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1. General #u

Only the text relevant to complainants/appellant is published on the qualityaustria homepage.
This text is shown below in green font.
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The “Appeals and Complaints” process applies to all qualityaustria services, such as system and
product certifications, certification of persons, verifications, validations, SURE, CoC audits and
assessments.™ # Jr FIUF" i FEE T/ A qualityaustria fR, 2018 Z FlP=dg A diE s A @ UL iuF JiF 7
A SURE. CoC #Z Ay

Appeal #1F
Appeals can only be filed by respective clients about the services provided by Quality Austria,
including certification decisions. #77/F / gé i1 5 F119 4/ #2H1, £ Quality Austria 721175 75 i iF

Complaint &~

Complaints can also be submitted by third parties. These may relate, for example, to the
performance of the management system of an organization certified by Quality Austria or to
persons certified by Quality Austria. Furthermore, complaints can also refer to very general areas
of Quality Austria. 7 /Ft /LU 45— 7742 AHin, X n] g & i Quality Austria TAIIE I ZH 214 B R 1
BATIEN, BEW K&l Quality Austria WIERI N B /45, #EUrt nf LLAEKR Quality Austria 12 5 .

Objections #i
A customer's objection regarding the services of Quality Austria that is not considered a
complaint.% X% Quality Austria iRS542EHE R HIZ 7 WA iU

Confidentiality A&/

Complaints and appeals are subject to the strictest confidentiality by Quality Austria and do not
have any discriminatory effect on the complainant or appellant. Complainants must be kept
anonymous to the customer if this is requested by the complainant. Complainants shall remain
anonymous to the client if this is requested by the complainant. s Al H1 7 52 2| Quality Austria
RS R AL B, AN SRR NBUR VR A= AR SR e . W SRR YR NSRS, RO B 43 T DR
W, MMRWE P #ER. WRBUF AR ER, RS0 T RE, AMFH% ) EE.

The Chief Executive Officers (CEOs) and the QM evaluate, together with the complainant and the
client, if necessary, with the involvement of the responsible Executive Vice President, the extent to
which individual content from the complaint and its solution are made publicly accessible. 2 /% # 71
H (CEO) fI1QM SR AN FIEF(UH L, 751 57 FIATE] 2 125 ) — & iP5 1 Ve R FAFE e 77 58 /91
N ZELTFHIFESE -

Specifics for qualityaustria partners qualityaustria &/ 1K 1EHT 15 A

qualityaustria partners have set up a possibility for submitting complaints on their local website,
which is linked to Quality Austria's central complaints portal. Upon receiving a notification in the
central complaints portal concerning a qualityaustria partner, the partner automatically receives
an email notification as well. Quality Austria and the respective partner then coordinate the
further course of action (polluter pays principle). Documentation is stored jointly in a central filing
system.

Quality Austria ()& 15tk CAE AR s B3 T HRIFRACERE, %3E1E 5 Quality Austria ()9 4]
FOARE . A R TP RN & Quality Austria S EAKFERTE RN, AHISA RIS B S E) B - B3 44 i
%o BEJ5, Quality Austria 5HHE /AR PG 84T 80 GEETS FB A RIEND o BT OIS 3L R A7 7E
HREERG .
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2. Handling an Appeal or Complaint £ 27 # i #1F

2.1 Responsibilities 7/F

The handling of complaints and appeals lies within the responsibility of the QM. Where necessary,
the responsible Executive Vice President may also handle appeals and complaints in close
cooperation with the QM, provided that s/he was not involved in the certification process and is
therefore impartial. VA UFHGLPER QM 17 55 25 ZEH o 01 FT AT B3 11 0 L5 QM 25 1) & 1F 4L 7 7
VIR UR,  FITERM M 1% 25 A iELFE, I 25 IE [

Any additional requirements of special standards or models (for example, IATF 16949) must be
taken into account and the respective internal managers must be involved.

U IEFFIIRAEZCHEZEY ()2 IATF16949 ) HIFE T 2K, I H ALK I P 38 EFEN A
Automotive: The handling of complaints by an IATF OEM member, by its responsible IATF Oversight
Office or by a client from the automotive industry is carried out by the Sector Management
Automotive.

