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Revizyon ve Onay Takip Tablosu (Revision and Approval Tracking Table)
Rev Revizyon
' Revizyon Gerekgesi (Revision Rationale) Tarihi
No .
(Revision Date)
Bu prosedurin uygulanmasi stirecinde olusa bilecek hatalari
onlemek adina “ Itiraz ve sikayet degerlendirme temsilcisinin” bu
01 . S 07.12.2012
prosedirin uygulanmasindaki gérev ve sorumluluklarini ortaya
koymak.
02 Sonuglanrrjayan §|ukayet ve itirazlarin ne §eklld§ karara 08.01.2013
baglanacagina dair agiklama eklenmesi
Musteri memnuniyetinin dlgulebilmesi igin bu prosedire  4.7-
03 I\/I__ug,ter_l Mean_Jnlyet Anketinin Uygulanmasi Ve Degerlendiriimesi 01.07.2014
bdlimU eklendi.
04 4.2- Problem Kaynagi ve Sure¢ Kaynakh Sikayet, bagliklari altina 12.06.2017
aciklamalar eklenmistir.
05 Ingilizce bolim eklenmis, dokuvr_ne_an.isminde ve ilgili dokiiman 17.11.2023
numaralarinda degisiklik yapiimigtir.
06 5.1. Sikayet Ve ltirazlarin Kabulu Ve Mu§teriye Bilgi basligi altina 20.01.2024
ayrinti eklenmigtir.
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1. AMAG

Bu prosedirin amaci, KAYOS'un, mdusterileri, tedarikgileri ve diger ucglncu taraflarca belgelendirme
faaliyetleri ya da belgelendirme kapsamindaki calismalariyla ilgili, sikayetleri, itirazlari ve mdusteri
memnuniyeti anketleri ile elde edilen geri bildirimleri ne sekilde kabul edileceginin, ele alacaginin ve
degerlendirileceginin yontemini belirlemektir.

2. KAPSAM

Bu prosedir, KAYOS’'un TS EN ISO/IEC 17065 Urln belgelendirme sistemindeki tim aktiviteler icin tim
sikayet ve itirazlar, muasterilerin geri bildirimleri, tim dilek ve énerilerine uygulanir.

3. SORUMLULUKLAR

Bu prosedirin uygulanmasindan, itiraz ve sikayetlerin belirli streler icinde uygun sekilde ele alinmasi ve
karar verilmesi Genel Mudurun, itirazlarin / sikayetlerin 6n arastirmasi, kaydedilmesi ve islemler sonrasi
dizeltici / 6nleyici faaliyetlerinin takip ve koordinasyonundan Kalite Yonetimi Temsilcisi’nun mesuliyetindedir.

4. TANIMLAR

4.1. Sikayetler: Ozel veya tiizel kisilerin, KAYOS’un performansi, prosedrleri, politikalari, gegici/siirekli
personeli, etkinlikleri ile ilgili herhangi bir konuya veya belgelendirme yaptigi bir mitesebbisin, belgelendiriime
kapsaminda yaptidi faaliyetlerine iliskin yapilan yazili olumsuz bagvurulardir.

4.2. itirazlar: Ozel veya tlzel kisilerin, KAYOS’un kendilerini ilgilendiren konularda aldigi kararlara karsi
yaptiklari basvurulardir. ltiraz icin aranilacak tek kosul, KAYOS'un aldigi kararin, itiraz eden tarafin isteklerine
karsit olmasidir.

4.3. Miisteri geri bildirimi: KAYOS hizmetlerinin kapsam, performans ve sunumu ile ilgili musterilerin
memnuniyetlerini belirtmek icin yaptiklari s6zIU ve yazili bildirimlerdir.

5. UYGULAMA ALANI

Sikayet ve itirazlarin ¢6zUmuinde; gikayete konu olan belgelendirmede yer almis Kigi/kigiler ile, son iki yil
icerisinde sikayet ve itirazda bulunan muisteriye danismanlik hizmeti vermis ya da masteri tarafindan istihdam
edilmis kisiler; sikayet veya itirazi gézden gegiren, ¢cézen, karar veren taraf olamaz.

