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1 Purpose 

 EOS CB shall have a documented process to receive, evaluate and make decisions on complaints and 
appeals and shall record and track complaints and appeals, as well as actions undertaken to resolve 
them. 

2 Scope 
 The action to be taken for the solution of complaints and Appeals received from the customers, also 

where possible the after service feedback of the customer                   

3 Responsibilities and Authorities 
 This procedure is applied to EOS CB activities .complains and appeals managed by the  Head of EOS-

CB and Technical manager(s)/Unit manager(s)& EOS CB  Quality Manager . Complaints and  appeals 
committee will  give its decisions for complaints and appeals then to be approved by EOS CB chairman 
. 
EOS CB shall take any subsequent action needed to resolve the complaint or appeal.  

4 Reference  
 ISO/IEC 17065: Conformity assessment - Requirements for bodies certifying products, processes and 

services  

5 Description of Activities 
5.1 Complaints (f1/ (Q/6)& f5/ (Q/6) 
5.1.1 EOS Certification Body will document and investigate any formal complaint directed towards it that 

applies to the certification activities for which it is responsible.  
5.1.2 Complaints  are received from  :  

a) Certified company and by a company which has applied for certification: 
i. Complaint from any staff involved in certification activity as conflict of interest, or behavior. 

ii. Delay in the time in any of certification activities. 
iii. Complaint from certification decision within 60 days after notifying of the decision. 

b) Other party (such as a customer of a certified company). 
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5.1.3 Head of EOS-CB and Technical manager(s)/Unit manager(s) are  responsible for:  
1- Confirming whether the complaint relates to the certification activities. 
2- In case of, a Complaint of a customer of a certified company they shall first ensure and verify that  

the date of product manufacturing is relating  to the certificate validation. 
3- Informing the complainant that complaint has been received and it will be  treated as a formal 

complaint.  
4- Ensuring that the complaint is investigated and handled at the proper level within EOS-CB.  
5- Technical manager(s)/Unit manager(s) are  responsible for Ensuring that all nonconformities 

handled. 
6- Technical manager(s)/Unit manager(s) are  responsible for Ensure that relevant documentation are 

placed under document control 
5.1.4 Head of EOS-CB is responsible for assigning one or more persons, not involved in the action for which 

a complaint was filed, who are responsible for:  
1- Investigating the complaint and if necessary seeking the aid of impartial and independent technical 

experts (inside other EOS department like standardization or outside EOS).  
2- Determining whether the any EOS-CB activities or actions performed have been made on false 

grounds, in conflict with procedure/scheme requirements (ISO/IEC 17065, Scheme specific 
documents), or for any other reason is found to be incorrect.  

3- Establishing a plan for implementation of corrective actions .  

5.1.5 Head of EOS-CB is responsible for the decision, about a complaint, after a review and recommendation 
by EOS-CB Quality Manager , then the decision is signed  by EOS Chairman 

5.1.6 The decision for complaint shall  be notified to  the complainant by letter signed by EOS Chairman     
f4/ (Q/6). If the complainant is not satisfied  his/ her complaint will be directed to  the Appeals 
Committee (see subsection 5.2 below) 

 
5.2  Appeals (f2/ (Q/6)& f5/ (Q/6) 

5.2.1  A complainant that is not satisfied with a decision, or with the outcome of a complaint, can  file a 
formal appeal. 

5.2.2 The appeal shall be made within 60 days of the original decision, it shall be made in writing, and 
it shall contain the following information:  

1-  Decision/action that is appealed  
2-  The requested change  
3-  Name, address, and telephone number of the appellant  

5.2.3 To preserve the impartiality of the appeals process, appeals are handled by staff not involved in 
the decision appealed.  

5.2.4 The decision on the appeal is made by the Appeal Committee. This Committee also handles 
complaints for which the complainant is not satisfied with the resolution communicated to him in 
the complaint handling process of subsection 5.1 above. 