JVFIATF OEM j i K17 ¢ 1] IATF B BIP A 2 B/ AT 2 7 B B VR AL B 173 A7 B PR T AT

The QM decides who generally carries out the communication with the complainant. If necessary,
communication may be carried out by the CEOs or by an Executive Vice President.
QM & W 7 SRV T8 . B2, 7] BT BB T w2 777438 -

The ultimate responsibility for the complaint process lies with the CEOs of Quality Austria. It is
informed about the status of the process and involved in the decision-making process.
VR IR A 77 (F 77 7~ Quality Austria fI e EHATE - M0NT T REBR VR FEHI RS HF 25 He e Fe s

Impartiality Z'F#

When handling complaints and appeals, it is ensured that the persons commissioned for this
purpose are impartial. This refers to the audit process as well as the certification decision-making
process. If the QM was involved in the processes, the responsible Executive Vice President takes
over the tasks of handling appeals and complaints. A7 1Efll I, DR 00 H FTZS 19 A GG A2 2
IEHG . KA TE#H B TFE UK A UE R T TE . 2R QM 25 T FE, 1155 HI P 1T EI# e 1 E L P R FT IR
%

In the field of Automotive, this involves assessing the situation and identifying possible weaknesses
in the audit process and/or the auditors. 777 % 8itd, X ER F 3115 0 7 2 37 12050 FEFY 5 77 1% 03 o i)
FEFFTEHT 55 441 -

The submission, investigation and decision on complaints shall not lead to a disadvantage forthe
complainant. ZUFHIEEC B FIAEATEXS BE VRN & I AT EE 1 o

2.2 Confirmation of Receipt of the Complaint / Appeal /25 7/ B VrHI# A
The receipt of complaints / appeals will be confirmed to the complainant / appellant immediately
(within two days). If necessary, the language to be used for subsequent communication must be
clarified with the complainant / appellant. 87 (7ZEB A1) 1 Vr A/ #ilF A w7 ik 4 217 H ilF. 417 46
T, WAGIRVEN) F YR GG T 2675 (T 15 &
In the case of complaints / appeals received via qualityaustria partners, the partner will confirm
receipt. /45 qualityaustria G1E 1tk FEEI R IR FUF, 151G TE K EGTAYCE).

2.3  Preliminary Clarification on Justification /i 242 & 767875
Quality Austria checks to what extent the appeal / complaint refers to its own certification activities.
Quality Austria 7 2 # Vr/ Bkt Z KT/ L5 RH EH -F 1T K E 5 5

If the appeal / complaint dealt with is judged to be unjustified, the appellant / complainant will be
informed in writing stating the reasons for the decision. Top management must be informed of this
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procedure in writing. 278 i 4L # R BV HVRBEAIE AN E R 5 LA DG GRIBEFN) H VRN
KRIEHIPEH] o AT LA S ETE TR UL FE /7 2 F 1 i P o

2.4 Handling of Justified Complaints / Appeals [F25 87/ #iFH45

2.4.1 Investigation /#Z

An investigation is carried out, whereby all necessary information is collected and verified to
assess the complaint. 772, JCFERFZ S 2 25 5 LLEFIG R,

If the complaint concerns a certified client, the investigation of the complaint must take into account
the effectiveness of the certified management system. 275/ i/r e Al 277, TIXTFE VR R 25 2 20 15
A UF E PR R I 20

Quality Austria will forward complaints about certified clients to the certified client within 14 days.
Quality Austria & 14 KA Tt IR VRFE 45 il 5

If Quality Austria considers it appropriate to carry out short-term inspections at the client’s
premises (in the event of a complaint), a corresponding audit must be carried out within 90 days
and the results must be documented accordingly. The QM must commission a suitably qualified
and independent auditor. (In the field of Automotive, this is a Special Audit).

214% Quality Austria it Kyt % /7 b It 17 FT ke 2 g i 9 tE K AR VRIS ) BB 90 K AT
MHIFFZ, TP R 5 R RS . QM BAZSTE—E GG 6 H 1 H T FE A . (E7TFE I, X —K
FPHK 1) o

If required, the impartiality committee of Quality Austria may be consulted.
Y17 75H, n %] Quality Austria HIZNIEZS i 2.