5.1. Sikayet Ve itirazlarin Kabulii Ve Miisteriye Bilgi

Taraflar sikayet ve itirazlarini, “F.06.01 Sikayet ve itiraz Bildirim Formu’nu doldurarak, faks, e-mail yoluyla
iletilebilir. Telefonla ile yapilan sikayet ve itirazlar kabul edilmez. Sézlesme sartlari digindaki islemlerde;
magterilerin, bu iglemlerin sdzlesmeye dahil olarak degerlendiriimesi talepleri, mugsteri gsikayeti olarak
siniflandiriimaz. Misteri sikayet ve itirazlari, Sikayetler ve ltirazlar Temsilcisi tarafindan “F.06.02 Misteri
Sikayetleri Takip Formu” unda kayda alinir ve misteriye ¢6ziim konusunda bilgi verildikten sonra, sikayet ve
itiraz bildirim formu Kalite Yonetim Temsilcisi'ne iletilir.

Sikayetin kaynagi teknik ve sure¢ olmak Uzere iki grupta incelenir. Tarafsizligi korumak ve objektif
degerlendirmek icin; teknik kaynakli sikayetler, sikayetle iliskisi olmayan diger teknik personel tarafindan,
sureg kaynakl sikayetler ise Genel Mudur tarafindan degerlendirilir. TUm sikayetler tahmini ¢6zim surelerine
gore asagidaki gibi siniflandirihr;

A Sinifi (teknik kaynakh):
v Derhal yapilacak ya da saha galismasi ile ilk midahalede giderilebilecek sikayetler (herhangi bir
degisikligi gerektirmeden ¢ozilebilecek sikayetler),

HAZIRLAYAN (PREPARED BY) KONTROL & ONAY (APPROVED BY)
Kalite Yonetim Temsilcisi Genel Mudur
(Quality Management Representative) (General Manager)
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v' Musteriyi bilgilendirme eksikliginden kaynaklanan sikayetler ya da musterinin belli bir konuda
bilgilendirilmesi ile giderilebilecek sikayetlerdir.

B Sinifi (stire¢ kaynakl) :

v Hizmette yapilacak kiiglk degisiklikler ile ¢ozUlebilecek sikayetler,

v" Mdusteri ortaminda inceleme gerektiren sikayetler,

v Oncelikle KAYOS tarafindan islem gerektiren ve ¢6zimi daha sonra misteriye saglanabilecek
sikayetlerdir.

C Sinifi (Uguncu kuruluslar kaynakli):
v Cozimi KAYOS disinda Uglinct kuruluglara bagh problemlerdir.

Kalite Yonetim Temsilcisi, gelen itiraz ve sikayetin 6n arastirmasini yaparak KAYOS sorumlulugu altinda olan
belgelendirme faaliyetlerine iligkin olup olmadigini teyit eder. Herhangi bir nedenle itiraz veya sikayet
olustugunda mutesebbis ile arasinda anlagsmazlik konusu olusan firmamiz personeli, durumu Genel Mudur’'e
bildirir. itiraz veya sikayeti alan personel de durumu vakit gecirmeden Genel Midiir'e iletmek zorundadir.

Kalite Yonetim Temsilcisi, F.06.01 Sikayet ve itiraz Bildirim Formu ile itiraz/sikayet sonuglanincaya kadarki
tim asamalarin geriye dogru izlenebilir bir sekilde kayit altina alinmasini saglar. Genel Middr, itirazin ya da
sikayetin, bes is gunu icerisinde, ele alinmaya baslamasindan ve en gec¢ 5 gun i¢cinde sonuglandirilmasindan
sorumludur.

Genel Mudur; itiraz/gikayetle iliskili taraflarla (kontrolorler ve sertifikerler dahil) ve uygun goérdugu diger
kisilerle gorusur. Netice ve gerekiyorsa itiraz/sikayetle ilgili gerceklestirilecek faaliyetler hakkinda itiraz/sikayet
sahibine yazili olarak bilgi verilmesini saglar. Ayrica, itiraz/sikayetle ilgili olan mutesebbisin, kontrol ve
sertifikasyon asamalarini gegcmise donlk olarak gdzden gegirir ve herhangi bir yanlis uygulama veya
gelistiriimesi gereken hususlar varsa, dizeltici faaliyet icin veri olarak kullaniimasini saglar.

