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Cepruoikaniitauii opra
Certification body

YIPABJIIHHSI CKAPTAMHU TA
ANIEJIANIAMHA

Hinb
JaHuil JOKYMEHT BCTaHOBIIOE MPOLEAYPU OTPUMAHHSA,
OIIHIOBAHHS Ta MPHUUHATTS pIIEHHS MOIOJ0 AamelsIii,
CKapr Ta CHIpHUX THATaHh CTOCOBHO  JiSUTBHOCTI
ceprudikauiiinoro oprany CO «IMC IHTEPHEIIIHJI»,
MOJIAaHUX TPETIMU 0COOAMH.

Merta ynpaBIliHHS CKapraMu Ta amnessiisIMu:
* BIJHOBJICHHS 3a0BOJIEHOCTI KJIIEHTIB
* 3a1M00iraHHsl HETaTUBHOMY BIUIMBY Ha 3aJ0BOJICHICTH
KJII€HTIB, TAKOMY SIK BTpaTa MPOJaXiB Ta IMIIKY
* MITPUMKAa Ta ONTHUMI3allisl TPOLECY IOCTIHHOTO
TIOJTITIIIICHHS.

Cdepa 3acTocyBaHHS

JlaHa HOKyMEHTOBaHa IPOLIEAYpPa 3aCTOCOBYETHCS BCIM
nepcoHanoM ceprudikaniiHoro oprany CO «IMC
IHTEPHEIIHJI». Ceptudikauiiinnii opran CO «IMC
IHTEPHEIIIHJI»  caMocTiiHO  HiATpUMYyE  TpOIEC
YIpaBJIiHHS CKapraMM Ta aresLisiMH.

Ckapru B pamkax ceprudikaniiinoro oprany CO «IMC
IHTEPHEIIIHJI» mono cniBpoOiTHHKIB, mpoleciB abo
NpOLEAYp PpO3MIAAAIOThCA SIK BHYTpIIHI Toaii 1 He
00pOOIIAIOTHCS BIIMOBIIHO A0 Ii€i IPOIETyPH.

IIpaBoBi Hacaigku

Hacnigku IS KOMITaHil B LUBUIBHOMY i
aJMIHICTpaTUBHOMY TIIpaBi sIKi He MOXYTb OyTH
BHKJIIOUEHI

BrumB Ha rpoMazchKicTh

Inrepecu 3aco0iB macoBoi iH(opMamii sKi HE MOXYTh
OyTH BUKITIOYCHI

Kondinenuiinicts 3micty

Ckapru mojao ocid, Taki K, HaMpPHUKIaL, MOBEIiHKA 00
KIieHTa abo sKiCTh OOCIYroBYBaHHS 3 TOYKH 30pY
cremiadbHUX 3HaHb. KOH(INEHIIHHICTP TaKOX MOXe
HOIIMPIOBATHCH 1 Ha 0CO0Y, 110 OAAE CKAPTy.

BHyTpiniHs momis

Ckapru  Ha  BHyTpimHi  mpouecu CO  «IMC
IHTEPHEIIIHJI» abo  mnoBemiHKy  CIiBPOOITHHKIB
ycepearHi KOMIaHii.

Ckapra Ha BIOMIHY Big amessimii — 3asBa PO
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MANAGEMENT OF COMPLAINTS AND
APPEALS

Goal

This document establishes the procedures for receiving,

evaluating and making a decision on appeals,

complaints and disputed issues regarding the activities

of  the certification body CB “IMS

INTERNATIONAL” submitted by third parties.
Purpose of complaints management and appeal by:

* restoration of customer satisfaction

» preventing negative  impacts on  customer
satisfaction, such as loss of sales and image
e support and optimization of the continuous

improvement process.

Scope of application

This documented procedure is used by all personnel of
the certification body CB “IMS
INTERNATIONAL”. The certification body of “CB
“IMS INTERNATIONAL” independently supports
the process of managing complaints and appeals.
Complaints within the certification body of CB “IMS
INTERNATIONAL” regarding employees, processes
or procedures are considered internal events and are
not processed in accordance with this procedure.

Legal consequences

Consequences for the company in civil and
administrative law that cannot be excluded

Impact on the public

Interests of mass media which cannot be excluded
Content privacy

Complaints about individuals, such as customer

behavior or service quality in terms of expertise.
Confidentiality may also extend to the person making
the complaint.

Internal event

Complaints about the internal processes of the
Certification Body of CB “IMS
INTERNATIONAL” or the behavior of employees
within the company.

A complaint, unlike an appeal, is a statement of
dissatisfaction with the actions of the Certification
Body or Accreditation Body by any organization or
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oprady axpeauTanii 3 OOKy Oynap-sKOi oOprasizamii 4
ocobu.

HactymHi  yTOWHEHHS  3aCTOCOBYIOTBCS — [UIA  Ii€i
NpOLENypH:

«CyTTEBOIO» CKApTOIO €:

. CKapryu BiI OpraHy akpeauTauii W00 KIIEHTIB
ceprucdikaniiinoro oprany CO «IMC IHTEPHEIIHJI»

. CKapru TPETiX CTOPiH (CTOPOHHIX KOMIIaHiH,

oprasizamii a00 mpUBAaTHUX 0Ci0) WIOJ0 KIIEHTIB
ceprudikaniiinoro oprany CO «IMC IHTEPHEIIHJI»

. HETIPUHUHATTS CTaHJAPTHUX KOHTPAKTiB

. HENPUHWHATTS  pillleHb  WmoA0  cepTudikamii
(3amepeveHHs1/IpeTeH3ii)

. HeNpaBWIBHUH 3amuc y 0a3i TaHuX

. MOTEHIIIHI  3arpO3W CyNOBHX TIO30BiB, mil

BIIKpHUTI g MmyOmigHOrO JOCTYmy abo ckapra 3
BIJILIKOIyBAaHHSIM 30UTKY

. ceptudikaTH, sIKi He BUAAHI yepe3 3 MiCsIll mics
KOPUT'YBaJIbHUX JTiH

Beci iHIIIi CKapri BBAKAIOTHCS «HE3HAYHHMU).

