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This form is divided into three sections.  
Section 1: intended for use by the individual submitting the Complaint or Appeal.  
Section 2: the Generic terms for submitting the Complaint or Appeal  
Section 3: intended for HEIACert use to document their final decision regarding the 
Complaint or Appeal. 

 .هذا النموذج مقسم إلى ثلاثة أقسام
 .الشكوى أو الاستئنافمقدم مخصص للاستخدام من قبل :  1القسم 
وط :  2القسم    لتقديم الشكوى أو الاستئناف العامةوالقواعد هو الشر
ت مخصص للاستخدام من قبل:  3القسم  ي بشأن الشكوى أو الاستئناف هياسير

 .لتوثيق قرارهم النهائ 
 

Section 1: The following for the submitter use only [Please if you have any inquiries or need more clarification, please contact us] 

 تصال بنا[: ما يلي لاستخدام المتقدم بالشكوى او الاستئناف فقط ]الرجاء إذا كانت لديك أي استفسارات أو تحتاج إلى مزيد من التوضيح ، يرجى الا 1القسم 

Please indicate whether you submit for a Complaint or an Appeal by checked (Ṋ) one of the boxes below. 

 (Ṋ)توضيح ما إذا كنت تتقدم بشكوى أم استئناف لذا يرجى اختيار أحد المربعات أدناه بوضع علامة  يرجى 

 Complaint (شكوى)          Appeal ( استئناف ) 
 

 Submitter Information  عن المتقدممعلومات 
Date Submitted     تاري    خ التقديم : 

Submitter Full Name   :)اسم المتقدم )بالكامل 

Submitter Position   المتقدم: منصب 

Submitter E-mail address   ي
 للمتقدم: عنوان البريد الإلكبرون 

Submitter Telephone   المتقدم: هاتف 

Company/Organization 
Name  

 : اسم الشركة / المنظمة 

Company/Organization 
address:  

 : الشركة / المنظمة عنوان 

Description of the nature 
of appeal or complaint 

طبيعة الاستئناف أو وصف  
 : الشكوى

Your Desired Outcome 

 

 التر ترغب بها: النتيجة 

Your Evidence  
“Attachments or 

References” 

 الدلائل التر تستند عليها:  
 "المرفقات أو المراجع"

 

Declaration  بيان 
I believe that the above information is accurate. 

 .بان المعلومات المقدمة بعالية هى معلومات دقيقة على يقي   انا 

 
                                              Signature التوقيع:                                                                                                                                            Date التاري    خ   : 
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Section 2: Terms for submitting the Complaint or Appeal   هو الشروط والقواعد العامة لتقديم الشكوى أو الاستئناف 2القسم : 
Á For the complaint:  

This form should be submitted within 10 days of the issue complained 

about. 
 

Á For the appeal:  

This form shall be submitted within 30 days of the issue appealed about 

from the notification of the decision.  

 

Á An Appeal or Complaint can be based on one or more grounds. 

 

Á HEIACert can help against the following if: 

1) HEIACert client wanting to make a complaint such as: 

V Extraordinary charges, 

V Services duration too long, 

V Administrative Error, Irregularity or Neglecting, 

V The inspection/auditing was not scheduled/conducted following the 

respective certification requirement. 

 
2) A raised a complaint from the third party to HEIACert against a HEIACert 

certified product/client about: 

V They have not complied with certification requirements. 

V You have justifiable concerns about one of HEIACert Client competence 
and/or performance capabilities. 

V You have noted a misuse of the certification mark/logo. 

 

3) HEIACert client wanting to appeal HEIACert adverse decisions include: 

V Refusal to accept a certification application. 

V Canceling the submitted certification application. 

V Refusal to proceed with an inspection/auditing/corrective action. 

V Decisions to deny certification. 

V Decisions to suspend or cancel certification or changes to certified scope. 

V Any other action that impedes the attainment of certification. 
 

Á HEIACert cannot help against the following if: 

V If the complaint/appeal is not related to HEIACert or is anonymous, 

verbal, or not supported by clear evidence which would warrant an 

investigation by HEIACert. 

V The client complains about is not certificated by a HEIACert. 
 

Á Before submitting this form, please consider speaking to the HEIACert, (e.g. a 

HEIACert Customer Service or Head of HEIACert or HEIACert Quality 

Assurance Manager). They will be able to help you with the procedure. 

 

Á Evidence must be included with this form. If you cannot supply any, please give 

a reason. 
 

Á You only need to sign this form if handing in a hard copy. Typing your name 

will suffice if sending electronically. 

 

Á To process correctly, please note, HEIACert will assign one or more persons, 

not involved in the action for which a complaint or appeal was filed.  
 

Á The Investigating and decision will be taken by independent and impartial. 
 

Á HEIACert will be informed of the submitter about the outcome of the 

Complaint or Appeal. 
 

Á Please send this form to customerservice@heiacert.org or in it at the HEIACert 

office front desk by hand. 

