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1. PURPOSE

The purpose of this procedure is to ensure that every complaint, appeal regarding certification
services provided by Silk Road Certification Sp. z o0.0. (hereinafter: SRC), is handled in a
consistent and effective manner.

2. SCOPE

This procedure applies in the following situations:

e Complaints received, among others, from SRC certified customers, concerning
certification services provided by SRC

e Complaints received, among others, from organizations using the services of SRC
certified companies (*user companies™), concerning these services or alleged improper
activities of certified companies.

e Complaints received from all other stakeholders, e.qg. the RecyClass standard holder,
government authorities, non-governmental organizations (e.g. industry), consumers
and other members of the public.

e Appeals against decisions taken by SRC leading to the suspension, withdrawal or non-
granting of a certificate.

3. RESPONSIBILITY
The SRC Board Chair is ultimately responsible for implementing this procedure.

The Board Chair and/or the Certification Manager are responsible for reviewing and responding
to complaints and appeals.

4. DEFINITIONS

Complaint: an expression of dissatisfaction addressed to the SRC by an interested party,
related to the services provided by the SRC, submitted in writing to the email address:
zarzad@src.org.pl with an appropriate note in the title, or by post to the company’s registered
office address, or as a feedback opinion expressed in a survey that examines the level of
customer satisfaction. The complainant expects or requires a response or solution to the
situation presented in its content. The complaint should be signed at least with the first and
last name and/or the name of the organization. Anonymous complaints are not considered. A
complaint and an appeal are also considered a complaint.

Appeal: An appeal is a notification received by the SRC from a client of the certification body
expressing disagreement with the decision made by the SRC or dissatisfaction with this
decision, at all stages of the verification process of the application for certification, audit,
review, supervision and recertification, in terms of refusal to grant, renewal, suspension,
withdrawal of certification and limitation or failure to extend the requested scope of
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certification. An appeal may also be filed in the event of an unsatisfactory outcome of the
complaint for the organization.

Complaint - a complaint filed with the SRC by a client of the certification body in the event of
dissatisfaction with the quality or improper performance of the service of the certificate or
report received.

User Company: Client of an organization certified by the SRC (an organization whose products,
processes or services are certified).

Stakeholder / interested party: a person or organization that may influence decisions or
actions, be subject to their influence or that perceives itself as subject to the influence of
decisions and actions, for example: a client of the certification body, the owner of the
standard, a state authority, a non-governmental organization, a trade organization, a user
company, a consumer, any other representative of societuy.

5. PROCEDURE
5.1. General Provisions

5.1.1. The SRC must respond to complaints within 30 days, acknowledging receipt and stating
that an investigation will be conducted.

5.1.2. The formal confirmation of receipt of a complaint or appeal is an e-mail sent to the
stakeholder to the e-mail address indicated in the Agreement or to the e-mail address of the
person filing the complaint, containing the complaint/appeal number and the date of its
receipt..

5./.8. The President of the Management Board is responsible for ensuring that:

e the decision following a complaint or appeal shall be made by or reviewed and approved
by a person(s) not involved in the certification activity related to the complaint or
appeal

e when any of the following actions occur, the information shall be entered into the
contract records and the SRC database The information entered does not need to be
detailed, but is sufficient to inform the person(s) concerned that the action is being
taken. The information entered shall be updated as the action is developed and
completed.

5.1.4. Upon completion of the complaint or appeal, a copy of the final records must be placed
in the appropriate folders and/or saved in the SRC database, including LiveSpace CRM.

B.1.5. The formal confirmation of the outcome and completion of the complaint or appeal
process is the notification of the person filing the complaint/appeal in an e-mail sent to the
customer to the e-mail address indicated in the Agreement or to the e-mail address of the
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person filing the complaint, containing the complaint or appeal number, date of receipt and
notification of the results and completion of the proceedings..

5.1.6. Details of complaints/appeals are not normally made public; in the event that any
interested party proposes that the information be made public, the CEO should ensure that
agreement is reached and signed with all parties as to whether this should be done and to what
extent.

5.1.7. Any interested party may file a complaint about the SRC’s activities with the Polish
Centre for Accreditation, although a complaint about the SRC in such a case should first be
filed with the SRC before being filed with the accreditor. If the SRC’s response is unsatisfactory
or the interested party does not receive a response, the Polish Centre for Accreditation shall
take steps to review it, in accordance with its own requlations regarding such situations. Upon
receipt of information from the PCA, the SRC shall take steps provided for in this procedure.

5.2. Complaints and appeals submitted by Clients of the certification body

5.2.1. The process for submitting complaints, appeals and claims is not made public on the
SRC website

5.2.2. All complaints and appeals received from accreditation bodies will be considered in the
same manner and in the same manner as complaints submitted by Clients of the certification
body..

5.2.3. All complaints/appeals are forwarded to the CEQO and/or the Head of the Certification
Body, who enters the details of the complaint/appeal into the SRC database, including FS.05-
01 Register of complaints and appeals and optionally into LiveSpace CRM for the relevant Sales
Opportunity. The information recorded in the database includes the following data::
Complaint number

Date received / from whom

Complaint description

Action taken to resolve the issue / by whom

Case closed date.