HactynHi O3HaK#M BUKOPHCTOBYIOTHCS B SIKOCTI OCHOBH
JUIsl aHaJli3y nmpu4uH abo MiAcTaB Ul CKapr y MIOPIYHUX
CTaTHCTUYHHX JAaHHX:

. CKapra TpeTboi CTOPOHM WIOAO  KIIEHTIB
Ceprudikaniitnoro oprany CO «IMC IHTEPHEIIHII»
(oprany akpenmuTamii, AepKaBHUX yCTAaHOB, AEpP)KaBHUX
OpraHiB BJa¥, BIACHUKIB CTAaHJAPTHY)

. Ba)KKOJIOCTYIHICTh MpaIiBHUKIB
Ceprudikauiiinoro oprany CO «IMC IHTEPHEILIHJI»

. HAATO JOBra TPHUBAIICTh OOpOOKM 3amuTiB abo
KOMEPIIHHUX MPOIO3HIIiN

. HeaJlekBaTHe a00  HENpUIHSATHE  HaJaHHA
MPOMO3HUIIIH IIOJT0 IIHK 200 KOHTPAKTY

. KPHUTHKa INOJO0 YrOOM MpO [aTH, NPU3HAYCHHS
ayAUTOPIB, 4ac ayauTy

. HEJOJIKN 3araJibHUX IIOKa3HWKIB (pe3ysbTariB/
3BITIB 3 ayANUTY)

. HAJTO JTOBTa TPUBAJICTh BUAadi cepTudikary

. TTOMUJIKH B ceprudikari, TTOIITKOIKEH1
ceprudikatu

. TIOMUJIKY BBEJICHHS 0a3u JaHUX

. MMOMHJIKM 200 HAATO IOBra TPHBAIICTH O0OPOOKH

JIOKYMEHTIB (piHaHCOBOT Ta MOAATKOBOI 3BITHOCTI
. iHII
. BiJICYTHICTb BiAIIOBiJAJILHOCTI

BignoBigaapHicTh

JAupexTop

JupexTop Hece BiAMOBiNATBHICTS 3a:
. 3aTBEPXKCHHS  [IPaBUIL,
YIPaBIiHHS CKAPraMH Ta aresiisMu
. 3a0e3neueHHss HOPMAaJIbHOrO  (YHKIIOHYBaHHS
Npoliecy YNpaBIiHHS CKapraMy Ta anelsilisMd Ta Horo
OLIIHKH B paMKax aHalizy 3 00Ky KepiBHHUIITBA

0  CTOCYIOThCS

person.
The following clarifications apply to this procedure:

A "substantial" complaint is:

. complaints from the accreditation body
regarding clients of the certification body CB “IMS
INTERNATIONAL”

. complaints of third parties (third-party
companies, organizations or private individuals)
regarding clients of the certification body of CB “IMS
INTERNATIONAL”

. rejection of standard contracts

. not making decisions on certification
(objections/claims)

. invalid entry in the database

. potential threats of lawsuits, actions open to
public access, or complaints for damages

. certificates that are not issued after 3 months

after corrective actions

All other complaints are considered "minor".

The following features are used as a basis for analyzing
the reasons or grounds for complaints in the annual
statistics:

. a third-party complaint regarding clients of the
CB “IMS INTERNATIONAL” (accreditation body,
state institutions, state authorities, owners of the

standard)

. difficult accessibility of employees of the
Certification Body of CB “IMS
INTERNATIONAL”

. processing requests or commercial offers is
too long

. inadequate or unacceptable provision of price
or contract proposals

. criticism regarding the agreement on dates,
appointment of auditors, time of audit

. shortcomings of  general indicators
(results/audit reports)

. too long duration of certificate issuance

. errors in the certificate, damaged certificates

. database input errors

. errors or excessively long processing time of
financial and tax reporting documents

. others

. lack of responsibility

Responsibility

The Director
The Director is responsible for:

approval of rules relating to the management
of complaints and appeals

ensuring the normal functioning of the
complaints and appeals management process and its
assessment within the framework of management
analysis
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. B3a€EMOAII0 Ta iHQOpMYBaHHS 3alliKaBICHUX ° interaction and informing of interested parties
cTopid  (AkuioHepiB, rpomajacekocti, Pamm oprany (Shareholders, the public, the Board of the certification
ceprudikarii) body)
. KOH(1AeHIiTHIN po3rismy CKapr, SIKi e confidential consideration of complaints that
BITHOCATHCS TUIBKH 0 OCi0 relate only to individuals
. 3ajydeHHs ropuctiB, 3MI, cTpaxoBux KommaHid ° involvement of lawyers, mass media,
3a HEOOXiJHOCTI insurance companies if necessary
BukonaBuuii nupexTop CEO
BukoHaBumit JUpeKTOp HECe BiAMOBIJAIBHICTD 3a: The Executive Director is responsible for:
. BBEZICHHS, KOHTPOJb, YNPaBIiHHA Ta MOAanblie ° introduction, control, management and further
BIIOCKOHAJICHHSI TPOLEAYpPH YHpaBliHHS cKapramu Ta improvement of the complaints and appeals
anensauismu B Ceprudikaniiinomy oprani CO «IMC management procedure in the CB  “IMS
IHTEPHEIIIHJI» INTERNATIONAL”
y PEECTPYBAHHS Ta 00pPOOKY KOHKDETHHX CKapr Ta . registration and processing of specific