Á  :онЫЇЯЮ 

 бтϹЧϦ ϟϯтϜϻк  днЏО сТ ϬϺнгзЮϜ10 ев аϝтϒ  ϣЯЫЇгЮϜϠ ϣузЛгЮϜонЫЇЮϝ. 
 

Á :РϝзϛϧЂыЮ  

 Ьы϶ ϬϺнгзЮϜ Ϝϻк бтϹЧϦ ϟϯт30  ϵтϼϝϦ ев ϝ̯внт пзЛгЮϜ ЭугЛЯЮ ϤϽуЂϝук ϼϝГ϶ϖϝϠ ϼϜϽЧЮ

йуЯК РϝзϛϧЂъϜ ϸϜϽгЮϜ. 
 

Á ϹзϧЃт дϒ еЫгт пЯК ЬϹϧЃт мϜ ϽϫЪϒ мϒ ϹϲϜм ϟϡЂ пЮϖ онЫЇЮϜ мϒ РϝзϛϧЂъϜ. 
 

Á  ما يلي او تتعامل فى تساعدأن تستطيع هياسيرت: 

1(  ϣЮϝϲ пТЭугК Ϡ аϹЧϧЮϝϠ ϟОϽтм ϤϽуЂϝук оϹЮϫв онЫЇ:̯ы 

V ϣтϸϝК ϽуО анЂϼ .ϝлуЯК ХУϧв ϽуО мϜ 
V  ϢϹвϹϮ ϣЯтнА ϤϝвϹϷЮϜ ϻуУзϦ ̯Ϝ. 

V  ϸнϮмЬϝгкϖ мϒ ϣУЮϝϷв мϒ рϼϜϸϖ ϓГ϶. 

V  ̭ϜϽϮϖ / ϣЮмϹϮ бϧт бЮ мϜ ЅуϧУϧЮϜϢϸϝлЇЮϜ ϤϝϡЯГϧгЮ ϝ̯ЧТм ХуЦϹϧЮϜ .ϣузЛгЮϜ 
 

2(  ϣЮϝϲ пТонЫІ ЙТϼ   ϣуϮϼϝ϶ йлϮ евϭϧзв ϹЎ  мϒ/м ЭугК пЯК ЭЊϝϲ оϹЮ ϢϸϝлІ

ϤϽуЂϝук ϟϡЃϠ: 

V ЭугК ЮϤϽуЂϝул Эϫϧгт ъ ϢϸϝлЇЮϜ ϤϝϡЯГϧгЮ .ϣузЛгЮϜ 

V  Ϣ̭ϝУЫЮϜ дϓЇϠ ϢϼϽϡв РмϝϷвмϒ/м ̭ϜϸцϜ  ϹϲшϤϽуЂϝук ̭ыгК. 

V ЕϲнЮ  аϜϹϷϧЂϜ Ϣ̭ϝЂϖϢϸϝлЇЮϜ м ϣвыЛЮϜ  ЭϡЦ ев.ϤϽуЂϝук ̭ыгК ϹϲϜ 
 

3(  ϣЮϝϲ пТЭугК  м ϤϽуЂϝук оϹЮ сТ ϟОϽтев РϝзϛϧЂъϜ  пϡЯЂ ϼϜϽЦ ϹЦ йϦϼϹЊϜ

Эϫв ϤϽуЂϝук: 

V  ϹЦ ϤϽуЂϝукЏТϼϥ  ϟЯА ЬнϡЦ пЯК ЬнЋϳЮϝϠ аϹЧϧЮϜϢϸϝлЇЮϜ. 

V  ϥПЮϜ ϹЦ ϤϽуЂϝукϟЯА  пЯК ЬнЋϳЮϜϢϸϝлЇЮϜ .йϠ аϹЧϧЮϜ бϦ ϹЦ оϻЮϜм 

V  ϹЦ ϤϽуЂϝукЏТϼϥ Ϡ аϝуЧЮϜ/ЅуϧУϧЮϝ/ХуЦϹϧЮϜ ϣуϳуϳЋϧЮϜ ϤϜ̭ϜϽϮшϜ. 

V Ϡ ϼϜϽЦ ϤϻϷϦϜ ϹЦ ϤϽуЂϝукЍТϽ ϱзв ϢϸϝлЇЮϜ. 

V  ϤϻϷϦϜ ϹЦ ϤϽуЂϝукϼϜϽЦ ϠϢϸϝлЇЮϜ ̭ϝПЮϖ мϒ ХуЯЛϧ ϽууПϧЮϜ бϦ ϹЦ мϒ  сТЬϝϯв Ϝ ϢϸϝлЇЮ

.ϣϲнзггЮϜ 

V Ͻ϶ϐ ̭ϜϽϮϖ рϒ ϤϽуЂϝук йϦϻϷϦϜ ϢϸϝлЇЮϜ пЯК ЬнЋϳЮϜ ХуЛт. 
 