Eger Genel Midur itiraz/sikayette taraf ise, itiraz/sikayetin ele alinmasi ve ¢ézimlenmesinin sorumlulugu
Kalite Yonetim Temsilcisi'ne aittir. Eger Kalite Yénetim Temsilcisi itiraz/sikayette taraf ise, itiraz/sikayetin ele
alinmasi ve ¢ézumlenmesinin sorumlulugu Genel Madur’e aittir.

Gerekli hallerde basvurulmasi maksadiyla, F.03.04 Organik Tarim Sézlesmesi’nde, itirazlar durumunda yetkili
olan mahkemeler belirlenmistir. Mitesebbisin KAYOS tarafindan verilen belgelendirme kararina itirazi var
ise; Belgelendirildigi standarda bagl olarak en ge¢ yirmi bir (21) gun icinde konu ile ilgili bilgi ve belgeleri
Organik Tarim Komitesi'ne ve/veya AB Komisyonuna iletme hakki mevcuttur.

KAYOS sorumlulugu altinda olan belgelendirme faaliyetlerine iligkin itirazlar/sikayetler:

itiraz/Sikayet Yiritme

Ofis hizmetleri ile ilgili sikayetler, asagidakilerle
sinirli olmamak uUzere;

- ilgili kigilere ulagilamamasi,

1
-si?rzlgii?r:n 2“25222:1%3' ve gonderilme itiraz/gikayetin degerlendirme sonucu hakkinda
ge¢ masteriye bilgi verilir, tekrarini engellemek ve
ye bilg g
Kontrol tarafsizlgini, bagimsizligini ve kok nedeni ortadan kaldirmak icin dizeltici
verimliligini etkileyebilecek sikayetler, faaliyet baglatilir ve etkiniigi cleuldr.
asagidakilerle sinirli olmamak Uzere;
Kontrolorin tavir ve davranisi,
2 |. Standartlarin yorumlanmasindaki herhangi bir
farkhhk
HAZIRLAYAN (PREPARED BY) KONTROL & ONAY (APPROVED BY)

Kalite Yonetim Temsilcisi Genel Mudur
(Quality Management Representative) (General Manager)



itiraz ve Sikayet Prosediirii
(Procedure for Complaints

KAYOS | ang Objections)

BELGELENDIRME

Dokiman No (Document No) PR.06

Yayin Tarihi (Publication Date) | 01.02.2011
Rev.No /Tarihi (Date) 06/20.01.2024
Sayfa No (Page No) 4/11

- Kontrolde uygun metot kullaniimamasi,

- Kontrol planina uymama,

3 | Mitesebbis tarafindan; Belgelendirme kararina
itiraz;

KAYOS’a itiraz en ge¢ 14 gln icerisinde
yapiimahdir.

Uretim siirecinde yasakli maddenin uygulanmasi
s6z konusu ise KAYOS itirazi kabul etmez.

4 | Organik Urtnlerdeki istenmeyen kalintilar igin
KAYOS tarafindan alinan kararlara itiraz;

Mutesebbis tarafindan en ge¢ 14 gln igcerisinde
yapiimalidir. Yeniden degerlendirme, ilave bir
kontrol ya da belgenin kontrolu seklinde
yapilabilir

(degerlendirme evraklari, fotograflar vb.)

Uretim sirecinde yasakli maddenin uygulanmasi
sOz konusu ise itiraz kabul edilmez.

5 | Kontrol sonucunda, kontrolorlerin yazdigi
uygunsuzluklara itiraz

Bu durumda kontrolor, mitesebbise; itiraz etme
hakkinin oldugunu agiklar ve bir tutanak hazirlar.
Kontrol edilenden tutanagi imzalamasi istenir,

imzalamaz ise tutanak tek tarafli olarak
imzalanir. Tutanakta konu ve kontrol edilenin
imza atmaktan imtina ettigi belirtilir. Genel
Mudur itirazi inceler ve sonucu ilgili taraflara
detayli gerekgeleri de belirterek yazili olarak
iletir.