3amydeHHs mepcoHany Ceprudikaniitnoro oprany CO
«IMC IHTEPHEILIHJI» nnst 06po0Oku ckapr

. B3aEMOZII0 Ta iH(pOpMYBaHHS KIIEHTIB Ta
Ceprudikauiiinoro oprany CO «IMC IHTEPHEILIHJI»
. aHaJIi3 CKapr Ta anesiiii moao ciabKkux CTOPiH i

noreHuianiB s nominmeHas CeprudikauiiHoro oprany
CO «IMC IHTEPHEIIHJI» ininitoBaHHS KOPUT'YBILHHX
Ta 3a00DLKHUX Ail

. NepeBipKy AOTPUMAHHS IIPaBWI 3 YHPaBIiHHS

CKapraMi Ta amneslisMH, Y TOMY 4YHCII TiJ dYac
BHYTPIIIHIX ayIUTiB

Onuc aii

[Mopsimok  ympaBiiHHS —~ CKapramMud  Ta  anessiisMu
po3nijicHUH Ha 3 eTamu:

. OtpumanHs Ta peecrpanis (1. 5.1)

. O06pobka (1. 5.2)

. TumuacoBe apxiByBaHHs, aHOHIMHA OLHKa,
BuganeHHs (1. 5.3).

YrupapiaiHHS cKapramu

CO peectpye oTpumaHy amemsnito abo ckapry i

MOBOAMTHCS 3 HUMH Y BIIIOBITHOCTI i3 3aKOHOM YKpaiHu
«IIpo 3BepHEHHS TPOMAJISTH.

3BepHEHHS, PO3MJSIIAHHA 1 pIMIeHHS  I0J0
anessiiii ~ He  MOBHHHI  CHPHUYUHATH  OY[b-SIKHX
JMUCKPUMIHAIIIMHUX J[ifl CTOCOBHO aresisiHTa.

Iporec posrmsiay anensiii a00 CKapru BKIHOYAE
HACTYIIHI IPOIEAYPH:
a) CXeMy Tpolecy OTpPUMaHHS, MiATBEP/IKEHHS 1
po3risiaHHs  amensiii  abo  CKapru, a TakoX Ui
BUpIIIEHHS TOTO, SIKi Aii HEOOXiTHO BXXHUTHU y BiAMIOBiAb Ha
Hel, BpPaxOBYIOUM pE3ylbTaTH IONEPeAHIX MOMiOHUX
amensmiit abo ckapr;
0) BiACTE)KYBaHHSI 1 peecTpyBaHHs amensuii abo ckapr,
30Kpema Jiif, y)KUTHX JUisl 11 BUPILICHHS;
B) 3a0e3MedeHHst TOro, oo OyJk 3ampoBajpKeHi Oy ab-sKi
HaJISKH]1 KOPUTYBaHHSI 1 KOPUT'YBaJIbHI fii.

complaints and involvement of the personnel of the CB
“IMS INTERNATIONAL” to process complaints

. interaction and informing clients and the CB
“IMS INTERNATIONAL”
. analysis of complaints and appeals regarding

weaknesses and potentials for improvement of the CB
“IMS INTERNATIONAL”, initiation of corrective
and preventive actions

. verification of compliance with the rules for
managing complaints and appeals, including during
internal audits

Description of actions
The procedure for managing complaints and appeals is
divided into 3 stages:

. Receipt and registration (clause 5.1)
. Processing (clause 5.2)
. Temporary archiving, anonymous evaluation,

deletion (clause 5.3).

Complaints management

CB registers the received appeal or complaint and deals
with them in accordance with the Law of Ukraine "On
Appeals of Citizens".

Appeal, consideration and decision regarding
appeals must not result in any discriminatory action
against the appellant.

The appeal or complaint review process
includes the following procedures:

a) scheme of the process of receiving, confirming and
considering an appeal or complaint, as well as for
deciding what actions should be taken in response to it,
taking into account the results of previous similar
appeals or complaints;

b) tracking and registration of an appeal or complaint,
in particular the actions taken to resolve it;

c) ensuring that any appropriate adjustments and
corrective actions are implemented.

Appeals or complaints from the same appellant on the
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Posrsny He migmsiraroTs anessinii abo ckapru BiJ OHOTO
1 TOTO X areJisiHTa 3 OJHOTO i TOTO X MUTAHHS, SKIIO I10
it amensmnii abo amesii Bxke 0yJI0 IpUiHSTE PillIeHHS.
AmenssHT Moxe y Oynmp-sKHi dYac BiIi3BaTH TOHAaHY
amemAnito abo ckapry. Y [bOMY BHIIAAKY PO3TIA
anesii abo CKapru MPUIUHAETHCA. Po3rmsan mpobiemu,
1I0 MopylleHa y il amensuii abo ckap3i Bapyre, He
MIPOBOANTHCA.