5.2.5 The decision about the outcome of the appeal shall be sign by the EOS Chairman. 
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5.2.6 The Head of EOS CB is responsible for:  
1- Confirming whether the appeal relates to the certification activities. 
2- Checking that the appeal has arrived in time and contains all necessary information. 
3- Informing the appellant that the appeal has been received and that it will be treated as a 

formal appeal  
4- Investigating and handling the appeal, and proposing consequent actions (If necessary, the 

aid of impartial and independent technical experts shall be used)  
5- Determining whether the decision under investigation has been made on false grounds, in 

conflict with procedure/scheme requirements (ISO/IEC 17065, specific documents), or if it 
contains errors  

6- presenting the appeal, and the investigation, to the Appeal committee which is  responsible 
for the decision about the appeal  

5.2.7 The Appeal committee  is responsible for:  
1- Making the decision about the appeal  
2- Presenting the appeal, and the investigation, and the decision about the appeal to the EOS 

Chairman who is responsible for signing of the decision. 
5.2.8 When the decisions about the appeal are made and approved, EOS-CB Quality Manager is 

responsible for :  
1- Ensuring that the appellant is  informed about the outcome of the appeal. 
2- Making the appeal and the conclusion available to the Safeguarding impartiality 

Committee. 
3- Ensuring that documentation relevant to the resolution of the appeal and all subsequent 

actions are placed under record control  
4- Ensuring that all identified nonconformities are reported and handled . 
5- The decision for appeals shall  be notified to  the complainant by letter signed by EOS 

Chairman     f4/ (Q/6) .  
6- Receiving complaints and appeals ( f5/ (Q/6) 

 Complaints and appeals are accepted only in writing, sent by fax, e-mail or by post. 
Acceptance and documentation of complaints and appeals received shall take place in the 
EOS-CB’s records. Any EOS-CB personnel may accept a complaint or appeal and then be 
required to pass it on to the EOS-CB's records. 

 The registry administrator files the complaints and appeals received and directs them to 
the Quality manager who checks if the complaint/appeal contains at least the following 
information: 

o Date 
o Client’s identification (name and address, telephone, fax and e-mail address) 
o a statement of the grounds of complaint/appeal the request 
o signature of the sender. 

 The verification of the regularity of the submitted information identified as a 
complaint/appeal is made by the Quality manager and, in case of non-availability of the 
above mentioned information, a notice is sent to remove the inaccuracies within 7-day 
period of receipt of the message. 

 If the instructions given are not met, the information submitted is not registered as a 
complaint/appeal and is not considered. 

 If all relevant information related to the complaint/appeal is available, the Quality 
manager register it in the Register of complaints and appeals and submits it to the Head 
Of EOS-CB  

 
6.1 Actions in case of complaints received: 

 The time period for taking a decision on a complaint must not exceed 30 calendar days; 
 The Head Of EOS-CB takes a decision on the received complaints and informs the sender 

in writing; 
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 In the case of an unjustified complaint, the Head Of EOS-CB justifies (in a written 
response) the refusal (motivated refusal) to undertake actions to resolve the complaint. 

 The Head Of EOS-CB controls the implementation of actions taken on complaints 
received. 

 
6.2 Actions in case of appeals received: 

 The EOS-CB quality manager files the received written documents and an evidence 
submitted by the appelant, informs the Head Of EOS-CB and submits them (no later than 
3 days from the receipt of the appeal) to the Chairman of the Appeals Committee. 

 The appeals are considered at a meeting of the Appeals Committee according to “EOS CB 
Q 14 Procedure”. 

 The Appeals Committee shall pronounce on the appeal by a written motivated decision. 
The time period for the Appeals Committee’s decision is up to 30 calendar days. 

 The Chairman of the Appeals Committee shall provide the EOS-CB General Manager 
with a copy of the decisions taken. The Head Of EOS-CB shall provide the complainant 
with a copy of the decision taken within 7 days at the latest and the original shall be 
provided for storage to the EOS-CB quality manager. 

