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1. PURPOSE
This procedure aims at determining the solution method for assessing and resolving written or verbal customer complaints/requests with respect to the performance of audit, certification and operational activities of MNA Laboratories and to the customers (such as document and logo usage).

2. SCOPE
This procedure covers all kinds of satisfaction assessment and complaint and objection resolution between the customer to which a product certification and/or test service is provided by MNA Laboratories and our company.
3. RESPONSIBLE PERSONS
Quality Manager
Technical Specialists
4. DEFINITIONS
Complaint: Negative applications made by private or legal entities in writing or verbally with respect to the policy, procedures, directives, activities, performance, regular and contracted personnel, certified institutions etc. of MNA Laboratories in all phases from the receipt of application to certification. 

Objection: Negative applications made by relevant parties against the decisions of MNA Laboratories which are taken within the scope of its certification activities. 
5. REFERENCE SOURCES AND DOCUMENTS 
· Product Certification Procedure 
· Logo Usage Procedure 
· Complaint Assessment Form 
· Objection Assessment Form
· Complaint and Objection Committee List 
· Customer Satisfaction Assessment Form 
6. IMPLEMENTATION 
6.1 Assessment of complaints
6.1.1 Assessment of complaints related to the activities of MNA Laboratories 
Complaint assessment process of MNA Laboratories are defined in its web page and any complaints related to the service quality of MNA Laboratories may be in writing or verbal as a result of customer questionnaires. The officer who receives a complaint notifies the same to the Management Representative. All complaints are recorded through a Complaint and Objection Entry Form by the Management Representative as expressed by customers and they are assessed accordingly. The result of such assessment is completed within not more than fifteen (15) days and necessarily notified to the customer in writing. 

	Item No.
	Complaint Type
	Decision of the Management Representative

	1
	Complaint about office services in MNA Laboratories: inability to access to relevant persons, late proposal times, insufficient or inaccessible documents supposed to be known by the parties, late certificate issuance and delivery periods etc.

	It is resolved and a response is provided to the customer within not more than one week, a corrective action is commenced to prevent reoccurrence and eliminate the root cause and efficiency of such action is measured.  

	2
	Complaint about the supervisory council and audit which may affect the objectivity, independence and efficiency of audit: 
Attitudes and behaviours of the supervisory council, unethical behaviours by the supervisory council, not employment of a proper method in audit, noncompliance with the audit plan, failure of the audit to provide added value etc. 

	It is resolved and a response is provided to the customer within not more than one week, a corrective action is commenced to prevent reoccurrence and eliminate the root cause and efficiency of such action is measured.  


6.1.2 Assessment of complaints related to a certified customer 
Customer related complaints/objections are failures to comply with the Product Certification Procedure and Logo Usage Procedure. The officer who receives a complaint notifies the same to the Management Representative who, in turn, records and submits the situation for the assessment and resolution of the Complaint and Objection Committee.

Customer related complaints/objections may occur within the following scope: 
	Item No.
	Complaint Type
	Resolution of the Complaint and Objection Committee 

	1
	Usage of the logo and certificate usage right beyond the designated scope 
	A corrective action is requested to be taken within not more than 10 days, the certificate is suspended if the result is negative. The certificate is cancelled if the result is still negative. 

	2
	Usage of the logo in such a way that may lead to a misunderstanding such as a product certificate. For example, usage of the logo on the product 
	

	3
	Misuse of the logo of the accreditation authority 
	

	4
	Any complaints/objections and feedbacks from relevant chambers or occupational groups where the customers are associated or acting as a member  
	A corrective action is requested to be taken within not more than 1 month, the certificate is suspended if the result is negative. The certificate is cancelled if the result is still negative.

	5
	Complaints/objections and feedbacks from related parties who benefit from the product of the customer 
	If it is a justified complaint, based on the maintenance of customer satisfaction:
A special audit may be performed in a month.
A corrective action is requested to be taken within not more than 1 month, the certificate is suspended if the result is negative. The certificate is cancelled if the result is still negative.

