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1. AMAC
1. PURPOSE
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Bu proseduriin amaci; INVICTA’nin yénetim sistemi belgelendirme faaliyetleri, belgelendirme kararlari, personeli ve belgelendirdidi kuruluglar hakkinda iletilen
sikayet ve itirazlarin alinmasi, gegerliliginin dogrulanmasi, tarafsiz bigimde incelenmesi, karara baglanmasi, ilgililere bildiriimesi ve kapatiimasi i¢in uygulanacak

yontemi belirlemektir.

The purpose of this procedure is to define the method for receiving, validating, impartially investigating, deciding, communicating and closing complaints and appeals
concerning INVICTA’s management-system certification activities, certification decisions, personnel and certified organizations.

2. KAPSAM
2. SCOPE

Bu prosedur; bagvuru, denetim, teknik inceleme, belgelendirme karari, sertifikanin stirdirilmesi, kapsam degisikligi, askiya alma, geri gekme ve diger
belgelendirme faaliyetleri ile INVICTA personeli, dis kaynakli kigiler ve belgeli musteriler hakkinda yapilan sikayetleri ve belgelendirme kararlarina yénelik

itirazlar kapsar.

This procedure covers complaints relating to application, audit, technical review, certification decision, maintenance, scope change, suspension, withdrawal and other
certification activities, as well as complaints about INVICTA personnel, outsourced persons and certified clients, and appeals against certification decisions.

3. TANIMLAR
3. DEFINITIONS

Tiirkge / Turkish English / ingilizce

Sikayet: Bir kisi veya kurulusun, itiraz disinda, INVICTA’nin veya belgeli bir
musterinin faaliyetleri hakkinda cevap ya da islem bekleyen
memnuniyetsizlik ifadesidir.

itiraz: Bagvuru sahibinin veya belgeli miigterinin, INVICTA tarafindan kendisi
hakkinda verilen bir kararin yeniden degerlendirilmesi talebidir.

Sikayet/itiraz Sahibi: Sikayeti veya itirazi ileten kisi ya da kurulugtur.

Bagimsiz Degerlendirici/lKomite: Sikayet veya itiraza konu faaliyet ve kararda
yer almamis, tarafsizlik ve yetkinlik sartlarini kargilayan kisi veya kisilerden
olusan deg@erlendirme yapisidir.

Gecerli Basvuru: Konusu, taraflari ve dayanaklari belirlenebilir olan ve
INVICTA’in sorumluluk alanina giren sikayet veya itirazdir.

4. ILGILi DOKUMANLAR VE REFERANSLAR
4. RELATED DOCUMENTS AND REFERENCES

Complaint: An expression of dissatisfaction, other than an appeal, by a
person or organization concerning the activities of INVICTA or a certified
client, where a response or action is expected.

Appeal: A request by an applicant or certified client for reconsideration of a
decision made by INVICTA concerning that party.

Complainant/Appellant: The person or organization submitting the complaint
or appeal.

Independent Reviewer/Committee: The review arrangement comprising
person(s) who meet impartiality and competence requirements and have not
participated in the activity or decision that is the subject of the complaint or
appeal.

Valid Submission: A complaint or appeal whose subject, parties and basis
can be identified and which falls within INVICTA’s area of responsibility.

Dokiiman / Document Reference / Referans

F.15 Sikayet ve Itiraz Degerlendirme Formu

P.01 Belgelendirme Proseduru

Duzeltici faaliyet prosediri ve ilgili kayitlar

Kayitlarin kontroll ve saklanmasina iligkin prosedirler

ISO/IEC 17021-1’in sikayet ve itirazlara iliskin glincel hiikimleri

Uygulanabilir akreditasyon kurallari, sézlesmeler ve yasal sartlar

5. SORUMLULUKLAR
5. RESPONSIBILITIES

F.15 Complaint and Appeal Evaluation Form

P.01 Certification Procedure

Corrective-action procedure and related records

Procedures for control and retention of records

Current complaint and appeal provisions of ISO/IEC 17021-1

Applicable accreditation rules, contracts and legal requirements

Tirkge / Turkish English / ingilizce

Genel Mudlr; tarafsiz ve yetkin degerlendirme yapisinin atanmasi, gerekli
kaynaklarin saglanmasi ve proseduriin onayindan sorumludur.