 The decisions of the Appeal Committee shall be binding for the EOS-CB. 
 
Appeal: 

 In cases where the appellant is not satisfied with the Appeal Committee's decision, he may 
turn to the court. 

 
 
6.3 Taking action and assessing their effectiveness: 

 If the complaint/appeal is justified , the EOS-CB undertakes appropriate corrective actions 
in compliance with the EOS CB Q 9 “Corrective and Preventive Actions”; 

 EOS-CB quality manager prepares information on the complaints and appeals received in 
the previous year and the results of their examination. The information is presented during 
the management review. 

 
6.4 Customer satisfaction 

 The examination and analysis of customer satisfaction is the EOS-CB QM responsibility. 
 
Accompanying documents 

 Register of complaints and appeals 
 Appel Committee’s Rules of procedure 
 Composition of the appeal Committee 
 Corrective and Preventive Actions 

 

7 Appendixes (forms used) 

 
Appendix 1: Complaint / Appeal form 
Appendix 2: Record for Register of Complaints and Appeals 
Appendix 3: complaints and appeals records  
Appendix 4: Form of the letter to be sent to give formal notice of the outcome and the end of the 
complaint process/ the appeal process to the complainant/ to the appellant. 
Appendix 5:Copmplains / Appeals receipt form 
Appendix 6:Copmplains / Appeals committee decisions 
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Appendix 1:  
Form code: f1/ (Q/6) 

 ٖ ًٕرج انشكبٔ َ 
 

ًؼخُٛ   : .................كدٕ سقى  : إلداسح ان
ــم ًٛ   أسى انؼ

ظفٛخ نٕ   ا
  أسى انششكخ
ـٕاٌ   انؼُــــــ
فٌٕ هٛ   انفبكس   سقى انز
E-Mail  

ضٕع  ًٕ :   ان

اد  جخٓ يُخ انشبٓد ٘ ثأػبًل  انزأكذٛ ػهٙ صهخ انشكٕ

ٕدح  ذشٚ ػبو الداسح انؼبيخ نهج رقٕٛغ ي

 (/                                       و  )                                                                                                                                    

1-   
2-    
3-   
4-   
5-   
6-   

ًٛم                                 :انزبسٚخ  :                                                          رقٕٛغ انؼ

 ٖ ذقق يٍ انشكٕ ًكهف ثبنز ٘ ان  : سأ

1-   
2-   
3-   
4-   
5-   

ظفٛخ  : الاســــى  نٕ  انزبسٚخ : انزقٕٛغ   :ا

    

    

    

 
ٕدح  جدٕح– يشاجؼخ يذٚش ج  الداسح انؼبيخ نه

 

 ٖ بً ٚخص انشكبٔ ٕدح فٛ ذشٚ ػبو الداسح انؼبيخ نهج  : قشاس ي
 
 
 

 

 
:  الاســــى 

 
:  انزقٕٛغ 

 
 : انزبسٚخ 

   ٖ أٌ انشكٕ  :                                      ربسٚخ انقشاس ثش
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Appendix 2: 
Form code: f2/ (Q/6) 
 

ًٕرج انزظهى َ 
 

ًؼخُٛ   : .................كدٕ سقى  : إلداسح ان
ــم ًٛ   أسى انؼ
ظفٛخ  نٕ  ا

  أسى انششكخ
ـٕاٌ   انؼُــــــ
فٌٕ هٛ   انفبكس   سقى انز
E-Mail  

ضٕع  ًٕ  :  ان

  
 
 
 
 
 
 
 
 
 
 

 
ًٛم                                 :انزبسٚخ  :                                                          رقٕٛغ انؼ

 
بًد  جخُ انزظه  : قشاس ن

 
 
 
 
 
 
 
 
 
 