CO Bu3Hauae, pa3oM 3 KIIEHTOM 1 CKapKHUKOM, YU
MOTPiOHO, 1 SIKIIO TakK, y SIKOMY 00CsI3i, pO3roJIOlIyBaTH
IIpeAMET CKapru Ta il BACHOBKHU.

OTpuMaHH# Ta peecTpanisi cKapr

Ckapru MOXyTh OyTH OTpHMaHi y MACHEMOBIH (oQiriitHui
JUCT TOMTOI, (pakcoM abo eNeKTPOHHOIO IOIITO) abo
ycHiit opmi (TemedoHHMIA N3BIHOK, a00 3asBa 3 BYCT B
ycra). KoxkeH CHiBpOOITHHK MNpH OTPUMaHHI CKapru
NMOBUHEH mpoindopmyBaTh mnpo 1e BukoHaB4Oro
Jupekropa, sKud poO3risgae ckapry Ta opraizye ii
MO TANTBIITY OOPOOKY.

B ceHci 1aHOi TOKYMEHTOBaHOI MPOLEAYPH CKapraMy He
€:

. MOBIJOMJICHHSI 1100 HEBEJIMKHX IIOMHJIOK B
paxyHKax-(QakTypax, JUCTaX TOLIO, SIKIIO BOHH MOXYTh
OyTH HerailHO yCyHEHi BIIIOBIHUM HepcoHAIOM. SIKIIo
Taki MOMHIKHA OyIyTh TPAIULATHCSA dYacTo, BukoHaBUwmiA

Jupexkrtop 3000B's3aHUIl  iHIOIFOBaTH  PO3POOKYy  Ta
BIPOBA/DKEHHS KOPUT'YBAJIBHUX JiH
. moBimomsieHHss  cmiBpoOitHukie  CO  «IMC

IHTEPHEILIHJI», 1o cTocyrOThCsl BHYTPILIHIX MPOLECIB
abo npouenyp. Taki ckapru NOBHHHI OyTH CHpPSMOBaHI
BIJITIOBITHMM KEpIBHUKAM JICIIAPTAMEHTIB, a PIIICHHS Ma€e
OyTH 3HaiiieHO 3a JONOMOrol BHYTpIIIHIX 3aco0iB
KOMYHIKaIlii

. CKapru 1010 ocobucToi TTOBE I HKU
cniBpoOitHukiB Ceprudikaniiinoro oprany CO «IMC
IHTEPHEIIIHJI» aGo 30BHIMHIX ayAuTOpiB, 3poOieHi
iHmmMu criBpoOiTHrKaMu CepTuddikariitnoro oprany CO
«IMC [IHTEPHEIIHJI» ab6o momgpMu 3a MeXaMH
KOMIIaHii, O0OpOOJSIOTECS KEPIBHUKAMH  BiAMOBIIHUX
JICTIapTAMEHTIB B paMKax KOH(IAEHIIHHOT criiBOeCiIu.
IMicns otpumanHs ckapru BJI mepeBipsie BiamoOBigHICTH
OTpUMaHOI CKapru O3HakaM HaBEAGHHMM Yy JaHii
JIOKyMEHTOBaHii mporenypi. Y pasi  BiANOBIIHOCTI,
nporsirom 1 poboyoro aHsi, BuxonaBumii Jupekrop
peectpye ckapry Ta 0yIb-sIKi OTpUMaHi JOKYMCHTH.

O06podka ckapru

[Micnsa peectpanii ckapru B/l anamizye um € maHa ckapra
00TpYHTOBAHOIO, SKIIO Hi 3aMUCY€ BiATOBIAHI IPHYUHA Ta
3aKpHUBa€ CKapry.

Slkuro ckapra obrpyHroBana BJl ananmizye uum mae BoHa
BIUIMB Ha TPOMAICHKICTh ab0 MPaBOBI HACIIOKH, IO
MaroTh BIJIHOLIGHHS JI0 CTpaxyBaHHS ab0 1O 3aXUCTy

same issue shall not be considered, if a decision has
already been made on this appeal or appeal.

The appellant may withdraw the submitted appeal or
complaint at any time. In this case, consideration of the
appeal or complaint is terminated. Consideration of the
issue raised in this appeal or complaint for the second
time is not conducted.

The CB determines, together with the client and the
complainant, whether it is necessary, and if so, to what
extent, to disclose the subject of the complaint and its
conclusions.

Receiving and registering complaints

Complaints can be received in writing (official letter by
post, fax or e-mail) or verbally (phone call or word of
mouth). Each employee, upon receiving a complaint,
must inform the Executive Director about it, who will
consider the complaint and organize its further
processing.

In the sense of this documented procedure, complaints
are not:

. reporting minor errors in invoices, letters, etc.,
if they can be corrected immediately by the relevant
staff. If such errors occur frequently, the Executive

Director shall initiate the development and
implementation of corrective actions
. messages from employees of the CB “IMS

INTERNATIONAL” regarding internal processes or
procedures. Such complaints should be directed to the
appropriate department heads, and a solution should be
found through internal means of communication

. complaints regarding the personal behavior of
employees of the CB “IMS INTERNATIONAL” or
external of auditors, made by other employees of the
CB “IMS INTERNATIONAL” or by people outside
the company, are processed by the heads of the
relevant departments as part of a confidential
interview.

After receiving a complaint, the CEO checks whether
the received complaint meets the criteria specified in
this documented procedure. In case of compliance,
within 1 working day, the Executive Director registers
the complaint and any documents received.

