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[bookmark: __RefHeading___Toc12375323]Aim
The purpose of this procedure is to ensure that objections and complaints received by Selecta Global regarding Selecta Global activities are evaluated and finalized quickly and effectively, and to ensure customer satisfaction by defining the necessary rules for satisfaction measurement.

[bookmark: __RefHeading___Toc12375324]Scope
This procedure covers methods for resolving customer complaints and objections regarding the activities carried out by Selecta Global.

[bookmark: __RefHeading___Toc12375325]References

ISO 17020

[bookmark: __RefHeading___Toc12375326]Definitions and Abbreviations
Complaint: By natural persons, legal entities or a person or organization; Regarding the services provided by Selecta Globalexpress dissatisfaction with any matter within the scope of Selecta Global's procedures, policy, service performance, permanent or temporary staff, issued documents, reports, their results or activities of Selecta Global departments (including those related to accreditation and/or authorization body). These are negative applications that are expected to be answered verbally or in writing.
Objection: By natural persons, legal entities or a person or organization; It is a written application against any decision taken by Selecta Global on matters that concern them.
Appeal Committee: It is the group affiliated to the General Manager, which consists of various experts from within and outside of Selecta Global, who do not take part in the said activity and who have sufficient knowledge and experience on the subject to be decided, with the aim of examining and deciding on the objections to be made against the decisions taken by Selecta Global regarding the activities of Selecta Global.
Selecta Global: Selecta Global mentioned in this procedure covers all departments within its organization.

[bookmark: __RefHeading___Toc12375327]Responsibilities and Personnel
[bookmark: __RefHeading___Toc12375328]Execution of the procedure
The General Manager and Management Representative are responsible for the execution of the procedure.
[bookmark: __RefHeading___Toc12375329]Users of the procedure
· All Selecta Global employees; It is responsible for recording the requests/complaints or objections from its customers in the Complaint/Request and Objection Application Form and forwarding the form to the Department manager, resolving customer complaints, determining the reason for the complaints and requests for which it is responsible, and performing the necessary activities to eliminate them.
· Department/Department Managers; It is responsible for evaluating the Complaint/Request and Objection Application Form sent to them, notifying the applicant of the evaluated objection and complaint applications, monitoring and finalizing the applications and keeping the records.
· The Office Manager and Department Manager are responsible for the implementation of customer satisfaction surveys, and the Management Representative is responsible for their evaluation.
· The Appeals Committee is responsible for the evaluation and conclusion of objections and complaints.

[bookmark: __RefHeading___Toc12375330]Procedure
[bookmark: __RefHeading___Toc12375331]General
The following principles are applied for the appropriate and rapid evaluation and conclusion of objections and complaints received by Selecta Global regarding Selecta Global activities.
· Selecta Global evaluates complaints/objections and requests regarding a process related to the services provided to its customers and takes a decision to resolve it and follows the actions regarding the decision taken.
· The following principles are applied in order to properly and quickly evaluate and finalize the complaints/objections and requests received by Selecta Global regarding the services and activities provided to the customers.
· The customer is informed about the issues that should include changes in the information in the report.
· A revision number is added as R1,R2, … next to the report number and the date is updated accordingly. Information about the change is given at the bottom of the report.
[bookmark: __RefHeading___Toc12375332]Evaluation of Complaints
[bookmark: __RefHeading___Toc12375333]Receiving and Processing the Application

· How to make complaints is announced to the relevant parties with the following documents created on the basis of the relevant departments and on the Selecta Global website.

S-1.01-F02 General Terms of Service
· Complaints are belowmay come from individuals and/or organizations.
	 Department
	Applicant

	General (For all departments)
	Public institutions
Private organizations
Selecta Global's customers
Accreditation body and authorization bodies
Other interested parties
Organizations providing Inspection and Inspection Services
Customers of the organization to which Inspection and Inspection Service is provided


· Complaints reaching Selecta Global are not limited but may arise as a result of the following issues. These issues are considered as complaints and handled for consideration.
	Department
	Possible Subject of Complaint

	General
	Application of accreditation and/or authorization bodies, certified companies regarding misuse of logo and brand mark,
Failure to accept the service fee of the activity carried out by Selecta Global by the applicant organization
Attitudes and behaviors of Selecta Global personnel in service,
Compliance with the Inspection and Surveillance program,
The performance of the personnel involved in the activity,
Service or product user or third party complaint,
Inspection and Surveillance program and/or scope