Mditesebbis, Genel Mudir’tin kararina da itiraz
etme hakkina sahiptir. Bu durumda 7 nolu
maddeye bakiniz.

6 | Kontroll yapacak, Kontrolorlere itiraz;

Kontrol edilecek mutesebbisin, kontroldrlere
itiraz etme hakki vardir.

itirazin gerekgesi ile birlikte yazil olarak
KAYOS itiraz/sikayet formu ile Genel Mudur'e
iletir. Genel Muddr, kontrol prosesini
engellemeyecek, geciktirmeyecek, tarafsizhigini,
bagimsizhigini ve tutarliligini riske etmeyecek
sekilde degerlendirme yapar.

itirazin hakl bulunmasi durumunda kontrolérler
degistirilerek yeni atanan kontroldrlerin bilgileri,
teyit icin firmaya gonderilir.

7 | itiraz/Sikayetler sonucu verilen kararlara
mutesebbisin itirazi;

Genel Midir éncelikle itiraz ve Sikayet
Formu’nun yeniden doldurulmasini saglar. Bu
form ile tm asamalarin geriye dogru izlenebilir
bir sekilde kayit altina alinmasini saglar.

Varsa musterinin bu konudaki yazisi da forma
Eklenir.

HAZIRLAYAN (PREPARED BY)
Kalite Yonetim Temsilcisi
(Quality Management Representative)

KONTROL & ONAY (APPROVED BY)
Genel Mudur
(General Manager)
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Genel Mudir 5 isglinii iginde itiraz ve Sikayeti,
yeniden degerlendiriimeye alinarak, sonug
degissin ya da degismesin mutesebbise nihai
karari tekrar yazil olarak bildirir.

Muitesebbislerle ilgili farkli taraflardan gelebilecek sikayetler; sertifika ve logolarin kullanim kurallarina
uyulmamasi ile ilgili olabilir. Bu tip sikayetlerin degerlendiriimesinde gizlilik prensibine uyum esastir. Konunun
kamuoyuna duyurulmasinin gerektigi 6zel durumlarda ilan sekli ve detayi, firmamizin sorumlulugunda olup,
yasal gerekliliklere uygun davranilir.

Soyle ki:
N Sikayet Yuritme
1 Logo ve belge kullanma hakkinin, belirlenen En fazla 10 gun icerisinde dizeltici faaliyet
kapsam disinda kullaniimasi istenir, sonug¢ olumsuz ise bir ay belgenin
asklya alinmasi, yine olumsuz ise belgenin
2 Akreditasyon kurumunun logosunun yanlis iptali.
kullaniimasi
3 Mutesebbisin bagli veya Uye oldugu ilgili oda Hakli sikayet/yayin oldugu kanitlanir ise,
v_eyg_meslek guruplarindan gelen sikayet ve geri Bir ay igerisinde denetim yapiimasina karar
bildirimler .
verilir.
4 Mutesebbis Griininden faydalanan ilgili * En fazla 1 ay icinde dizeltici faaliyet
taraflardan gelen sikayetler/geri bildirimler istenilebilir, sonu¢ olumsuz ise bir ay belgenin
asklya alinmasi, yine olumsuz ise belgenin
5 Yazil ve gorsel basinda muitesebbislerle ilgili iptaline karar verilir.
uygun olmayan haberlerin gikmasi

Muitesebbis, sertifikasyon kapsamindaki drinleriyle ilgili, kendisine sikayet gelmesi durumunda; sikayet
icerigini ve sebebini KAYOS’a ibraz etmek durumundadir. Mitesebbis; mevzuatlar geregi bu sikayetin
giderilmesi ile iligkili gerceklestirecegi dizeltici faaliyetler konusunda KAYOS'u bilgilendirmeli, uygunsuzluk
giderilirken, bu uygunsuzlugun tekrarinin énlenmesini saglamalidir.