Complaint processing

After registering a complaint, the CEO analyzes
whether the complaint is justified, if not, records the
relevant reasons and closes the complaint.

If the complaint is well-founded, the CEO analyzes
whether it has an impact on the public or legal
consequences related to insurance or information
protection. If there is a relevant influence, the CEO
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iHdopmartii. KO € HASIBHICTH BiAMOBIAHOTO BILIUBY, BJ]
HeraiHo iHpOpMye TUpeKTopa.

Slkmio pimreHHS MOAO CKaprd HE MOXe OYyTH HPUIHSITO
HeraiHo, 3a 2 poOoui MHI micns oTpuMaHHS ckapru, BJ]
iHpopmye ocolOy abo opranizamito, MO 3BEepHyNacs 3i
CKaprolo mpo Xix po3misiay Ta 00poOKH cKapru.
BukonaBuuii /lupekrop opranizye oOpoOKy ckapru, Ta 3a
HEOOXITHOCTI 3ajydae A0 mpolecy OoOpoOKH cKapru
BIAIIOBIIHUX KEepIBHUKIB JIeTIapTaMEHTIB Ta
cniBpoOitHukiB CO «IMC IHTEPHEILIHJI»

Ckapra oOpoOJIsS€TbCS HAa OCHOBI MOBHOTO PO3YyMIiHHS
TOYKH 30py JIIOAWHM abo0 oprasizamii, sika 3BepHyJacs 3i
ckaproro. Hamip mossirae B Tomy, mo6 3ampornoHyBaTH i
3MIACHATH KOPWUTYBANbHI Hil sIKi MAXOOATH  UIA
PO3IIISTHYTOTO BHIIAJIKY.

Ckapra moBmHHa OyTH 00pOoONEHa sKOMOTa UIIBHIIIE.
SIKio BIAMOBIAJBHUE 3ayuyeHUi MpaliBHUK HE POOHUTH
HISIKUX Jii y 3B'I3Ky 31 CKaprow MpoTsSroM S5 JHIB,
BukonaBunii Hupexrop iHpopMye KepiBHHKA
BIJITIOBITHOTO JIeApTaAMEHTY. SIKI0 HEMae HisKOi peakiii
NpOTATOM HACTyHNHUX S5 n1HiB, BukonaBumii Jlupekrop
iHpopmye naupekrtopa. Ilepion oOdwiKyBaHHS BHKOHAaHHS
MONANBIINX Mild, HANPUKIA] OYIKyBaHHS Ha BiAMOBIiAb
KJII€EHTA, HE TIOBHMHEH MEPEBHUIIYBaTH 3 MiCSILIi.

Ckapra BBa)KaeTbCs 3aKPHUTOIO, SIKIIO KITIE€HT MO3UTHBHO
pearye Ha NpOLENypY, 3alpONOHOBAHY JUIsl BHPIIICHHS
cKkapru abo B pa3i MOBHOI BiICYTHOCTI peakxiii, Ky CIix
Oyno owikyBaTH BiI KIIi€HTa mpoTAroMm 3 micsuiB. SIKio
HEOOXI/IHO, CKaprd TMOBHHHI OYyTH NPHUHHATI 3HOBY 1
00po0Kka MoBUHHA OYyTH MPOJOBKEHA, B Pa3i MOBTOPHOTO
3BepHeHHs Kiienta 10 CO «IMC IHTEPHEIIHIT»

Sxmio BJ] He MOXe JOCATTH YrOau 3 KJIIEHTOM, BiH MOXE
3BepHyTHCS Oe3nocepennbo 10 Pagu CeprudikauiiHoro
oprany CO «IMC IHTEPHENIHJI» , sxa BucTymae B
SKOCTI apOiTpaxkHoro oprany. B rakomy pasi Bl nHancumnae
JIMCT i3 3MICTOM CKapru Ta BIACHUM TBEPIXKCHHS, KU
nmoro/ukyeTbes i3 [ uinenam Pamgm oprany ceprudikarii.
Pama oprany ceprudikamii 0OpoOisie 3BepHEHHS i 4ac
HACTYITHHX 3araJbHUX 300piB, B IHIIOMY pa3i pO3TIIAIaHHS
TAKOr'0 3BEPHEHHS MOXe OyTH 3MIHCHEHO AWCTaHIIKWHO.
Onuc uporo Iporecy s KIiEHTa TakoXX ITOCTYHNHUH B
IurepHeri.

Tumuacose apxiByBaHHS, aHOHIMHA
BHJAJIEHHS CKApT

TumuacoBa ITOKyMeHTawis 3i ckapr 30epiraetbcs y Bl B
yMoBax oOMexxeHoro pgoctymy mepconary CO Ta
30BHIMIHIX OCi0.

Hanpukinni kanengapHoro poky Bukonasuwii J{upekrop
3MIHCHIOE aHami3 ckapr Ta ix npuumH. llei anamiz €
OCHOBOIO [uIsi 3BITY mepen BulMM KepiBHHLITBOM CO
«IMC IHTEPHEUIHJI» mono ¢yHKUiOHyBaHHS CHUCTEMH

OliHKA,

informs the director.

If a decision on the complaint cannot be made
immediately, within 2 working days after receiving the
complaint, the CEO informs the person or organization
that made the complaint about the progress of the
review and processing of the complaint.

The Executive Director organizes the processing of the
complaint and, if necessary, involves the relevant heads
of departments and employees of the CB “IMS
INTERNATIONAL” the process of processing the
complaint.