It must be taken into consideration in the next audit (such as supervision, certificate renewal etc.).

	6
	Publication of improper news at the printed and mass media about customers 
	A special audit may be performed in a month.
A corrective action is requested to be taken within not more than 1 month, the certificate is suspended if the result is negative. The certificate is cancelled if the result is still negative.

It must be taken into consideration in the next audit (such as supervision, certificate renewal etc.).


In the abovementioned cases, the Complaint and Objection Committee assesses objective evidences within not more than one week and notifies the results and its resolution to the customer in writing. 
The certification stages of the institution involving in the complaint are retrospectively reviewed and this review constitutes a data for corrective action if there is any improper practice or any issue which needs improvement. 

Compliance with the confidentiality principle is essential in the assessment of this type of complaints. The method and extent of public disclosure of the issue are under the responsibility of MNA Laboratories, if required, and legal requirements thereof are followed.  
MNA Laboratories refer any complaints to the Committee if it cannot resolve them.  As specified above, any complaints which are resolved by it are not required to be referred to the Committee. 
The customer and complaint holder jointly determine the subject of complaint and whether its solution will be made known publicly or not by MNA Laboratories and, if so, the details of such disclosure. The evidence of joint determination is the correspondences made with the customer and complaint holder (e-mail, mail, fax etc.).

6.2. Objections
6.2.1. Objections against the resolutions about the result of an audit
This type of complaints which are received in writing or verbally is notified to the Management Representative and Decision Maker by the officer who receives the complaint. The Management Representative records the same and communicates them to the Complaint and Objection Committee jointly with the Decision Maker without delay.

The Complaint and Objection Committee is fully independent from audit and certification processes. Complaints are assessed by the Committee within not more than one week. 

The assessment is based on such certification standards as ISO 17065 and ISO/TS 17025 and relevant guidelines, objectivity and independence. 
If required, detailed information is requested from the Decision Maker about the conditions of certification. 
The resolution passed as a result of the assessment is notified to relevant parties along with the justifications thereof (by referring to respective standard or procedure and sending a copy thereof, if necessary). 
6.2.2. Objection against any decision of the supervisory council about major/minor unconformity, observation or recommendation as a result of an audit 
It refers to the unacceptance or non-execution by the auditee of a major/minor unconformity or observation written by the supervisory council
In this case, the lead auditor explains to the auditee that it has the right of objection. Afterwards, he prepares a protocol. The subject matter is specified therein and the fact that the auditee refrains from executing the protocol is stated. The auditee is asked to execute the protocol; otherwise, the protocol is executed unilaterally. 

The decision maker reviews the decision and communicates his resolution to related parties with detailed justifications within not more than 5 days. 
The decision maker may pass the following resolutions depending on the result of the assessment: 
Approval of the recommendation of the supervisory council, 
Substitution of the supervisory council, repetition of the audit either completely or partially, 
Passing an opposite decision to the decision of the supervisory council. 
The audited company is also entitled to raise an objection against the resolution of the decision maker. In this case, assessment is made in accordance with article 6.2. 
6.2.3. Objection against the supervisory council 
Personal backgrounds of the auditors appointed to carry out the audit are sent to the company via mail, electronic mail or fax prior to the audit along with the Audit Plan. The audited company is entitled to raise an objection against an auditor or all auditors in the supervisory council. 
The objection is notified to the decision maker either in writing or verbally together with the justification thereof. The decision maker assesses the situation in such a manner that the audit process will not be hindered or delayed. Assessment is made without jeopardizing the objectivity, independence and consistency of the audit. 

If the objection is recognized, the decision maker is asked to substitute the supervisory council. The details of the new council are submitted to the company for confirmation. 
If the objection is not recognized, this is notified to the company in writing and a confirmation is requested again with respect to the audit. If the company insists on its objection, the situation is notified to the Complaint and Objection Committee. 

