

[image: image2.png]



PROCEDURE FOR COMPLAINTS
DAK-PT-03
APPROVED BY,

GENERAL DIRECTOR

Gentiana ISLAMAJ

CONTENTS

31. SCOPE


32. REFERENCES


33. REPONSIBILITIES


34. GLOSSARY AND ABBREVIATIONS


34.1 Glossary


34.2 Abbreviations


35. DESCRIPTION OF PROCEDURE


45.1 Receiving the complaint


45.2 Appointment of Committee for handling the complaint


55.3 Evaluation of the complaint


55.4 Communication of the decision


55.5 Follow-up


66.  ANNEXES


67. RECORDS


68. HISTORY




1. SCOPE
This procedure specifies the way DAK handles the complaints lodged against:

· DAK personnel and activities carried out by them; 

· activities carried out by conformity assessment bodies accredited by DAK.

2. REFERENCES 
· Law No. 05/L – 117 on accreditation

· ISO/IEC 17011:2017 Conformity assessment - Requirements for the accreditation bodies accrediting conformity assessment bodies

3. REPONSIBILITIES
This procedure is applied by DAK, CABs accredited by DAK and complainants.

4. GLOSSARY AND ABBREVIATIONS
4.1 Glossary

For the purposes of this document the terms and definitions given in standard ISO/IEC 17011:2017 apply.
4.2 Abbreviations 

DAK – Kosovo General Accreditation Directorate
GD – General Director of DAK

CAB – Conformity assessment body
5. DESCRIPTION OF PROCEDURE
5.1 Receiving the complaint

Any person or organization can express of dissatisfaction in form of complaint to DAK relating to the activities of DAK or of a CAB accredited by DAK. 

If the complaint relates to a non-accredited CAB making reference to accreditation or using the accreditation symbol, DAK first send a written warning to the CAB as to its infringement of the rules, and request of the CAB evidence of stopping the undue reference; afterwards, DAK can also use legal means. 
The complaint submitted to DAK shall include the following information:

· identification of the complainant (address, telephone, fax, e-mail);

· subject of the complaint;

· short description of the situation;

· evidences submitted to support the complaint;

· evidence that the complaint was first addressed to the CAB, in case the complaint relates the activities of a CAB accredited by DAK;

· date of submitting the complaint;

· signature of the complainant.

The complaint is received and registered by the Quality Manager in Register of Complaints, form PT-03-F01. DAK accepts complains when the complainant is identified. 
Within three (3) working days of receipt, the Quality Manager validates whether the complaint relates to accreditation activities of DAK or to a CAB accredited by DAK and if so, acknowledges the receipt of the complaint. In case the complaint is not related to accreditation activities of DAK or a CAB accredited by DAK, the Quality Manager provides the complainant with the written information and reasons that the complaint is not handled by DAK.

In case when the complaint relates to accreditation activities of DAK or a CAB accredited by DAK, the General Director of DAK appoints a Committee for handling the complaint and the Quality Manager informs the complainant on the progress of handling the complaint.  

5.2 Appointment of Committee for handling the complaint

The Committee for handling the complaint, appointed by DAK’s General Director, consists of three (3) internal staff of DAK, provided that they are not subject to the complaint or are not involved in accreditation/surveillance of the CAB which submitted the complaint or to which the complaint relates to. 
The General Director of DAK appoints one member as a Chairman of the Committee.

The criteria for the members of the Committee for handling the complaint are the following:

· shall be knowledgeable of DAK’s procedures;

· shall be experienced in the accreditation standard for which the complaint was submitted;

· shall not have any conflict of interest with the complainant;
· shall not be subject to the complaint or shall not be involved in the respective accreditation file subject to complaint.

The members of the Committee for handling the complaint declare any interest which may constitute a conflict with the complaint in which they are involved in and sign the declaration on confidentiality (form PT-02-F04).
5.3 Evaluation of the complaint 

Within five (5) working days, the Committee for handling the complaint analysis the complaint and checks whether all necessary information is available for evaluating the complaint. If not, the Committee for handling the complaint requests the complainant to submit additional information/records. The Committee for handling the complaint also requests DAK or the CAB accredited by DAK to provide written information regarding the complaint.

Having all necessary information gathered, within five (5) working days, the Committee for handling the complaint meets, evaluates the complaint and formulates its conclusions on form 
PT-03-F02. The conclusion is to be made on consent of all members and includes, if applicable, the necessary actions to be in response to the complaint (e.g. corrective action by DAK if the complaint relates to DAK activities, or carry out an extraordinary assessment of the CAB, if the complaint relates to the activity of a CAB. 
5.4 Communication of the decision 

Within three (3) working days after the meeting of the Committee for handling the complaint, the Chairman of the Committee submits the conclusion to the General Director of DAK for making decision. DAK notifies the complainant on the end of the complaint handling process and on the decision. 

The complainant may lodge appeal, in accordance with the legislation in force in the Republic of Kosovo, to the court against the decision made by the Committee for handling the complaint.

5.5 Follow-up
When the complaint relating to DAK activities was justified, DAK shall carry out corrective actions according to the DAK procedure on internal audit (DAK-PM-03). The effectiveness of the corrective actions is assessed during the internal audit.

When the complaint relating to a CAB accredited by DAK was justified, DAK may decide on sanctions (e.g. suspending, reducing or withdrawing accreditation) according to DAK procedure on accreditation or on corrective actions to be taken by the CAB. In case of suspension the procedure DAK-PT-01 clause 5.16.1 applies. In case of corrective actions, the effectiveness of them is assessed during the surveillance of the CAB. 
Quality Manager compiles a report on complaints. All correspondence arising from handling complaints are kept by the Quality Manager in a file of the complaint. 
6.  ANNEXES

 Not applicable
7. RECORDS

· PT-03-F01 - Complaints register 
· PT-03-F02 - Form for complaint
· Complaint’s file (complaint, Committee appointment, correspondence etc.)
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