5.2.4. The complaint/appeal should be reviewed within 40 days of receipt. The CEO may
designate other SRC staff to review and resolve complaints/appeals. Contact with the
Certification Body Client may be necessary to determine the nature and scope of the complaint
or objection, and any additional information shall be added to the Certification Body Client’s
complaint records.

5.2.5. All complaints should be reported at the next meeting of the Impartiality Committee,
but the CEQ should decide and document his/her decision whether immediate escalation to the
Impartiality Committee is necessary.
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5.2.6. Complaints/appeals concerning the CEO and/or the Head of the Certification Body will
be treated in the same way as above, but an independent team should be appointed to them
or such a complaint should be forwarded directly to the Impartiality Committee for an opinion
together with the documentation.

B.2.7. The person appointed to investigate complaints cannot be the person who carried out
the certification of the Client’s products, processes or services or performed the consulting
service until two years have passed since the completion of the certification or two years since
the completion of the consultation or internal audits. All SRC Staff, including external
employees cooperating with the SRC are obliged in writing to act in accordance with the Code
of Ethics, including the aspect of potential conflicts of interest.

5.2.8. The person assigned to investigate complaints/appeals may consider it necessary to
consult other sources of information (such as customers or records) that may have been
affected by the issues in question and, where appropriate, take further corrective/remedial
action.

5.2.9. The investigation of a complaint/appeal may involve an unscheduled internal audit of
the area concerned and, where appropriate, directly related areas, to determine what action is
required. This investigation may also result in changes to procedures and/or additional
training/consultation for those directly involved. Any such training (and checks to ensure
effectiveness) should be documented and included in the complaint documentation.

5.2.10. If the investigation of a complaint/appeal indicates improper conduct by SRC Personnel
or a lack of the characteristics required of SRC auditors (clause 7.2 of ISO 19011 - personal
characteristics), appropriate (and documented) disciplinary action should be taken by the
appropriate Manager, in addition to the additional training/consultation mentioned above.

5.2.1. Complaints/appeals will be monitored using the SRC database, including the results of
the aforementioned examination, its verification and closure.

5.2.12. The CEO should summarize all complaints and appeals submitted by clients and their
status during management reviews.

5.2.13. The senior manager or designated person shall inform the client in writing of the
decision on the submitted complaint/appeal/claim and of the actions taken to prevent such
reports in the future.

5.2.14. 5.2.14. Clients of the certification body have the right to submit complaints to the
accreditation body as described in point 5.1.7, but may not appeal decisions of the SRC to the

accreditation boduy.

5.2.15. The submission, investigation and decision-making on complaints and appeals shall not
result in any discriminatory action against the party filing the complaint..

5.3. Complaints from User Companies or other interested parties



Silk Road Certification Sp. z o.0.
Prepared buy: Valid from:
Elzbieta Jezienicka-Baryluk PS05 - Complaints and appeals 05:99.2024 r.
Approved by: Pawe+ Edition 4
Baryluk
Page 5

5.3.1. When the SRC receives a complaint from a user company or other interested party
regarding the activities of the SRC or a client certified by the SRC, all details are forwarded to
the CEO and the Head of the Certification Body. The complaint submitted by the stakeholder is
processed in accordance with 5.2.3. then entered into the SRC database and recorded in the
documentation of the Client concerned (if applicable).

5.3.2. The certified company (Client) should be notified of the complaint received regarding
its activities (if applicable).

5.3.3. If the complaint can be linked to a specific Client, details of the complaint are
forwarded to the Auditor assigned to carry out the next scheduled visit. The Auditor is
responsible for checking on-site at the client whether the client’s system for handling
complaints is working effectively and for ensuring that the issue raised by the user is not the
result of a non-compliance of the system.

5.3.4. The auditresultis documented in accordance with the procedures, and a note is added
with the results of the complaint resolution.

5.4. Details of the procedure for appeals and complaints
5.4.1. Appeals and complaints are forwarded and archived as complaints in point 5.2.3.

5.4.2. All correspondence concerning the notification of an appeal or complaint is forwarded,
together with the documentation, to the President of the Board/Head of the Certification
Body. The President of the Board/Head of the Certification Body should attempt to resolve the
issue. If he is unable to clarify the matter, he should convene an appeals committee consisting
of the President of the Board, Head of the Certification Body, technical advisors and other
persons, as necessary.

5.4.3. The committee should review and state the grounds for the appeal and may forward
the details of the appeal to the Impartiality Committee for review and feedback.

5.4.4. Once the Committee has adopted a resolution, the President of the Board/Head of the
Certification Body shall inform the client in writing. The notification must include information
on the possibility of filing a complaint with the accreditation body in the event of
dissatisfaction with the decision made in the matter of the appeal. However, the accreditation
body can only assess the effectiveness of the SRC appeal process and cannot change the
decision made.

5.4.5. All correspondence related to the appeal is included in the documentation and the
resolution reached will be recorded in the SRC database.

5.4.6. Anoverview of all appeals and decisions reached should be presented to the Impartiality
Committee at scheduled meetings.
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5.4.7. The submission, investigation and decision-making on appeals and complaints must not
result in any discriminatory action against the party filing the appeal.

6. Related documents:

FS.05-01 Register of complaints and appeals
FS.05-02 Complaint form