 
   أٌ انزظهى  :                                       ربسٚخ انقشاس ثش

 
,,                                                                                                           ٚؼزًذ   

 
انٓٛئخ  سئٛس يجهس اداسح 
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Appendix 3: 
Form code: f3/ (Q/6) 

 
  ثبٌٛ رسجٛم انشكبٖٔ ٔرظهى نؼًالء

بًدِ ُٓبئٗ ٔربسخٚ اػز ٖ أ انزظهى   انقشاس ان ٛف انشكٕ ٖ انزبسخٚ      رٕص  سقى انشكٕ
  أ انزظهى
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           Appendix 4:        
Form code: f4/ (Q/6) 
 

                  :انزبسٚخ                                                                                                                         
   :     انقٛـــــذ                                                                                                                                         

 :انشًفقبد                                                                                                                                              
                                                                            

                                                       
 

 / ................................  انسٛذ
 

اٌ     ُٕ / ................................................................... انؼ
 

 ,,, ذخٛ طٛجخ ثٔؼذ , ر
 

ٗ ٖ   طهت     ثبلاشبسح إن ٓٛئخ ثزبسٚخ /  انشكٕ قًذو يُكى نه أٌ ........................................... انزظهى  ان ثش

 .......................................................................................................................................................................

................................................................................................................................................... 

دبطخ     بٜرٙ ٚشجٙ انزكشو ثبلإ  :  ث

 
 
 
 
 
 

ٛخ ,,,    ش ٔانزذ ٚ ٕل فبئق انزقذ رٔفضهإ ثقج                                        
                                                                        

هجٕدح                                                                                                     يذٚش ػبو إلداسح انؼبيخ ن
 
 

    
 

                                                                                                             (                     )   
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Appendix 5:  
Form code: f5/ (Q/6) 

٘ ًٕرج سزالو انشكٕ  انزظهى /َ
 

ًؼخُٛ   : .................كدٕ سقى  : إلداسح ان
ــم ًٛ   أسى انؼ

ظفٛخ نٕ   ا
  أسى انششكخ
ـٕاٌ   انؼُــــــ
فٌٕ هٛ   انفبكس   سقى انز
E-Mail  

 ٘ ًٛم / ربسٚخ سزالو انشكٕ يٍ انؼ انزظهى 

رقٕٛغ انًسزهى 

)                                        (                                                                                                                                     

ًٕرج اسزالو  ًٛم ثبسزلاو صٕسح يٍ َ : رقٕٛغ انؼ

ًٛم  رقٕٛغ انؼ

)                                        (                                                                                                                                      

 
 
Appendix 5:  
Form code: f5/ (Q/6) 

٘ ًٕرج سزالو انشكٕ  انزظهى /َ
 

ًؼخُٛ   : .................كدٕ سقى  : إلداسح ان
ــم ًٛ   أسى انؼ

ظفٛخ نٕ   ا
  أسى انششكخ
ـٕاٌ   انؼُــــــ
فٌٕ هٛ   انفبكس   سقى انز
E-Mail  

 ٘ ًٛم / ربسٚخ سزالو انشكٕ يٍ انؼ انزظهى 

رقٕٛغ انًسزهى 

)                                        (                                                                                                                                     

ًٕرج اسزالو  ًٛم ثبسزلاو صٕسح يٍ َ : رقٕٛغ انؼ

ًٛم  رقٕٛغ انؼ

)                                        (                                                                                                                                      
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Appendix 6:  
Form code: f6/ (Q/6) 

اد نجُخ  ٖ قشاس  انزظهًبد ٔانشكبٔ
...... / ...........إلجزبًع سقى    

.../..../.......... ثزبسخٚ   
 ----------------------

ر هن السيذ رئيس هجلس الإدارة رقن        الصبدر ......لسنت  (     )تن انعقبد لجنت الشكبوي والتظلوبث الصبدر بتشكلهب قرا
  /   /   ورلك يىم الخويس الوىافق  ........ /   /  بتبريخ 