Kalite Yoneticisi; bagvurunun kaydi, 6n dederlendirme, taraflarla iletisim,
dosyanin olusturulmasi, dizeltici faaliyetlerin takibi, kayitlarin muhafazasi ve
egilim analizinden sorumludur.

Sikayet ve Itiraz Degerlendirme Komitesi/Bagimsiz Degerlendirici; kanitlari
tarafsiz bicimde incelemek, gerekli bilgileri dogrulamak ve gerekgeli karar
vermekten sorumludur.

Hazirlayan / Prepared By

Kalite Yoneticisi / Quality Manager

The General Manager is responsible for appointing an impartial and
competent review arrangement, providing necessary resources and
approving this procedure.

The Quality Manager is responsible for registration, preliminary review,
communication with parties, creation of the case file, follow-up of corrective
actions, retention of records and trend analysis.

The Complaint and Appeal Evaluation Committee/Independent Reviewer is
responsible for impartially reviewing evidence, verifying necessary
information and issuing a reasoned decision.

Onay / Approved By
Genel Midir / General Manager
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Tiirkge / Turkish English / ingilizce

Belgelendirme Muduri ve Operasyon Mudurd; talep edilen kayitlari
saglamak, alinan kararlari uygulamak ve kendi faaliyetlerine iliskin
dosyalarda karar surecine katilmamaktan sorumludur.

Tum personel; gizliligi korumak, gikar gatismasini bildirmek ve inceleme igin
gerekli bilgi ve kayitlari saglamakla yukidmladr.

6. GENEL ILKELER
6. GENERAL PRINCIPLES

The Certification Manager and Operations Manager are responsible for
providing requested records, implementing decisions and not participating in
the decision process for cases relating to their own activities.

All personnel shall protect confidentiality, disclose conflicts of interest and
provide information and records required for the review.

Tiirkge / Turkish English / ingilizce

Sikayet ve itirazlarin iletiimesi, incelenmesi ve karara baglanmasina iliskin
suireg kamuya agik sekilde yayimlanir.

Sikayet veya itirazda bulunulmasi, basvuru sahibi ya da musteri aleyhine
ayrimci bir uygulamaya yol agmaz.

INVICTA, sikayet ve itirazlarin ele alinmasinin bitln seviyelerindeki
kararlardan sorumludur.

Karar; konu edilen denetim, teknik inceleme veya belgelendirme kararinda
yer almamis kisi veya kisiler tarafindan verilir. llgili miisteriye son iki yil iginde
y6netim sistemi danismanligi saglamis kisiler degerlendirmede
gorevlendiriimez.

Sikayet ve itirazin alinmasi dogrulanir; stireg boyunca ilerleme bilgisi verilir
ve sonug resmi olarak bildirilir.

iddialar, karar verilmeden énce yeterli ve dogrulanabilir bilgiyle desteklenir;
gecmisteki benzer olaylarin sonuglari da dikkate alinir.

7. SIKAYETLERIN ALINMASI VE ELE ALINMASI
7. RECEIPT AND HANDLING OF COMPLAINTS

The process for submission, investigation and decision of complaints and
appeals is made publicly accessible.

Submitting a complaint or appeal shall not result in discriminatory action
against the applicant or client.

INVICTA is responsible for decisions at all levels of the complaint and appeal
handling process.

The decision is made by person(s) who were not involved in the audit,
technical review or certification decision concerned. Persons who provided
management-system consultancy to the client within the previous two years
are not assigned to the review.

Receipt of the complaint or appeal is acknowledged; progress information is
provided during the process and the outcome is formally communicated.

Allegations are supported by sufficient and verifiable information before a
decision is made; results of previous similar cases are also considered.

