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QA International Certification Limited

Process Flowchart QAIC/FLO/007 — Complaints and Disputes

Complainant lodges complaint with the Scheme Manager of QAIC (UK)
(May be logged and forwarded by Licensee Office. Full complaint details to be lodged within 21 days)

QAIC (UK) formally acknowledge receipt of the complaint
(Copy of the complaint - process flowchart issued to complainant)

Scheme Manager reviews nature of complaint
(Within 7 days of receiving full complaint details the Scheme Manager shall respond and validate the complaint)

Scheme Manager makes an initial determination
(Scheme Manager shall discuss complaint with Directors within 15 days of complaint receipt)

Complainant Liaison
(The Complainant shall be invited to provide any further details and shall be kept up to date on review)

Scheme Manager Decision and Report
(Recommendations regarding outcome shall be formally reported to complainant i.e. by letter or email)

Complainant shall confirm satisfaction or otherwise within 15 days of Outcome notice
(If satisfied (or if no response) the case file shall be closed. If not complainant shall be invited to appeal)

If Appeal raised then Appeals Procedure shall be initiated
(Copy of the case shall be reviewed by Governing Board during general meeting)

Outcomes analysed by Directors during annual review
(Corrective actions and preventive actions considered and QAIC systems updated accordingly)

Governing Board Disclosure  (ote 1)
(The Governing Board shall establish with interested parties the extent to which details of the complaint shall be publicised)

All Complaints shall be available for Inspection by
Accreditation Bodies and Stakeholders

N.B. The term ‘complaint shall also be deemed to include ‘dispute’. In instances where initial resolution of the issue is possible by the Scheme
Manager/Directors then the initiation of an appeals panel shall not be necessary under Scheme Procedures.

Note 1: The client company shall be informed in instances where any related information is released with respect to a complaint or dispute.
Information which is restricted at the client's request (i.e. such as maybe relevant to client security for example) will not be released without prior
written consent of the client company.
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