هن  هن السبدة الآتي أسوبؤ : في توبم السبعت العبشرة صببحبً بوقر الهيئت الوصريت العبهت للوىاصفبث والجىدة وعضىيت كل 
1 -
2 -
3 -
4 -
5 -

 : ٔقبو ثأيبَخ انهجُخ 
 /  أ -

ُٓذسخ  : ألالاً  ً ٍ ان ٛق ......................../ إفززبح انجهسخ ثبنزشدٛت ي ىٓ انزفٕ خٛلاً ن ُ ً دٕح نهسبدح الأػضبء يز   يذشٚ ػبو انج
لاً  بَٛ سٛ انهجخُ :  ب بَٔئجبلاً نشئ ة سئسٛبلاً نهجخُ   .ثذء انهجخُ ثبزَخب

ة السيذ الوهنذس  -1  .رئيسبً للجنت                             /  تن انتخب
. نبئببً لرئيس اللجنت                                       / تن انتخب االستبر  -2

بًد انزبنٛخ :  بنثبلاً  ًزخزِ ٔانخبصخ ثبنشكبٔ٘ أنزظه اد ان : َبقشذ انهجُخ الجشاء
٘ و انزظهى /انشكٕ

 (الجشاء انًزخز )
ربسخٚ يشاجؼخ 

 الجشاء
رفُزٛ   ٍ ٕل ػ انًسئ

 الجشاء
 قشاس انهجخُ

1     

فٙ  - آٗالجزبًع  َز . .........انسبػخ ربًو ٔا
                                                                                         

:   رقٕٛؼبد انسبدح انذضٕس  -
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ٖ ٕرج  إخطبس إسزالو شكٕ ً رظهى / َ  

 
F8 (Q/6)  

 :                                                                                      انزبسٚـــخ
       :انقٛـــــذ                                                                                           
         :انشًفقبد                                                                                         

                                                                                                                                   
 

/ ................................   انسٛذ
 

اٌ     ُٕ  / ...................................................................انؼ
 

 ,,, ذخٛ طٛجخ ثٔؼذ , ر
 

ٗ ٖ   طهت     ثبلاشبسح إن ٓٛئخ ثزبسٚخ /  انشكٕ قًذو يُكى نه ٓٛئخ ........................................... انزظهى  ان ٗ   ان نٕاسد  إن ثبنزسهٛى   )ٔا

ٓٛئخ   ًقش ان يٍ طشفكى ث ٓٛئخ  / انشخصٙ  ًٛم ان هٗ إٚ ٛم ػ ً ذٛ / ثبلإٚ ٕ انس ْ ئٓٛخ  ٔ ٍ ثبن ٛ ًُخزص دذ انسبدح ان خٛ  يغ أ َ ٕ ذبد خ رهفٛ ً ث

أٌ ................................................ ٚإداسح .................................... ثش

.............................................................................................................................................................................

..................................................................................................... 

.............................................................................................................................................................................

.................................................................................................... 

دبطخ     ّ ٚشجٙ انزكشو ثبلإ أَ ٖ:   ث قًُذيخ )انزظهى  / سٛزى ػشض انشكٕ قًُذو / ان ٕافكٛى    (ان َ ٕف  سٔ ًُخزصخ  خٛ ٔان ُ ٗ انهجخُ انؼً يكُى ػه

 .  ثبنشد فٙ أقشة ٔقذ 

 
ٛخ ,,,    ش ٔانزذ ٚ ٕل فبئق انزقذ رٔفضهإ ثقج                                        

                                                                        
                                   يذٚش ػبو إلداسح انؼبيخ نهجٕدح

ُزجبد                                     "  ً انًطبثقخ نه ىٛٛ  ٓخ يخُ انشبٓداد رٔق  "ج
 

    
   

                      (                                        )   
 