Sikayetler internet sitesi, e-posta, posta, telefon, toplanti veya diger iletisim kanallariyla alinabilir. S6zIU sikayetler, sikayeti alan personel tarafindan yazih hale
getirilir ve mumkun oldugunda sikayet sahibine teyit ettirilir. Tim sikayetler F.15 Uzerine kaydedilerek Kalite Yoneticisine iletilir.

Complaints may be received through the website, e-mail, post, telephone, meetings or other communication channels. Verbal complaints are documented by the
receiving personnel and, where practicable, confirmed by the complainant. All complaints are recorded on F.15 and forwarded to the Quality Manager.

Tirkge / Turkish English / ingilizce

1. Kayit ve alindi teyidi: Sikayet derhal kaydedilir ve normal olarak en geg iki
is gunu icinde alindigi sikayet sahibine bildirilir.

2. Gegerlilik ve sorumluluk kontroli: Konunun INVICTA'nin sorumlu oldugu
belgelendirme faaliyetleriyle ilgili olup olmadigi belirlenir. Gerekirse ek bilgi
istenir.

3. Bagimsiz gérevlendirme: Sikayete konu faaliyet veya personelle iligkisi
bulunmayan yetkin kisi veya komite gorevlendirilir.

4. inceleme: llgili kayitlar, sézlesmeler, raporlar, yazismalar, yasal ve
akreditasyon sartlari incelenir; ilgili taraflardan agiklama ve kanit alinir.

5. Karar ve faaliyet: Sikayetin gegerli olup olmadigi, gerekli
dizeltme/dizeltici faaliyet, 6zel denetim, personel islemi veya diger tedbirler
gerekgesiyle birlikte belirlenir.

6. Bildirim ve kapatma: Sonug sikayet sahibine yazil olarak bildirilir;
faaliyetler dogrulandiktan sonra dosya kapatilir.

7.1. INVICTA FAALIYETLERI HAKKINDAKI SIKAYETLER
7.1. COMPLAINTS ABOUT INVICTA ACTIVITIES

1. Registration and acknowledgement: The complaint is registered without
delay and receipt is normally acknowledged to the complainant within two
working days.

2. Validity and responsibility check: It is determined whether the matter
relates to certification activities for which INVICTA is responsible. Additional
information is requested where needed.

3. Independent assignment: A competent person or committee with no
involvement in the activity or personnel concerned is assigned.

4. Investigation: Relevant records, contracts, reports, correspondence, legal
and accreditation requirements are reviewed, and explanations and
evidence are obtained from relevant parties.

5. Decision and action: The validity of the complaint and any necessary
correction/corrective action, special audit, personnel action or other measure
are determined with reasons.

6. Communication and closure: The outcome is communicated to the
complainant in writing and the case is closed after verification of the actions.

Denetim ekibi, denetim davranisi, rapor, planlama, iletisim, sertifika, logo kullanimi, gizlilik veya diger belgelendirme uygulamalarina iligskin sikayetlerde ilgili
sureg ve kayitlar incelenir. Sikayetin hakli bulunmasi halinde gerekli diizeltme ve diizeltici faaliyet baslatilir; kararin uygulanmasi ve etkinligi Kalite Yoneticisi

tarafindan izlenir.

For complaints concerning the audit team, audit conduct, report, planning, communication, certificate, use of marks, confidentiality or other certification practices, the
relevant process and records are reviewed. Where the complaint is substantiated, necessary correction and corrective action are initiated, and implementation and

effectiveness are monitored by the Quality Manager.

Hazirlayan / Prepared By

Kalite Yoneticisi / Quality Manager

Onay / Approved By
Genel Midir / General Manager
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Sikayet belgeli bir musteriyle ilgiliyse, incelemede belgeli yonetim sisteminin etkinligi dikkate alinir. Musteri, gizlilik ve sikayet sahibinin korunmasi sartlari
gozetilerek konu hakkinda bilgilendirilir ve normal olarak yedi gun iginde aciklama ve kanit sunmasi istenir. Sikayetin dnemi ve riski; masa basi inceleme, takip
kaydi, yaklasan denetimde dodrulama veya 6zel denetim seceneklerinden hangisinin uygulanacagini belirler. Sonuglar belgelendirme statiistiniin gézden

gecirilmesini gerektirebilir.

