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1. PURPOSE 
The purpose of this procedure is to receive, review, and resolve appeals and complaints from customers or relevant parties regarding the verification, validation, certification, and similar services provided by TMGD Denetim A.Ş., in accordance with the principles of impartiality and independence. 
2. SCOPES
This procedure is applied to all appeals and complaint processes received from customers and/or relevant parties concerning Greenhouse Gas Verification and Validation processes and management system certification services.. 
3. RESPONSIBLES
The Management Representative is responsible for the preparation of this procedure, and the units/individuals assigned responsibility in the procedure are responsible for its implementation.
4. DEFINITIONS
Complaints: These are statements and documents, expressed verbally and/or in writing, that express negativity and/or dissatisfaction.
Objections: Disagreeing with a decision made or made by our company as a result of the services provided and submitting this in writing.
Recommendations: Submitting performance improvement requests, expressed verbally and/or in writing, to enhance our company's potential to provide better service.

5. [bookmark: _heading=h.30j0zll]REFERANCE DOCUMENTS
[bookmark: _heading=h.1fob9te]PRD-SGD-06 RECORD STORAGE, ARCHIVING, STORAGE AND DISPOSAL PROCEDURE
[bookmark: _heading=h.3znysh7]PRD-SGD-05GREENHOUSE GAS VERIFICATION VERIFICATION PROGRAM MANAGEMENT PROCEDURE
GRV-SGD-12TERMS OF REFERENCE OF THE OBJECTIONS AND COMPLAINTS EVALUATION COMMITTEE
[bookmark: _heading=h.tyjcwt][bookmark: _heading=h.3dy6vkm]FRM-SGD-04  Complaint, Objection and Suggestion Application Form
Objection and Complaint Application (Notification received online via the Web)
Meeting Notes


6. APPLICATION
6.1. Our company specifies the communication methods for its clients regarding objections and complaints regarding the results of verification/validation reports, verification/validation processes, issues encountered with the verification/validation team, and issues encountered with the audit results, certification processes, and issues encountered with the audit team within the scope of all implemented management system certification programs, including violations of independence and impartiality, both on its website and in the signed verification/validation and certification agreements. These are communicated at the opening and closing meetings of verification/validation and management system audits.
6.2. How objections and complaints will be handled is announced to the public on the website.
6.3. [bookmark: _heading=h.1t3h5sf]Our company accepts objections and complaints verbally or in writing. Customers with objections or complaints can submit their requests in writing using the online Complaint and Objection Application Form at https://tmgddenetim.com/. 
6.4. Written notifications made through the websites are recorded in the website's panel and automatically notified to the General Manager via e-mail. 
6.5. In response to possible errors in the online application system on the website, the Complaint, Objection and Suggestion Application Form has also been published on the website. Interested parties can fill out the form and submit their complaints, objections and suggestions to us. 
6.6. Complaints and objections are received in writing through our company's website, and verbal complaints and objections submitted to TMGD Denetim A.Ş. managers or personnel are directed to the online Complaint and Objection Application Form link on the website.  
6.7. The review and evaluation period for objections and complaints is determined as a maximum of 15 working days, unless there is a conflict of law. 
6.8. The Quality Management Representative reviews the nature of the relevant objection and complaint based on the content of the application, makes a record entry regarding the matter and forwards the Objections and Complaints regarding the objection and complaint in question to the General Manager.
6.9. Our Company's General Manager is responsible for all stages of the objection and complaint handling process and all decisions taken.  
6.10. The Quality Management Representative is responsible for fulfilling the following issues before notifying the Objections and Complaints Evaluation Committee members about the Objections and Complaints.
· Checks whether the application contains sufficient details,
· Investigates whether there have been similar objections or complaints before, and
· prepares a report regarding the objection and complaint, taking into account the content of the application.
6.11. [bookmark: _heading=h.4d34og8]After the Quality Management Representative conducts the necessary checks regarding objections and complaints, the General Manager convenes a meeting of the committee members whose duties and scope are specified in GRV-SGD-12, the Objections and Complaints Evaluation Committee Member's Job Description. The Quality Management Representative, under the direction of the General Manager, informs the Objections and Complaints Evaluation Committee and submits all forms, correspondence, and notifications related to the objections and complaints to the Objections and Complaints Evaluation Committee. The Representative also determines the date of the Objections and Complaints Evaluation Committee meeting.
6.12. The Quality Management Representative performs the following duties in the Objection and Complaint Evaluation Committee.
· Organizes the meeting date and notifies the members of the Objection and Complaint Evaluation Committee.
· Provides the Committee members with a report and evidence regarding the applications to be considered at least one week before the agreed meeting date.
· Ensures that information is provided, assignments are made, and corrective actions are initiated in accordance with the decisions made at the meeting.
· Following the meeting, prepares and delivers the Committee's decision to the applicant in an official response letter on behalf of TMGD Denetim A.Ş.
6.13. The Objections and Complaints Evaluation Committee conducts the necessary investigation and assessments, depending on the nature of the issue. Objections and Complaints Evaluation Committee members have the right to request all information and documents related to the objection or complaint from all parties and relevant company representatives. TMGD Auditing Inc. management is obligated to meet all reasonable, legally acceptable requests regarding the complaint or complaint.
6.14. Having completed its research and investigation on the subject, the Objections and Complaints Evaluation Committee records its decision in the Meeting Minutes and conveys the relevant decision to the Quality Management Representative. If a CAPA needs to be opened based on the decision of the Objections and Complaints Evaluation Committee, corrective and preventive action is entered through the system.
6.15. Actions regarding corrective and preventive actions taken are monitored. The Quality Management Representative informs the objector and complainant about the decisions taken regarding the objection and complaint results, all stages of the objection and complaint process, and the corrective actions initiated.
6.16. [bookmark: _heading=h.2s8eyo1]In case the objection provisions or complaint cannot be resolved and/or the recipient does not accept the decision taken by this Committee and a legal dispute arises, the Service Agreement shall be followed.
6.17. [bookmark: _heading=h.17dp8vu]Records resulting from the implementation of this Procedure are kept in accordance with the PRD-SGD-06 Record Storage, Archiving, Storage and Disposal Procedure.
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