5.2. itiraz ve Sikayetler Asagida Belirtilen Kriterler Cergevesinde Degerlendirilir:

KAYOS, kontrol ve sertifikasyon proseslerinin herhangi bir asamasinda gelen itirazlari/sikayetleri, tarafsizlik
ve gizlilik prensiplerine uyarak degerlendirir.

Degerlendirme yapilirken;
» Akreditasyon standartlarina uyma,
* Tarafsizlik ve gizlilik ilkesine bagl kalma,

» Kontrollerin, mitesebbis sisteminin, migsteri sartlarini karsilayabilecek, slrdirebilecek ve sistemi sirekli
iyilestirebilecek yeterlilikte olup olmadigini digecek olmasi,

* KAYOS caliganlarinin ilgili kontrol ve sertifikasyon prosedurlerine uyumu

* Mutegebbisin, herhangi grup veya dernek uyelidi, belgeli mutesebbis sayisina bakilmaksizin, hizmetin
kolayca ulagsmasi,

* Politika ve prosedurlere uygun uygulama,
* Belge ve logonun kullanimi gibi kriterleri esas alinir.

HAZIRLAYAN (PREPARED BY) KONTROL & ONAY (APPROVED BY)
Kalite Yonetim Temsilcisi Genel Mudur
(Quality Management Representative) (General Manager)
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5.3. itiraz ve Sikayetlerin Kayitlari

itiraz ve sikayet kayitlari (eger mevcutsa konu ile ilgili Organik Tarim Komitesi / Bakanlik/ Avrupa Birligi
Komisyonu ile yapilan yazigsmalar) Kalite Yonetim Temsilcisi tarafindan muhafaza edilir. Mitesebbis,
sertifikalandirlmig bir mugteri ise; itiraz ve sikayet formu’nun bir kopyasi ile (eger mevcutsa konu ile ilgili
Organik Tarim Komitesi / Bakanlik/ Avrupa Birligi Komisyonu ile yapilan yazigsmalar) ayrica mutesebbise ait
dosyada muhafaza edilir.

itiraz ve sikayet kayitlari gizli olup, taraf olan miitesebbis ve Organik Tarim Komitesi / Bakanlik digindaki
taraflara acgik degildir. Gelen sikayet / itirazlar; F.06.02 Muasteri Sikayetleri Takip Formu ile Kalite Yonetim
Temsilcisi tarafindan takip edilir.

5.4. Sikayet ve itiraz islemleri Sonrasinda Diizeltici Faaliyetler

Genel Muaduar, her sikadyet veya itirazla ilgili uygulanabilir oldugu Ol¢lide duzeltici / 6nleyici faaliyet
baslatmaktan sorumludur. Diizeltici / dnleyici faaliyetler PR.07 Diizeltici ve Onleyici Faaliyetler Prosediri’'ne
gore Kalite Yonetim Temsilcisi tarafindan takip ve koordine edilir. Yonetimin gbézden gecirmesi toplantilarinda
degerlendiriimesi amaci ile ilgili toplanti dénemindeki itiraz ve sikayet islemleri, Kalite Yénetim Temsilcisi
tarafindan yonetime raporlanir.

5.5. Miisteri Memnuniyet Anketinin Uygulanmasi Ve Degerlendirilmesi

Kalite Yonetim Temsilcisi tarafindan F.06.03 Musteri Memnuniyeti Anketi sorulari degerlendirilir ve yeni
eklenecek veya cikarilacak sorular belirlenir. F.06.03 Musteri Memnuniyeti Anket formu, KAYOS’'un web
sitesinde yayinlanir.

Sikayetler ve itirazlar Temsilcisi / Kalite Yénetim Temsilcisi, hizmet sunulan miisteriye e-mail yoluyla F.06.03
Masteri Memnuniyeti Anketi iletir ve geri bildirimini talep eder.

Kalite Yénetim Temsilcisi, anket sonuglarini dederlendirilir ve sonuglar bir rapor halinde Yénetimin Gézden
Gecirme Toplantis’'nda sunar. Yonetimin Gozden Gegirme Toplantis’'nda, hedeflere ulasilamamasi
durumunda; ulasilamayan hedefi gergeklestirmeye yoénelik eylem plani gérisulir. Gergeklestirme planinda
belirlenen faaliyetler ilgili birimlerce uygulamaya gegirilir.

