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This form is divided into three sections.

Section 1: intended for use by the individual submitting the Complaint or Appeal. Ll of (598l plie Jud oo plaswdl pasases 1 uudl!
Section 2: the Generic terms for submitting the Complaint or Appeal Gl ol (59l i) dalall uelgdlly bog il 9o 1 2 eundl]
Section 3: intended for HEIACert use to document their final decision regarding the LBl of (59Sadl olan Al 023 3593 Sl B (e pldsuiwd pasasce @ 3 euudl]
Complaint or Appeal.

Section 1: The following for the submitter use only [Please if you have any inquiries or need more clarification, please contact us]
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Please indicate whether you submit for a Complaint or an Appeal by checked (N) one of the boxes below.
(N) dede g9 0l olagpall dsl Hlisl oy MU Ll al (598 puss S 13 b zrand s oz

[] Complaint )ssS&( ] Appeal Cplsisl)

Submitter Information
Date Submitted

Submitter Full Name B) (
Submitter Position
Submitter E-mail address

Submitter Telephone

Company/Organization : /
Name

Company/Organization : /
address:

Description of the nature
of appeal or complaint

Your Desired Outcome

Your Evidence 5
“Attachments or " gl of olad ol
References”

Declaration
| believe that the above information is accurate.

Signature a8l Date gl
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Section 2: Terms for submitting the Complaint or Appeal

A For the complaint:
This form should be submitted within 10 days of the issue complained
about.

A For the appeal:
This form shall be submitted within 30 days of the issue appealed about
from the notification of the decision.

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

A 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.

A 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.

A 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.

A\ Evidence must be included with this form. If you cannot supply any, please give
a reason.

A You only need to sign this form if handing in a hard copy. Typing your name
will suffice if sending electronically.

ATo process correctly, please note, HEIACert will assign one or more persons,
not involved in the action for which a complaint or appeal was filed.

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

A HEIACert will be informed of the submitter about the outcome of the
Complaint or Appeal.

A Please send this form to customerservice@heiacert.or@rinitatthe HEIACert
office front desk by hand.
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Please contact us for any inquiries or more clarifications regarding the procedure.
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Tel.: +202 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” . '3

Refer No.: 00/YYYY

Date of Receipt:

Decision Date:

Decision:

Decision Explanation:

Attachments and
supported references:

Name(s) Position Signature Date Signed
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