Where the complaint concerns a certified client, the effectiveness of the certified management system is considered during the investigation. The client is informed subject
to confidentiality and protection of the complainant, and is normally requested to provide an explanation and evidence within seven days. The significance and risk of the
complaint determine whether desk review, follow-up record, verification at the next audit or a special audit is required. The results may require review of the certification

status.

8. ITIRAZLARIN ALINMASI VE ELE ALINMASI
8. RECEIPT AND HANDLING OF APPEALS

Bagvurunun reddi, denetim sonucu veya uygunsuzluk degerlendirmesi, kapsam karari, belgelendirme karari, askiya alma, kapsam daraltma, geri gekme veya
diger resmi kararlara kargi yapilan yeniden dederlendirme talepleri itiraz olarak ele alinir. Itirazin alinmasi, ilgili kararin uygulanmasini kendiliginden durdurmaz;

farkli bir karar alinmadikga mevcut karar yurtrlikte kalr.

Requests for reconsideration concerning application rejection, audit result or nonconformity assessment, scope decision, certification decision, suspension, scope
reduction, withdrawal or other formal decisions are handled as appeals. Receipt of an appeal does not automatically suspend implementation of the relevant decision; the

existing decision remains in force unless otherwise decided.

Tirkge / Turkish English / ingilizce

itiraz F.15 (izerine kaydedilir ve normal olarak iki is giinii iginde alind teyidi
verilir.

itirazin dayanaklari, ilgili karar dosyasi, uygulanabilir standart, sézlesme ve
akreditasyon sartlari ile dnceki benzer itirazlar incelenir.

itiraz1 inceleyen ve karara baglayan kisiler, itiraz edilen denetim veya
kararda yer almamis olmalidir.

Gerekli gorilirse taraflardan ilave belge, teknik goris veya agiklama istenir;
ancak nihai karar bagimsiz degerlendirme yapisi tarafindan verilir.

Karar, gerekgesi ve uygulanacak faaliyetlerle birlikte itiraz sahibine yazili
olarak bildirilir.

itiraz sahibinin ig slireg sonucunu kabul etmemesi halinde, uygulanabilir
akreditasyon kurumu veya yasal mercilere bagvuru hakki bulundugu bildirilir.

9. KARAR, SURELER, BILDIRIM VE KAPATMA
9. DECISION, TIMEFRAMES, COMMUNICATION AND CLOSURE

The appeal is recorded on F.15 and receipt is normally acknowledged within
two working days.

The grounds for appeal, the relevant decision file, applicable standard,
contract and accreditation requirements, and previous similar appeals are
reviewed.

Persons reviewing and deciding the appeal shall not have participated in the
audit or decision being appealed.

Additional documents, technical opinion or explanations may be requested
from the parties where necessary; however, the final decision is made by the
independent review arrangement.

The decision, reasons and actions to be taken are communicated to the
appellant in writing.

Where the appellant does not accept the outcome of the internal process,
the right to contact the applicable accreditation body or legal authorities is
communicated.

Tirkge / Turkish English / ingilizce

Gegerli sikayet veya itiraz icin bagimsiz degerlendirme en kisa slirede
baslatilir. Komite toplantisi veya bagimsiz inceleme normal olarak 6n
degerlendirmenin tamamlanmasini izleyen iki is giini icinde planlanir.

Dosyanin, bagvuru tarihinden itibaren en geg otuz takvim giind iginde
sonuglandiriimasi hedeflenir. Bu slirede sonuglandirilamayan dosyalarda
gecikme nedeni, mevcut durum ve yeni hedef tarih ilgili tarafa yazil olarak
bildirilir.

Karar; olayin 6zeti, incelenen kanitlar, uygulanabilir sartlar, sonug, gerekli
faaliyetler, sorumlular ve terminleri icerecek sekilde kayit altina alinir.

Duzeltme ve diizeltici faaliyetlerin tamamlanmasi ve etkinligi dogrulanmadan
dosya kapatiimaz.