A complaint is handled on the basis of a full
understanding of the point of view of the person or
organization making the complaint. The intention is to
propose and implement corrective actions that are
appropriate for the case in question.

The complaint must be processed as soon as possible.
If the responsible employee involved does not take any
action in connection with the complaint within 5 days,
the Executive Director informs the head of the relevant
department. If there is no response within the next 5
days, the Executive Director will inform the Director.
The waiting period for further actions, such as waiting
for the client's response, should not exceed 3 months.
The complaint is considered closed if the client
responds positively to the procedure proposed to
resolve the complaint or in the case of a complete lack
of response that should have been expected from the
client within 3 months. If necessary, complaints should
be accepted again and processing should be continued,
in case of repeated application of the client to the CB
“IMS INTERNATIONAL”.

If the CEO cannot reach an agreement with the client,
he can apply directly to the Council of the CB “IMS
INTERNATIONAL”, which acts as an arbitration
body. In this case, the CEO sends a letter with the
content of the complaint and its own statement, which
agrees with the Department of Internal Affairs, to the
members of the Council of the certification body. The
board of the certification body processes the appeal
during the next general meeting, otherwise
consideration of such an appeal can be carried out
remotely. A customer description of this process is also
available online.
Temporary archiving,
removal of complaints
Temporary complaint documentation is stored in the
CEO under conditions of limited access to the
personnel of the Certification Body and external
persons.

At the end of the calendar year, the Executive Director
analyzes complaints and their causes. This analysis is
the basis for a report to the top management of the CB
“IMS INTERNATIONAL”  regarding  the

anonymous evaluation,
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menemkmenty CO «IMC IHTEPHEIIHJI» 3 wmeroro
BU3HAYCHHS Ta YCYHCHHS CJIA0KHMX MICIb y CHCTEMH
MeHeKMeHTy. llelf aHami3 TPOBOAWTHECA AHOHIMHO,
BIZIMOBITHO 10 NPHYMH IepenideHux y 1m.3. 3a moTpedun
TaKW{ aHaTi3 MOXKE TIPOBOJUTHCH YaCTIIIIe.

BiamoBinHO 0 mpaBWi  aKpeauTalii  BIOPOIOBK
MPOBEJCHHS OLIIHKK BIJIIOBIAHOCTI OPraHOM aKpexuTamii
CO «IMC IHTEPHEHNIHJI» Hamae poctynm oprasy
aKpemuTalii 0 Teperisay CKapr Ta amneliiid, sKi
BiZIOyJIHCs 3 yacy IOIePeHbOI OL[IHKH.

TumuacoBa JOKYMEHTallis 31 CKapr, sKa HaJiinoa
MPOTITOM POKY, 30epiraetbes y B/ Biponosxk 18 micsiiis
micns 3aKiHYeHHS IOTOYHOro poky. Ilicnst 3akiHYeHHS
BH3HAYCHOTO TEPMIiHY 3acTapiii JOKYMEHTH BHUAAJSIOTHCS
Ta 3HUIILYIOTHCSI.

Yupapiainasa aneasuisiMmu

IIpu Hesromi 3 mpouenypamMud Ta  pe3yJbTaTaMu
ceprudikanii abo TEXHIYHOrO Hariasagy 3  OOKy
CeprudikaniiiHoro opraHy, 3asBHHK a00 iHIIa CTOpOHa
MoOke moaatu amessniro no CepTtudikamiiHOrO opraHy.
[onaua anensuii He 3ynuHsIE Aii NPUHHATHX PillICHb.

V¥ pasi HapxomkeHHs anensuii Ha aapecy CO, ynpaBiiHHSA
anesnicr0  3OIMCHIOETBCS  3TIHO 3 BHUMOTaMH  Il€l
npoueaypy, 3 ypaxysauusm Bumor JICTY EN ISO/IEC
17021-1; ACTY ISO 9001, ACTY EN ISO 9001, ISO
9001, ACTY ISO 22000, ISO 22000, JCTY ISO 14001,
ISO 14001, ACTY ISO/IEC 27001, ISO 27001, ISO
45001, ACTY ISO 50001, ACTY ISO 13485.

Jlo po3risigy anensiuiid Ta MPUHHSTTS PIllIeHb 32 HUMHU HE
MOBUHEH 3aJIy4aTHCh INEPCOHAN, SIKMH OyB 3aJlydeHHUH /0
IiSUTBHOCTI,  Oe3lmocepemHb0  MOB’SA3aHOI 3 IUMH
amnessimissMM, a TaKo)XX IIepcoHall, sKMH  HaJaBaB
KOHCYJIbTYBAaHHSI alleJITHTY YW CKapKHUKY, UM IIPAIIOBAB
y HBOTO Ha TMPOTA3i ABOX POKIB [0 IaTH PO3TILLY
anesAai.

Iopsinox moaaHHsa anmeysiuiit

Anensiis TOBUHHA TOJAaBaTUCS B MUCBMOBIH (opmi Ha
iM'ss kepiBHuKa CepTudikalifiHOro opraHy IpOTArOM
MICSI  TIC/IA OTPUMAHHSA 3asBHUKOM pIillICHHS a0o0
iHpopmaii npo aii un Ge3nisuibHicTE CepTudikaniiHOTO
OpraHy, sIKi 3assBHUK 02)Ka€ OCKap KHUTH.