Auditors, examiners, verifiers, validators or trainers affected by the complaint/appeal will be
informed. g %1 Z KU HIFFEHIHIH R FE R BB Sl ZE I,

If necessary, a detailed root cause analysis is carried out and, if needed, internal corrective and
preventive actions are defined and implemented in accordance with the internal CIP process of
Quality Austria. /G L2, HITIFEMHIIRELZ A 7207, 416 752 R Quality Austria (914 #5 CIP JiFE & X
FFSE il P 5 2 1 T TR 72 o

2.4.2 Decision/Definition of Actions 173l E/E X
The decision as to which actions must be taken is made by the CEOs of Quality Austria and is
formally communicated to the complainant. £ 27 e ii4e 77 219 e Hi Quality Austria /9 & 5 # 77T i
H, FFIEAAER S BN

2.5 Documentation
The Quality Manager (QM) keeps the necessary documentation on the appeals / complaints
handled, which is kept in the customer file and is additionally stored in a separate folder “Appeals
/ Complaints” at Quality Austria. This is also used to check whether there have been similar cases
in the past, and it ensures that these cases are taken into account.
Note for Automotive: The Sector Management Automotive keeps a separate list (KPI matrix)
containing Feedback from clients, stakeholders and IATF OEMs.
7252 (QM ) (RFFH KL FEHT R BRI LA, X LEXFIRIFEFFTRIE T, FFEENF i i Quality
Austria f]— B FIE" ) VR X T B LA A E TN TR L5 I I8 1 o
FAEIEEFH T Sector Management Automotive (RE 7 — N A7 (KPI #kE) , Hiitd &5 7 HE
F Fai FREFITATF OEM [/ 7.

Nr./No.: RE_10_01_01(e) Ausgabe/Version: 2025/11 Seite/Page 3 von/of 4 Customer Service Center: A-4020 Linz, Am Winterhafen 1
Phone: +43 732 34 23 22, www.qualityaustria.com
Erstellt/Created: Sigl Gepriift/Reviewed: Stdhrmann Freigegeben/Released: Mondl/Paar E-Mail: office@qualityaustria.com


http://www.qualityaustria.com/
mailto:office@qualityaustria.com

@ qualityaustria Appeals and Complaints

HYPFRIZ VR

Succeed with Quality

2.6 Special Product- and Sector-specific Time Requirements /5 =/3 AfEE W HIHT
[HER
When processing appeals / complaints, it must be ensured that the product- and sector-specific
time requirements are met, e.q.: &L FEHR FEFHT . ARG AL 4538 7500 AT I TR 22588, 120

IATF Rules: Nonconformity management, section 5.11 and Decertification process, section
8).
IATF 0. 7400 E#, 5,11 7R uE R, 58 77)
- IFS: For complaints received by the IFS offices, a statement on the cause and the measures
identified to rectify the problem, will be provided
IFS: X/ IFS Ip A FWEIHIIR VR, FFEEHE= 6 TSR KT HIZY I 1 8 78 Tt 75
o For administrative errors within 1 week ¥/ /77 £ ##i%2, 1 542
o For qualitative errors within 2 weeks 7/ /= /#4422 )i 4k 77

- IFS: For complaints received from the companies or other relevant parties, an initial response
shall be given within 10 working days
IFS: X1 T2k H A 7] B R MK B UF, W 10 N 1LEH W48 TRIAER
- IFS: Appeals shall be finalized within 20 working days
IFS: i 20 1L EH E ik
- EN9104-001:2013, 6.7 j:
o All requests for corrective action are responded to within 30 calendar days from
receipt of complaint; Br& Z KRB IF 15 it HT 22K T F# 1F/E 30 1~H I HIR B UEE
o If the certification body determines that a short notice audit is necessary, this audit
shall be completed within 90 calendar days from receipt of the complaint; and Z7%& A
UFHI 18 E B AT R # 1%, TN E R r/m 90 1T~ HNTHE # 1% #1
o Complaints that cannot be resolved by the certification body shall be referred to
the accreditation body. A 1F 7] #4775, Z B2 # A7 1 - 251585 O] B #1422,
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