Nihai bildirim, yetkili kisi tarafindan onaylanir ve sikayet/itiraz sahibine
izlenebilir bir yéntemle génderilir.

Hazirlayan / Prepared By

Kalite Yoneticisi / Quality Manager

Independent review of a valid complaint or appeal is initiated as soon as
possible. The committee meeting or independent review is normally
scheduled within two working days after completion of the preliminary
review.

The case is targeted for completion within thirty calendar days from the
submission date. Where this is not possible, the reason for delay, current
status and revised target date are communicated to the relevant party in
writing.

The decision is recorded to include a summary of the matter, evidence
reviewed, applicable requirements, conclusion, required actions,
responsibilities and due dates.

The case is not closed until completion and effectiveness of corrections and
corrective actions have been verified.

The final communication is approved by an authorized person and sent to
the complainant/appellant by a traceable method.

Onay / Approved By
Genel Midir / General Manager

Elektronik niisha kontrolliidiir: basili kopovalar kontrolstizdiir. / Electronic copv is controlled: orinted copies are uncontrolled.
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10. GIZLILIK VE KAMUYA AGIKLAMA
10. CONFIDENTIALITY AND PUBLIC DISCLOSURE

Sikayet ve itiraz dosyalari gizli tutulur. Sikéyet sahibinin kimligi, agik rizasi olmadikg¢a belgeli musteriye veya lguncu taraflara agiklanmaz; ancak iddianin
incelenebilmesi igin gerekli bilgiler kontrolli bigcimde paylasilabilir. Yasal makamlar veya akreditasyon kurumu tarafindan bilgi talep edilmesi halinde, mevzuatga
yasaklanmadikga ilgili taraf 6nceden bilgilendirilir. Sikayetin konusu ve sonucunun kamuya agiklanip agiklanmayacagi ve agiklamanin kapsami, sikayet sahibi
ve belgeli musteriyle birlikte degerlendirilerek karara baglanir.

Complaint and appeal files are kept confidential. The identity of the complainant is not disclosed to the certified client or third parties without explicit consent; however,
information necessary to investigate the allegation may be shared in a controlled manner. Where information is requested by legal authorities or the accreditation body,
the relevant party is informed in advance unless prohibited by law. Whether the subject and outcome of a complaint will be made public, and the extent of such disclosure,
are decided in consultation with the complainant and the certified client.

11. KAYITLAR, ANALIZ VE IYILESTIRME
11. RECORDS, ANALYSIS AND IMPROVEMENT

F.15, bagvuru ve alindi teyidi, yazigmalar, kanitlar, toplanti tutanaklari, tarafsizlik kontrolleri, karar, bildirim, diizeltme/duzeltici faaliyet ve kapanis kayitlari
kontrolli olarak muhafaza edilir. Sikayet ve itirazlar; tekrar eden konular, sireg/personel egilimleri, stire performansi ve sistemik nedenler bakimindan periyodik
olarak analiz edilir. Sonuglar i¢ tetkik, yonetimin gézden gegirmesi, personel performans degerlendirmesi ve iyilestirme faaliyetlerine girdi saglar.

F.15, the submission and acknowledgement, correspondence, evidence, meeting minutes, impartiality checks, decision, communication, correction/corrective action and
closure records are retained under controlled conditions. Complaints and appeals are periodically analysed for recurring subjects, process/personnel trends, timeframe
performance and systemic causes. Results provide input to internal audit, management review, personnel performance evaluation and improvement activities.

12. REVIiZYON BILGILERI
12. REVISION INFORMATION

Rev. Revizyon Tarihi / Revizyon Aciklamasi / Revision Description
No Revision Date

0 26.07.2026 Dokiimanin yeniden yayimlanmasi. / Reissue of the document.

Hazirlayan / Prepared By Onay / Approved By

Kalite Yoneticisi / Quality Manager Genel Midur / General Manager

Elektronik niisha kontrolliidiir: basili kopovalar kontrolstizdiir. / Electronic copv is controlled: orinted copies are uncontrolled.