6. PERFORMANS OLCUMU

Sireg her yil Kalite Yénetim Temsilcisi’'nce gézden gecirilerek, gerekli iyilestirmeler yapilir.

7. iLGIiLi DOKUMANLAR/FORMLAR

PR.01 Dokumanlarin ve Kayitlarin Kontrolt Prosediru
F.06.01 Sikayet ve itiraz Bildirim Formu

F.06.02 Misteri Sikayetleri Takip Formu

F.07.01 Diizeltici Onleyici islem Talebi Formu

F.07.02 Diizeltici veya Onleyici Faaliyet izleme Formu
F.06.03 Mugteri Memnuniyeti Anketi

F.06.04 Misteri Memnuniyeti izleme ve Degerlendirme Formu

HAZIRLAYAN (PREPARED BY) KONTROL & ONAY (APPROVED BY)
Kalite Yonetim Temsilcisi Genel Mudur
(Quality Management Representative) (General Manager)
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1. AIM

The aim of this procedure is to determine the acceptance, handling and evaluation of the objections,
complaints that may come from operators, consumers and/or third parties during the audit and certification
services provided by KAYOS and the feedbacks obtained through customer satisfaction surveys.

2. SCOPE

This procedure covers objections, complaints, feedbacks and wishes/suggestions related to all sections and
activities within the scope of KAYOS TS EN ISO/IEC 17065 product certification systems.

3. RESPONSIBILITIES

During the implementation of this procedure, the appropriate handling of objections and complaints within
certain periods and the decision-making are under the responsibility of the General Manager. The Quality
Management Representative (QMR) is responsible for the preliminary investigation and recording of
objections/complaints, and the follow-up and coordination of corrective/preventive actions after the
procedures.

4. DEFINITIONS

Complaints: They are the written negative feedbacks by private or legal entities regarding the performance,
procedures, policies, temporary/permanent personnel and activities of KAYOS during the certification
processes.

Objections: They are the formal opposition by private or legal entities regarding any decision taken by
KAYOS that affects them in any manner. The only condition for objections is that the decision taken by
KAYOS is against the petitioner's demands.

Customer feedbacks: These are verbal and written notifications made by customers to indicate their
satisfaction with the scope, performance and presentation of KAYOS services.

5. APPLICATION

In the resolution of complaints and objections, the person(s) who took part in the certification services subject
to the complaint, and the person who has provided consultancy services to the customer who has made a
complaint and objection in the last two years or who have been employed by the customer, cannot be the
party that reviews, resolves or decides on the complaint or objection.

5.1. Acceptance of the complaints / objections and informing the customer

Parties can submit their complaints and objections via fax or e-mail by filling out the "F.06.01 Complaint and
Objection Form". Complaints and objections made by phone are not accepted. In transactions outside the
terms of the contract; Customer requests for these transactions to be considered as included in the contract
are not classified as customer complaints. Customer complaints and objections are recorded in the "F.06.02
Complaint and Objection Follow-up Form" by the Complaints and Objections Representative, and after the
customer is informed about the solution, the complaint and objection notification form is forwarded to the
Quality Management Representative.

Class A (technically sourced):

v/ Complaints that can be resolved immediately or in the first intervention with field work (complaints that
can be resolved without requiring any changes),

v" Complaints arising from lack of informing the customer or complaints that can be resolved by informing
the customer about a certain issue.

Class B (process welded):
HAZIRLAYAN (PREPARED BY) KONTROL & ONAY (APPROVED BY)

Kalite Yonetim Temsilcisi Genel Mudur
(Quality Management Representative) (General Manager)
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v' Complaints that can be resolved with minor changes to the service,

v' Complaints that require investigation in the customer environment,

v Primarily, complaints that require action by KAYOS and whose solution can be provided to the customer
later.

Class C (sourced from third parties):
v"Solutions for these are problems related to third parties other than KAYOS.