TepMmin momadi amensmii He NOBHHEH NEpPEeBUIIYBaTH
ONHOTO  MicSIi Big JaTH  ONCpKaHHA  PIlICHHS
Ceprudikaniiinoro oprany ado BiAMOBH Y BiJHOBJIEHHI
nopyiueHux npas 3 6oky Ceprudikaiiiinoro opraty.
Anensiilis MoJaeThcs 32 HASBHOCTI y 3asBHHKA PIILICHHS
Ceprudikauiiinoro  oprany abo npu  BUMHEHHI
CeprudikamiiHUM OpraHoM Jiif, siki, Ha MOTJIST 3asIBHUKA,

functioning of the management system of the CB
“IMS INTERNATIONAL” in order to identify and
eliminate weaknesses in the management system. This
analysis is conducted anonymously, in accordance with
the reasons listed in clause 3. If necessary, such an
analysis can be carried out more often.

In accordance with the accreditation rules, during the
conformity assessment, the accreditation body of the
CB “IMS INTERNATIONAL” provides access to
the accreditation body to review complaints and
appeals that have occurred since the previous
assessment.

Temporary documentation of complaints received
during the year is kept by the CEO for 18 months after
the end of the current year. After the expiration of the
specified period, outdated documents are deleted and
destroyed.

Appeals management

In case of disagreement with the procedures and results
of certification or technical supervision by the
Certification Body, the applicant or another party may
file an appeal with the Certification Body. Filing an
appeal does not suspend the effect of the decisions
made.

In the event of an appeal being received at the SO
address, the appeal is managed in accordance with the
requirements of this procedure, taking into account the
requirements of DSTU EN ISO/IEC 17021-1; DSTU
ISO 9001, DSTU EN ISO 9001, ISO 9001, DSTU ISO
22000, ISO 22000, DSTU ISO 14001, ISO 14001,
DSTU ISO/IEC 27001, ISO 27001, ISO 45001, DSTU
ISO 50001, DSTU ISO 13485.

Personnel who were involved in activities directly
related to these appeals, as well as personnel who
provided advice to the appellant or complainant or
worked for him during the two years prior to the date
of the appeal, should not be involved in the
consideration of appeals and decision-making thereof.

The procedure for submitting appeals

The appeal must be submitted in writing to the head of
the Certification Body within one month after the
applicant receives the decision or information about the
actions or inaction of the Certification Body that the
applicant wishes to appeal.

The deadline for filing an appeal should not exceed one
month from the date of receipt of the Certification
Body's decision or the Certification Body's refusal to
restore the violated rights.

The appeal is submitted if the applicant has a decision
of the Certification Body or if the Certification Body
takes actions that, in the opinion of the applicant, lead
to a violation of his rights and interests in the field of
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cepi ceprudikarii. The appeal must clearly state its essence. All

B amensmii moBmHHa OyTH 4iTKO BHKIaAeHa ii CyTh. Jlo
amernsmii JOJaroThCs BCi JOKYMEHTH 1 MaTepiaim, sKi
MiATBEPIKYIOTh 1 TOSCHIOIOTH (DaKTH, IO MICTATHCS B
amnessLii, K MPaBHIo:

. JUCTYBaHHA IIONO CIIPHOIO IIMTaHHA MIX
3assBHUKOM Ta CepTudikauiiHuM OpraHoM;

. Komii pillieHHs PO BiAMOBY BHJaui ceprudikara
Ha cUCTEMY yIpaBJiHHs/ CKOPOUYECHHS

raiy3i/lpu3ynuHeHHs!/CKacyBaHHS ceprudikara Ha
CHCTeMY yNpaBJIiHHS Ta iH.

CeprudikaniiHoro opraHy MoOKe BHUMaraTH HaIaHHS
IHIIAX TOKYMEHTIB, IO HEOOXiTHI TS PO3TIISLY amelsIlii.
Posrisiny He MiANATalOTH amelsmii Bix OJHOTO W TOTO K
afeNsHTa 3 OJHOTO W TOro K HMHTAHHA, SKIIO BIEpIIE 10

anessiuii piteHHs O0yJio NpuiHAITe.

PeecTpauis anensiuii

VYei  anmensamii, 3a BHHATKOM THX, M0 HaMIHIIIM 3
MOPYIICHHSAM BHUMOI, 3a3HadeHUX y 1. 5.2.2 i€l
NpOLEAYPH Ta THX, 32 SIKHMHU HEMOJXXJIMBO BCTaHOBHTH
aBTOPCTBO, MiJUIATAIOTh 00O0B'SI3KOBIH peecTpartii.
Anensuii, sxi  BusHani CeprudikaniiHuM  opraHom
00IpyHTOBaHUMH, JI0ZIATKOBO PEECTPYIOThCA y
enekTpoHHOMY JKypHaii peectpamii MpOMO3HUIliH, 3adB i
ckapr DF-IMS00-002 d®opma ympaBiiHHS CKapramMd Ta
anessIisMU.

Iopsanok po3rasaay anenasiui

Anernsis, 0 HaAIAIUIA, TIOBUHHA OyTH MpoaHalli30BaHa
kepiBHUKOM CepTHdikaliiiHUM OpraHoM, NpU LBOMY
BU3HAYAETHCS YM BIMHOCUTHCS AmeIAIlis JO IISUTBHOCTI 3
cepruikarii.

3apeecTpoBaHa B YCTAHOBJIEHOMY IOPSAKY amrelisiiist Ta
IHII MaTepiaiy, 1o Ha iU pa3oM 3 Helo, IepeIaroThCs
kepiBHUKY CepTuikamiifHoro opray.