6.2.4. Objection against a decision taken about customer complaints 
The provisions of article 6.1 are applied. 
6.3 Establishment of the Complaint/Objection Committee 
In order to ensure objectivity and improve service quality in its activities, MNA Laboratories establishes the Complaint and Objection Committee and makes assessments in a fully independent manner from such audit and certification processes as the acceptance of applications, appointment of auditors, performance of audit, reporting and certification decision. The compliant committee is established within 1 month following the receipt of an objection and complaint. 

The Complaint and Objection Committee is assigned by the Managing Director and Management Representative. Assignment of the members thereof is made whenever a complaint or objection is submitted with respect to relevant industry and/or the area of service. Assignment criteria for the members of the Complaint and Objection Committee are as follows: 
· To have business experience for at least 1 year in the represented industry, 
· To graduate from a university, vocational high school or college, 

· To be aware of the certification procedures of MNA Laboratories (1-day of information training),

· To have general knowledge about or experience in relevant standard,

· To be capable of making professional decisions free from financial suppression,

· To have a fully specialist and professional character,

· To be able to follow the industry.

The objection and complaint is included in the Assessment Committee’s list. 
The Chairman of the Complaint and Objection Committee is elected by the members thereof by a majority vote. 
6.4 Scope of Work of the Complaint and Objection Committee 
Scope of work of the Committee is the assessment of any complaints received at any stage of certification and audit processes of MNA Laboratories in compliance with the principles of objectivity and confidentiality. 

All complaints which are communicated either in writing, verbally or via the internet are recorded by the Management Representative and notified to the Complaint and Objection Committee along with his own recommendation, assessment or opinion.

In order for the validation of the complaints submitted to the Complaint and Objection Committee, all data must be collected. Data collection is under the responsibility of the Committee. 
The Chairman of the Committee designates the sub-committee officer with respect to a complaint. 
The sub-committee officer makes an assessment by means of obtaining the opinions of and information from related parties, if required and notifies the result to the Committee. 
The Complaint and Objection Committee passes its resolutions unanimously. 
As a result of the assessment, the decision maker is requested to introduce a corrective action if there is any deficiency attributable to MNA Laboratories. 

The resolution about a complaint is passed, reviewed and approved by the person(s) who have never been involved in the complaint in question before in any way. 
Monitoring whether the resolution passed is put into practice or not is undertaken by the Chairman of the Committee. A new corrective action is requested for negative results. In the event that MNA Laboratories does not comply with and insists on not complying with a resolution passed by the Complaint and Objection Committee as a result of a deficiency attributable to MNA Laboratories, the Complaint and Objection Committee may notify the situation to TÜRKAK in writing. 
The resolution to be passed by the Committee members may not be finalized with a discriminating action against the objection holder. All members are obliged to be equidistant to the objecting persons, institutions and organizations and to maintain their objectivity. The person(s) who is/are elected to this Committee are obliged to read and understand this procedure. This article is necessarily included in the trainings to the provided to the Committee. 
While the Committee is making an assessment, the following criteria are applied for MNA Laboratories: 
· Compliance with the accreditation standards, 
· Adherence to the principles of objectivity and confidentiality, 
· Competency of the auditors/product certification officers, 
· Capability of the certification/product certification procedure of measuring whether the customer system will be able to fulfil and maintain the requirements of customers and improve the system continuously or not,

· Easy accessibility of the services regardless of a group or association membership of the member or the number of certified customers, 

· Compliant application with the policies and procedures,

· Document and logo usage. 

