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PURPOSE
The purpose of this procedure is to define the responsibility and authority for the handling of appeals, complaints and disputes, which includes the recording, investigation, closeout, and effective implementation monitoring of corrective actions raised against PPECB Certification Services

2.
SCOPE

The scope and application of this procedure include all current and potential customers’ complaints, appeals and as well non- conformances raised by the accreditation body, BRC, GlobalGap and other interested parties against the PPECB Certification quality policy, procedures, other internal processes in accordance with ISO 17021,


3.
PROCEDURE

3.1
Customer complaints/appeals:

Responsibility and Authority:

· All CB personnel shall be responsible for logging all complaints when they receive these. 

· The responsibility and authority rest with the CB Management for acknowledging receipt of the complaint/appeal. 

· The Advisory Committee shall be responsible for all appeals and complaints that cannot be resolved by CB management.

· Management and Advisory Committee shall review the effectiveness of the Complaints  handling process


Recording:

All complaints/appeals raised by the client shall be logged on the Customer Complaints log sheet under the Q:\Head Office\Audit Services\Department Access and recorded on the Complaints Form (E63) by the recipients and directly communicated to the Management with any supporting documents attached. 

The CB management shall be responsible to investigate management system related complaints. Responses to complainants will only address the effectiveness of the management systems and any further actions (e.g. legal issues) will be handled by the 
Advisory Committee.

The affected parties will be contacted to inform them of such complaint.
In the case of assessment /auditor related complaints; it may be necessary for the CB to conduct short notice assessments to investigate complaints. In such cases the CB shall communicate this by e-mail to the client, clearly indicating the scope and conditions of the short notice assessment. If the complaint is not effectively handled via the applicable management system, it could lead to suspension of certification.
The CB shall determine, together with the client and the complainant, whether and, if so to what extent, the subject of the complaint and its resolution shall be made public (ref. EPR15).
The recipient shall record the appeal/complaint on the Complaints Form (E63).The confidentiality and subject of the complaint shall be safeguarded from those not involved in the process.

The PM shall acknowledge receipt of the complaint/appeal to the complainant within five working days.

The PM shall also communicate to the Executive: Business Development the nature of the complaint and proposed corrective actions.

The administrator shall track the complaints and report to the PM on the status


Handling & Tracking of complaints

All complaints and appeals will be handled through the Customer Complaints Form. The CB, including the Management and AC, shall compile an impartial investigation team in the event a complaint cannot be resolved through the Corrective action process.


An investigation report shall be compiled by the
investigation leader including at least:

· Name and address of the client;

· Date(s) of the investigation;

· Names and positions of the investigation team;

· Descriptions of the reasons for the appeal;

· Description of the issues investigated;

· Investigation results and recommendations; 

· Decision on appeal; and

· Conclusion.

The report shall be distributed to the advisory Committee and CB Management for input prior to approval.


Progress updates to client
Client will be updated via email with regards to progress of complaint/appeal. 
Close-out:

The investigation report shall be communicated to client and records thereof maintained.

The findings raised in the investigation report (complaints/appeals) shall be recorded on the Complaints Form. 

The PM / AC chairperson has authority for the close-out of corrective actions after the complainant has confirmed that he/she is satisfied with the outcome of the corrective action.
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