P 5 &

In the case of complaints / appeals received via qualityaustria partners, the partner will confirm
receipt. 272477 qualityaustria 5 1FAKTFREIBVT FR,  FFH S TEAFFAE).
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2.3 Preliminary Clarification on Justification 71 24 22 f 79 £/ /5%

Quality Austria checks to what extent the appeal / complaint refers to its own certification activities.
Quality Austria #7285/ KEVFIEZ KFE/E 18R H G HIU U 5.

If the appeal / complaint dealt with is judged to be unjustified, the appellant / complainant will be
informed in writing stating the reasons for the decision. Top management must be informed of this

procedure in writing. 2727 8 ZEEG BT/ H IR HEFIE A EE,  FRLL BT VTN FIREA, @G
SEHRTEHIFEM, T, BRI FF AR R B PR

2.4 Handling of Justified Complaints / Appeals 25 # i/ #ZirHI4 2

2.4.1 Investigation /7Z
An investigation is carried out, whereby all necessary information is collected and verifiedto
assess the complaint. #7785, WHEMEZSLIr 72025 6, LIFGE 7 )F.

If the complaint concerns a certified client, the investigation of the complaint must take into account
the effectiveness of the certified management system. 272 2541 I IF %7, TN FHIIBIZ 2205 fE

UUF B PEER B9 B A

Quality Austria will forward complaints about certified clients to the certified client within 14 days.
Quality Austria J77F 14 K176 RN IEEF I VT SLAUUEE .

If Quality Austria considers it appropriate to carry out short-term inspections at the client’s
premises (in the event of a complaint), a corresponding audit must be carried out within 90 days
and the results must be documented accordingly. The QM must commission a suitably qualified
and independent auditor. (In the field of Automotive, this is a Special Audit).

1R Quality Austria U 1EEIG PR T TR B e a9 AE R LR VTHIG I ), LD 90 KA TTHIN
HIERE, TR FEE RICRIESR, QM LTEFE 4 5d i B AL ERER, (1E7TF T, e —kHF
BREEL) .

If required, the impartiality committee of Quality Austria may be consulted.
2, &g Quality Austria HIZvIEZRZ,

Auditors, examiners, verifiers, validators or trainers affected by the complaint/appeal will be
informed. JFd 41 VT H NI FEEE, FERE, BB, SRV

If necessary, a detailed root cause analysis is carried out and, if needed, internal corrective and
preventive actions are defined and implemented in accordance with the internal CIP process of

Quality Austria. 2174202 HTTEMIIRAITA 207, A7 72 R#7 Quality Austria #9975 CIP JiFEE X
FESE it P S AU I R B 5 o

2.4.2 Decision/Definition of Actions 1Tl E/E X
The decision as to which actions must be taken is made by the CEOs of Quality Austria and is
formally communicated to the complainant. L2702 77 zy19:4 0 H Quality Austria 79 & i H177T H i

M, FIEFIER LGSRV

2.5 Documentation
The Quality Manager (QM) keeps the necessary documentation on the appeals / complaints
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handled, which is kept in the customer file and is additionally stored in a separate folder “Appeals
/ Complaints” at Quality Austria. This is also used to check whether there have been similar cases
in the past, and it ensures that these <cases are taken into account. Note
for Automotive: The Sector Management Automotive keeps a separate list (KPI matrix)
containing Feedback from clients, stakeholders and IATF OEMs.

[RALZPE QM) [R1FH KREERGH U] VT BN, LT R IFTEF RIS, BN E7E Quality
Austria H)—NEHSFEFE “His) KIFT 1, XM TFieEd LR e 5 RE N, IR G E R
o PAEITUWEEFIT : Sector Management Automotive (REF T —NEHEISNZE  (KPI HEM%E) , Hipi] 5 H
ZF7, Flas R IATF OEM A9/ 7o

2.6 Special Product- and Sector-specific Time Requirements %/~ A1/ /&7 I #IHT
(B[R
When processing appeals / complaints, it must be ensured that the product- and sector-specific
time requirements are met, e.qg.: ZEALZE ) FEVRRT, AR A FF T i 1T TV AT B2, (140

- IATF Rules: Nonconformity management, section 5.11 and Decertification process, section
8).
IATF #0 : 7546 EPE, 4 5.11 FRIA U FE, 78 77)
- IFS: For complaints received by the IFS offices, a statement on the cause and the measures
identified to rectify the problem, will be provided

IFS : X FIFS D ZEWREIHTIEVE, FFEEHE— 17 5 T IR 24 IE 15 @819 17 Bt 7 B
o For administrative errors within 1 week ¥/ 77727 %, 1 Ji 4 4h 7
o For qualitative errors within 2 weeks ¥/ /= /F 44, 2 Ji a7
- IFS: For complaints received from the companies or other relevant parties, an initial response
shall be given within 10 working days

IFS: X1 T H 2 5] 8 AR TR VF, E 10 1~ LfEH 8 FRIA B &
- IFS: Appeals shall be finalized within 20 working days
IFS : HiyrirE 20 11 E H S0k
- EN9104-001:2013, 6.7 j:
o All requests for corrective action are responded to within 30 calendar days from
receipt of complaint; 2r & Z KR B2 IF 75 179 25K T 27 /e 30 1~ H I H IR FUE £
o If the certification body determines that a short notice audit is necessary, this audit
shall be completed within 90 calendar days from receipt of the complaint; and Z7£ A
UEWL I8, E B B TTAZ R # 1%, T B ez 90 1A N # % #1
o Complaints that cannot be resolved by the certification body shall be referred to
the accreditation body. I /7] #7028 RAT# 17 - W =515 A O] ] #8472,
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