The complaint and objection assessment procedure is submitted for related parties’ information in the web page of MNA Laboratories.  
	Item No.
	Objection Type
	Decision 

	1
	Objection against the result of product certification/resolutions passed as a result of complaints

	The period of objection against the resolutions passed is 15 days following the notification of the resolution to the company. The party who fails to raise an objection against the resolution passed within this time period loses the right objection. The decision maker asks the completion of a Customer Complaint and Objection Form first. Through this form, the objection and all stages by its finalization are recorded so that they will be retrospectively monitored. The statement of the customer in this respect, if any, is attached to the form as well. The Managing Director ensures the delivery of the completed form to the objection holder and obtains an approval. The decision maker ensures that the Objection Committee holds a meeting to review the issue within 5 business days. The Objection Committee passes a resolution within 15 business days. The resolution of the Objection Committee is notified to related parties in writing along with the justifications thereof (by referring to relevant standard or procedure and sending a copy thereof, if necessary). The resolution is recorded through a Customer Complaint and Objection Form. The Objection Committee holds a meeting with the attendance of all members and a resolution is passed by unanimous votes of at least 2 members.

If there are any members in the Objection Committee who support the objection in question, they do not take part in the Committee. The decision maker is responsible for carrying out the corrective actions if it is determined as a result of the assessment of the Objection Committee that there is a deficiency attributable to our company. 


	2
	Objection against the unconformity / observation / recommendation of the product certification officer as a result of product certification

	In this case, the product certification officer explains to the customer that s/he has a right to object and draws up a protocol. The subject and the fact that the auditee refrains from executing is stated in the protocol. The auditee is asked to execute the protocol, if the auditee does not execute it, the protocol is unilaterally executed. The decision maker reviews the resolution and notifies it to related parties along with the justifications thereof in writing within 5 business days. The decision maker may pass the following resolutions, if required, as a result of the assessment:
· Approval of the recommendation of the product certification officer, 

· Substitution of the product certification officer, complete or partial repetition of the audit.

The customer is also entitled to raise an objection against the resolution of the decision maker. In this case, assessment is made in accordance with article 1. 

	3
	Objection against the product certification officer who will carry out the product certification audit 

	The details of the product certification officer appointed to carry out the product certification audit are notified to the customer prior to the audit. The customer to be certified is entitled to raise an objection against the product certification officer. The objection is communicated to the decision maker by the customer together with the justification thereof either in writing or verbally. The decision maker assesses the issue without preventing or delaying the product certification process or jeopardizing the objectivity, independence and coherency of the audit. If the objection is recognized, the product certification officer is substituted and the details of the new product certification officer is submitted to the company for confirmation. If the objection is not recognized, this is notified to the customer in writing and a confirmation is requested again for the audit. 



The results of the objection processes are notified to the objection holder by the Management Representative in writing. Competent courts for objections have already been designated in respective Certification Agreement for the purpose of referral in case of need. Complaint/objection reviews which are handled in compliance with the non-discrimination principle are carried out without discrimination. 

6.5 Customer Satisfaction and Service Improvement 
All employees are responsible for establishing good relations with customers and provide requested information to them about tests and technical aspects. The customer is informed about any unconformities of samples which can be observed during the provision of the test service or certification service, any probable delays and significant deviations which can occur during the test by the officer who is responsible for correspondence and product certification audit. Following the completion of the service provided to customers with respect to test and product certification, the Management Representative sends a Customer Satisfaction Assessment Form. The questionnaire studies are reported by the Quality Manager at the end of the year. They are handled in the meeting as an input for management review. 
The required measures are taken for the improvement of the quality system and customer services in accordance with the received responses. The results of feedback assessments are discussed in management review meetings. 

6.6 Assessment of the Request of Customers for Involvement in the Tests 
Witness requests of customers for the tests conducted in MNA Laboratories are assessed according to ISO 17025 standard. 
7. DISTRIBUTION AND FILING
The distribution and filing of relevant documents are undertaken by the Quality Manager. 
Revision Monitoring Table 
	Revision No
	Revision Date
	Revision Subject
	Revised by

	01
	17/08/2019
	Article 6.3: The provision of “The Complaint and Objection Committee is assigned for 3 years.” is  removed and replaced with the provision of “The Complaint Committee is established within 1 month following the receipt of an objection and complaint.”

Article 6.1.2 was suggesting that complaints and objections are assessed by the decision maker; however, it was amended so that the complaints and objections are assessed and resolved by the Complaint and Objection Committee. 
	Volkan AKIN
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