Á  ما يلي إذا او التعامل معالمساعدة  هياسيرت تستطيعلا: 

V  мϜ онЫЇЮϜ ϥжϝЪ ϜϺϖ РϝзϛϧЂъϜ ϤϽуЂϝулϠ ХЯЛϧтъ аϹЧгЮϜЮϜ ϣЮнлϯв ϥжϝЪ мϒ ϼϹЋг

ϓІ ев ϣϳЎϜм ϣЮϸϓϠ ϣвнКϹв ϽуО мϒ ϣуЗУЮ мϒЦ ев ХуЧϳϦ ̭ϜϽϮϖ сКϹϧЃϦ дϒ ϝлж Эϡ

.ϤϽуЂϝук 

V  ЭугЛЮϜ ϽуО ϝлзв нЫЇгЮϜ.ϤϽуЂϝук ев ϢϸϝлЇЮϜ пЯК ЭЊϝϲ 
 

Á ϬϺнгзЮϜ Ϝϻк ЬϝЂϼϖ ЭϡЦ  пϮϽтм ЭЊϜнϧЮϜ пЮϖ ϨϹϳϧЮϜ  ϤϽуЂϝук нЯϫгвгЮϜ ЭуϡЂ пЯК Ьϝϫ

 ϣвϹ϶̭ыгЛЮϜ ЁуϚϼ мϒ ϤϽуЂϝук ϢϸнϯЮϜ ϽтϹв мϒ  днвнЧт РнЂм  сТ ЩϦϹКϝЃв пЯКУуЪ ϣу

.ϻуУзϧЮϜ 
 

Á  ФϝТϼϖ ϟϯтеукϜϽϡЮϜм ЭϚъϹЮϜ ϬϺнгзЮϜ Ϝϻк Йв т ϝлзв рϒ ϽуТнϦ ев еЫгϧϦ бЮ ϜϺϖ пϮϽ ϱуЎнϦ

.ϞϝϡЂъϜ 
 

Á  ϟϯтпЯК  РϝзϛϧЂъϜ мϜ онЫЇЮϜ аϹЧвгуЯЃϦ ϣЮϝϲ сТ ϬϺнгзЮϜ Ϝϻк пЯК ЙуЦнϧЮϜй Цϼму ̯ϝ ϹуЮϝϠ

ϝгзуϠ  ϣЮϝϲ сТ ЩгЂϜ ϣϠϝϧЪ сУЫϦйЮϝЂϼϜ ЂъϝϠ йуЮϜ ϼϝЇгЮϜ пжмϽϧЫуЮъϜ ϹтϽϡЮϝϠ.ЭУ 
 

Á  ЭϮϒ еваϹЧгЮϜ РϝзϛϧЂъϜ мϜ онЫЇЮϜ ϣϯЮϝЛв  пϮϽт ϱуϳЊ ЭЫЇϠбЯЛЮϜ дϒ ϤϽуЂϝук ϧЂ еуЛ

 ϽϫЪϒ мϒ Ϝ̯ϹϲϜм ϝ̯ЋϷІ бк еваϹЧгЮϜ РϝзϛϧЂъϜ мϜ онЫЇЮϜ сТ еуЪϼϝЇв ϽуО .йжϓЇϠ  
 

Á  ϼϜϽЧЮϜм ХуЧϳϧЮϜ ϻϷϧгЮϜднЫуЂ ЭЫЇϠ рϸϝуϲм ЭЧϧЃв. 
 

Á  МыϠϗϠ ϤϽуЂϝук анЧϧЂ аϹЧϧгЮϜ РϝзϛϧЂъϜ мϜ онЫЇЮϝϠϭϚϝϧзЮϝϠ. 
 

Á  пЮϖ ϬϺнгзЮϜ Ϝϻк ЬϝЂϼϖ пϮϽтϠ ϤϽуЂϝукпжмϽϧЫуЮъϜ ϹтϽϡЮϝ  пЮϝϧЮϜ

customerservice@heiacert.org   пЮϜ ϹуЮϝϠ мϒ ϟϧЫвϤϽуЂϝук. 

 
Please contact us for any inquiries or more clarifications regarding the procedure. 

 .الإجراءيرجى الاتصال بنا لأية استفسارات أو مزيد من الإيضاحات بخصوص 

Tel.:  +20 2 38897759 & +20 2 38897760 

E-mail:  customerservice@heiacert.org 

Visit our Website: www.heiacert.org 
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Section 3: For the HEIACert Use ONLY”  فقط هياسب ت للاستخدام من قبلمخصص :  3القسم. 

Refer No.:  00/YYYY 

Date of Receipt:  
 

Decision Date:  

Decision:   
 
 
 
 
 
 

Decision Explanation:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Attachments and 
supported references: 

 
 
 
 
 
 

Decision By 
Name(s) Position Signature Date Signed 
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