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	CYPRUS ORGANIZATION FOR THE PROMOTION OF QUALITY

	
	CYPRUS ACCREDITATION BODY



PROCEDURE 9

Complaints

Abbreviations:
Cyprus Accreditation Body (CYS-CYSAB)

Conformity Assessment Body (CAB)

Director (DIR)
Quality Manager (QMA) 

Review Committee (RC)

1. Scope

This procedure describes the handling of complaints submitted to CYS-CYSAB. Complaints can be raised by either a CAB about decisions/actions taken by CYS-CYSAB or by a CAB’s customers or another CAB about results/decisions/practices or other incidents affecting them.

2. Responsibilities

The DIR has the overall responsibility for handling complaints.
In particular the DIR is responsible for:
· Deciding on the validity of the complaint.
· Assigning the responsibility for investigating the complaint to a member of the staff.
· Assessing the effectiveness of the actions taken.
All members of the CYS-CYSAB staff have the responsibility to record and refer any complaint that is brought to their knowledge either by phone or in writing.
The RC has the responsibility to deal with complaints that concern its decisions.

3. Process
3.1 General

Whenever a complaint is received by any staff member a Complaint Report (F 09.01) is appropriately completed and passed to the DIR.
In case the DIR confirms that the incident is a valid complaint he/she appoints a member of the staff to investigate it. The DIR also decides about the way to investigate it. The results of this investigation are recorded on the Complaint Report (F 09.01) and are given to the DIR together with any documentation or records relevant to the case. The DIR decides on the actions to be taken and ensures that any corrective and/or preventive actions necessary are taken.
Depending on the nature of the complaint the RC may be involved in the investigation of the complaint. 
In all case the complainant is informed in due time of the outcome of the whole procedure.

3.2 Complaints concerning CYS-CYSAB
If a complaint refers to CYS-CYSAB, the person to investigate the complaint must be independent of the case. However the DIR informs the person involved, about the complaint and the results of the investigation. The QMA is also involved in the resolution of the complaint as appropriate. Complaints referring to CYS-CYSAB may include, processing of application, the assessment procedure, invoicing, use of logo etc.
3.3 Complaints concerning a CAB
Complaints about a CAB by any concerned party are always forwarded to the CAB which is required to notify CYS-CYSAB about the investigation results and corrective actions taken. If the CAB does not remedy the complaint in due time, CYS-CYSAB addresses the complaint. In such a case CYS-CYSAB notifies the CAB and depending on the severity of the complaint may warn the CAB of the possibility of suspending accreditation for part or the whole of the scope. In such a case the provisions of Procedure OP 06 are applied.
Responses to complaints from external parties are given within five (5) weeks. If this is not possible, an indication of how long it will take to investigate the complaint is given to the complainant. 
All documentation concerning the complaint and the actions taken is recorded and filed according to Procedure OP 07.

4. Forms
Complaint Report (F 09.01)
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