BJI i mupekTop pO3TIIANAarOTh aNeisIiio Yy TEPMiH, 0 He
MIEPEBUIIIYE OTHOTO MICSIS 3 AaTH ii peecTparii. Akmo B
MICSIYHMH TepMIiH BUPIMIMTA TOPYILIEHI B  anensuil
[HUTaHHS HEMOXINBO, UPEKTOP BCTAHOBIIOE HOJATKOBUH
TepMiH Juisi T po3risiay, PO LIO TOBIIOMIISE amneNsHTa.
3aranbHUil  TepMiH  pO3rVsAy — amersuii  He  MOXKe
nepeBuilyBaty 45 (copoka 1'ati) poOOYHX JHIB.

3a pesynbraTaMu  PO3IJISAY — ANeNAIil  KepIBHUKOM
CeprudikaniiiHoro oprany npuiMaeTbCs pilICHHS:

. SIKITIO BU3HAIOTHCS it abo piureHHs
CeprudikanitHoro oprany HEeNpPaBOMipHIMHU,
MPUAMAETHCS PillIeHHS PO OOTPYHTOBAHICTH alleIALii Ta
HEOOXiTHICTb yYCYHEHHS MOMYIICHOTO IOPYIIEHHS Ta/4H
CKacyBaHHS PUHHATOrO HUM PIilICHHS.

. SIKILIO BU3HAIOTHCS nil abo pilIeHHs
MPaBOMIPHUMH, MPUHAMAETHCS PIMICHHS PO BIAMOBY Yy
3aJJ0BOJICHHI ameJsiii.

documents and materials that confirm and explain the
facts contained in the appeal are attached to the appeal,
as a rule:

. correspondence regarding a disputed issue
between the applicant and the Certification Body;
. copies of the decision on the refusal to issue a

certificate for the management system/ reduction of the
branch/suspension/cancellation of the certificate for the
management system, etc.

The certification body may require the provision of
other documents necessary for consideration of the
appeal.

Appeals from the same appellant on the same issue are
not subject to consideration, if the decision was made
for the first time on appeal.

Registration of appeals

All appeals, with the exception of those received in
violation of the requirements specified in clause 5.2.2
of this procedure and those for which it is impossible to
establish authorship, are subject to mandatory
registration.

Appeals, which are recognized by the Certification
Body as well-founded, are additionally registered in the
electronic Journal of registration of proposals,
statements and complaints DF-IMS00-002 Complaints
and appeals management form.

The procedure for consideration of appeals

The received appeal must be analyzed by the head of
the Certification Body, while determining whether the
appeal relates to certification activities.

The appeal registered in the prescribed manner and
other materials received together with it are handed
over to the head of the Certification Body.

The CEO and the director consider the appeal within a
period not exceeding one month from the date of its
registration. If it is impossible to resolve the issues
raised in the appeal within a month, the director sets an
additional deadline for its consideration, which the
appellant is informed about. The total term of
consideration of the appeal cannot exceed 45 (forty-
five) working days.

Based on the results of the review of the appeal, the
head of the Certification Body makes a decision:

. if the actions or decisions of the Certification
Body are found to be illegal, a decision is made on the
validity of the appeal and the need to eliminate the
committed violation and/or cancel the decision made
by it.

. if the actions or decisions are recognized as
legitimate, a decision is made to reject the appeal.

The decision must be signed by the director and all
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PimenHst moBuHHE OyTH HinnucaHe AMPEKTOPOM Ta BCiMa
YYaCHUKAMH, sIKi OpaJii y4acTh y pO3IJIsiAi aressii.
PimeHHs THCEMOBO MOBOJUTHECSA IO CTOPIH, SIKi Opaim
Y9acTh Y PO3TILSL aleIsIii.

Y pa3i Hesromm oxHiEl 31 CTOpiH 3  pIMICHHAM
CeprudikaniiiHoro opraHy BOHa MOXE€ 3BEPHYTHCS JI0
MiHicTepcTBa ©KOHOMIKM Ta  PO3BUTKY  YKpaiHu,
HarrioHanbHOro areHTCTBa 3 aKpeauTanii Ykpainu abo 1o
CYJy 3TiZIHO 3 YHHHUM 3aKOHO/aBCTBOM.

JlokyMeHTaIlisl MO0 PO3IIIAAY amelsiiil 30epiracTbcs B
CeprudikaniifHoOro oprany mpoTsrom JECsTH POKIB 3 AaTH
OPUAHSTTS PIlICHHS.

6 Honatku

. DF-IMS00-012 Illopiyauii 3BiT Tpo CTaH
CHCTEMH MEHEIKMEHTY LIS aHaJlizy 3 OOKy KepiBHHIITBA

. DF-IMS00-002 ®opma ynpaBiiHHS CKapramu Ta
anessIisiMu

Buxonaunit lupexrop: CEO:

Hupextop CO «IMC IHTEPHEUIHJI»
Director CB “IMS INTERNATIONAL”

participants who participated in the appeal.

The decision is delivered in writing to the parties who
participated in the appeal.

If one of the parties disagrees with the decision of the
Certification Body, it may appeal to the Ministry of
Economy and Development of Ukraine, the National
Accreditation Agency of Ukraine or to the court in
accordance with the current legislation.

The documentation regarding the review of appeals is
kept by the Certification Body for ten years from the
date of the decision.

6 Appendices
. DF-IMS00-012 Annual report on the status of
the management system for review by management

. DF-IMS00-002 Complaints and Appeals

Management Form

Sinyato A.
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