The QMR conducts the preliminary investigation of the objection and complaint and confirms whether it is
related to certification activities of KAYOS. When an objection or complaint arises for any reason, the related
personnel of KAYOS, who has a dispute with the operator, notifies the GM about the situation without delay.

The QMR, with the F.06.01 Complaint and Objection Form ensures that all stages until the conclusion of the
objection/complaint are recorded in a way that can be traced backwards. The GM is responsible for starting
to deal with the objection/complaint within five (5) working days and concluding it within five (5) days at the
latest.

The GM meets with the parties involved in the objection/complaint (including auditor(s) and certifier) and other
individuals he/she deems appropriate. GM also ensures that the owner of the objection/complaint is informed
in writing about the result and, if necessary, the activities to be carried out regarding the objection/complaint.
In addition, GM retrospectively reviews the audit and certification stages of the operator concerned with the
objection/complaint and ensures that the present objection/complaint is used as data for corrective action if
there are any misapplications or issues that need improvement.

If the GM is a party to the objection/complaint, the responsibility for handling and resolving the
objection/complaint rests with the QMR. If the QMR is a party to the objection/complaint, the responsibility for
handling and resolving the objection/complaint rests with the GM.

Competent courts in case of objections, if necessary, are determined in the F.03.04 Organic Agriculture
Agreement. If the operator has an objection to the certification decision made by KAYOS; Depending on the
standard to which it is certified, it has the right to forward information and documents on the subject to the
Organic Agriculture Committee and/or the EU Commission within twenty-one (21) days at the latest.

Some cases of objections/complaints about KAYOS' certification activities and related conduct are listed in
the following table (note that these are just probable examples):

Objection/Complaint Conduct

Complaints about office services, including
but not limited to

1 ]- the inability to reach relevant persons, -
delays in issuance and delivery of

documents. The customer is informed about the evaluation

result of the objection /complaint, and corrective
action is initiated to prevent recurrence and
eliminate the root cause. Its effectiveness is
measured.

Complaints that may affect audit impatrtiality,
independence and efficiency, including but
not limited to the following;

2 | - The attitude and behavior of the auditor,

- Any differences in the interpretation of the
standards

- Not using appropriate method in audit,
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- Noncompliance with the audit plan.

3 | Objection to certification decision

Appeals to KAYOS must be made within
fourteen (14) days at the latest.

KAYOS does not accept the objection if any
prohibited substance is applied in the
production process.

Objection to decisions taken by KAYOS
4 | about restricted/forbidden residues in
organic products

Appeals to KAYOS must be made within
fourteen (14) days at the latest.

Re-evaluation can be done as an additional
audit or review of the documents. If any
prohibited substance is applied in the
production process, the objection is not
accepted.

Objection to the nonconformities identified

In this case, the auditor explains to the operator
that he/she has the right to object and prepares
areport. The auditee is asked to sign the report.
If the mutual signing cannot be obtained, the
report is signed unilaterally by the auditor. In the
report, the subject is explained and it is stated
that the operator abstained from signing. The
GM examines the objection and communicates
the result to the relevant parties in writing,
stating the detailed justifications. The operator
also has the right to object to the decision of the
GM (see the last item of this table for such
cases).

The operator has the right to object to the
auditors. In such cases, the operator submits
the objection to the GM by using the F.06.01
Complaint and Objection Form, along with its
justification. GM evaluates the objection in a
way that does not hinder or delay the audit
process, and does not jeopardize its
impartiality, independence and consistency.

If the objection is found to be justified, the
auditor(s) are changed and the information of
the newly appointed auditors is sent to the
operator for confirmation.

5 during the audit

6 Objections to the auditor(s) conducting the
audit

7 Objections to the decisions taken as a result

of objections/complaints

The GM primarily ensures that the F.06.01
Complaint and Objection Form is refilled.

If available, the operator's letter on the subject
is also added to the form. The GM re-evaluates
the objection/ complaint within five (5) working
days and notifies the operator of the final
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decision in writing, whether the result changes
or not.

Complaints from different parties regarding the operators may be related to noncompliance with the mis-
usage of certificates and logos. Compliance with the principle of confidentiality is essential in the evaluation
of such complaints. In special cases where the subject needs to be announced to the public, the form and
details of the announcement are the responsibility of KAYOS, and we act in accordance with the legal
requirements.

Complaint Conduct

Usage of logo and certification outside the
specified scope

Corrective action is requested, which is to be
completed within a maximum of ten (10) days.
If it is not corrected within the given duration, the
certificate is suspended for one (1) month. If the
nonconformity continues, the certificate is
cancelled.

2 | Misuse of the accreditation body’s logo

Complaints and feedbacks from the relevant
3 | chambers or profession groups to which the
operator is affiliated or a member.

If the complaint/publication is proven to be a
justified

- A decision of conducting an audit within a
month is taken.

Complaints and feedbacks from the
4 | interested parties, i.e. customers, benefiting
from the operator’s product

- Corrective action can be requested, which is
to be completed within a maximum of thirty (30)
days. If it is not corrected within the given
duration, the certificate is suspended for one (1)
month. If the nonconformity continues, the
certificate is cancelled.

Inappropriate news published in the written
and/or visual media regarding the operator

In case of complaints about his/her products within the scope of certification, the operator has to submit the
content and reason of the complaint to KAYOS. The operator must inform KAYOS about the corrective actions
to be taken, while the nonconformity is eliminated, in relation to the rectification of this complaint in
accordance with the related standard/legislation, and ensure that the recurrence of this nonconformity is
prevented.

5.2. Criteria for the evaluation of the objections/complaints

KAYOS evaluates the objections/complaints received at any stage of the audit and certification processes in
accordance with the principles of impartiality and confidentiality. Objections and complaints are evaluated
within the framework of the following criteria:

- Complying with accreditation standards,
- Adhering to the principle of impartiality and confidentiality,

- To ensure that the audits and the operator's system can meet and maintain customer requirements, and
that the system is capable of constant improving,

- Compliance of KAYOS personnel with relevant audit and certification procedures

- Ease of access to the certification services regardless of the operator's membership in any group or
association,

- Implementation of the services in accordance with KAYOS policies and procedures,
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- Rules regarding the use of the document and logos.
5.3. Records of the objections/complaints

Objection and complaint records (if any, correspondence with the relevant authorities on the subject) are
recorded by the QMR. If the operator is a certified customer, a copy of the objection and complaint form (if
any, correspondence with the relevant authorities on the subject) is also kept in the file belonging to the
operator.

Objection and complaint records are confidential and not open to parties other than the operator and the
relevant authorities. Incoming complaints/objections are followed up by the QMR with F.06.02 Objection and
Complaint Follow-up Form.

5.4. Corrective/preventive actions after objections/complaints processes

The GM is responsible for initiating corrective/preventive actions regarding each complaint or objection.
Corrective/preventive actions are followed and coordinated by the QMR according to the PR.07 Procedure
for Corrective and Preventive Actions. Objection and complaint procedures are reported to the management
by the QMR for the purpose of evaluation in the management review meetings.

5.5. Application and evaluation of the customer satisfaction survey

QMR evaluates the F.06.03 Customer Satisfaction Survey and determines if new questions to be added or
some questions to be removed. F.06.03 Customer Satisfaction Survey is published on the website of KAYOS.

Complaints and Objections Representative / QMR sends the F.06.03 Customer Satisfaction Survey via e-
mail to the customer and requests their feedback.

The QMR evaluates the results of the survey and presents the results as a report at the Management Review
Meeting. In the case of failure to reach the targets at the Management Review Meeting, the action plan to
achieve the unachievable goal is discussed. The activities determined in the realization plan are put into
practice by the relevant units.

6. PERFORMANCE MEASUREMENT

QMR evaluates all the process each year and applies the improvements when necessary.
7. RELEVANT DOCUMENTS/FORMS

PR.01 Procedure for Control of Documents and Records

F.06.01 Complaint and Objection Form

F.06.02 Complaint and Objection Follow-up Form

F.07.01 Corrective and Preventive Action Request Form

F.07.02 Corrective and Preventive Action Follow-Up Form

F.06.03 Customer Satisfaction Survey Form

F.06.04 Customer Satisfaction Monitoring and Evaluation Form
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