· Customers can use the following methods for complaints and requests.
· Written
· Verbal
· email
· With the S-1.03-F01 Complaint/Request and Objection Application Form available on the www.selectaglobal.com website
· In all complaint receptions, information on how the complaint is handled and how the process for the complaint will work and conclude is sent to the complainant in writing or via e-mail within 24 hours. This notification can be made via the Complaint and Objection form or by e-mail.
· The form is forwarded to the Department or Department from which the complaint originates, in order to ensure that corrective and preventive action is taken to resolve the complaint.
· Selecta Global collects all the necessary information to validate the complaint and before any action is taken regarding the complaint, by interviewing the relevant persons. Verification is made whether the complaint is related to Selecta Global activities or whether the customer is justified in the complaint. If the customer is justified, a decision is made to plan an action to eliminate the complaint.
· Action is started according to S-0.06 Corrective and Preventive Actions Procedure.
· S-1.03-F01 Complaint/Request and Objection Application Form is collected at the Management Representative.
[bookmark: __RefHeading___Toc12375334]Evaluation and Conclusion of Applications
· The managers defined in article 5.2 of this procedure are responsible for investigating the root cause of the complaint, evaluating it, performing the necessary corrective action and finalizing it.
· The relevant manager may also assign the personnel who have not taken part in the activity regarding the complaint to resolve the complaint.
· If the manager of the department or department or the Management Representative is included in the subject of the complaint; The General Manager assigns another personnel from the department where the complaint originates, who has not taken part in the activity related to the complaint, and who can make an assessment.
· Persons who will be the subject of the complaint are not involved in the processes of evaluation and resolution of the complaint.
· When deemed necessary, the person who will carry out the activity can be changed.
· The staff in charge will be responsible for investigating, examining, carrying out and monitoring the action for the resolution of the complaint.
· In the process of evaluating and finalizing the complaints, cooperation is made with the Management Representative.
· The evaluation process is monitored by the Department Manager and Management Representative over the corrective actions system, and the necessary work is carried out with precision. Corrective/preventive action actions are initiated in order to resolve the subject matter of the complaint.
· The Management Representative, on the other hand, carries out the necessary activities to make improvements to the system.
· The results of the work done on the activity/evaluation carried out are sent to the complainant in writing by the relevant manager specified in Article 5.2, in accordance with the principles of confidentiality.
· Investigation and response of the complaint must be completed within 10 days from the date of application.
· If the corrective action to be taken requires a longer time and this situation is known in advance, the complainant is informed in writing or by e-mail by the Office Manager or Department Officer.
· If the complainant does not accept the result of the corrective action based on the complaint and notifies it in writing, the complaint is referred to the Objection Committee by the Department Manager for re-evaluation and decision making.
· The committee decision to be communicated to the complainant is made or reviewed and approved by persons who are not involved in the matters that are the subject of the complaint.
· Selecta Global decides whether the subject of the complaint and its solution will be made public, and if so, to what extent, through a three-way meeting with the complainant.
· This decision is recorded in the meeting minutes of S-0.04-F02, and action is taken in line with the decision made.
· Selecta Global is responsible for investigating complaints, collecting and evaluating all information, and informing the customer about the issue.
· If the complaint is related to Selecta Global reports; The first report sent to the customer cannot be canceled before the completion of the complaint-demand, inappropriate analysis or work on the subject of work.
[bookmark: __RefHeading___Toc12375335]Evaluation of Objections
[bookmark: __RefHeading___Toc12375336]Receiving and Processing the Application

· How to make objection applications is announced to the relevant parties with the following documents created on the basis of the relevant departments and on the Selecta Global website.

S-1.01- F02 General Terms of Service

· Applications, including but not limited to the following subjects, are considered to be considered as objections.

· Failure to give a positive response to all or part of the scope applied (at the end of the application or evaluation process)
· Documents, reports etc. not regulated
· Scope
· Suspension, cancellation of the document, report
· The decision made as a result of the review of the complaint is not accepted by the complainant, etc.

·  In order for objections to be accepted, the person making the objection must notify Selecta Global in writing within 30 days at the latest after the activity is concluded.

·  Appellant; By filling in the S-1.03-F01 Complaint/Request and Objection Application Form and sending the form to Selecta Global or by e-mail, an objection can be made.

·  Whatever the content of the application, the important thing is that it is processed quickly and accurately.

·  Information on how the objection is handled, how the objection process will work, and how the objection will be finalized within 30 days at the latest is sent by the Office Manager or Department Manager via e-mail or in writing. In addition, at least the following information is obtained from the applicant in order for the objection to be validated and evaluated effectively.

· The content, date and number, if any, of the decision subject to objection,
· the name of the applicant,
· Names of Selecta Global personnel involved in the activity within the scope of the objection,
· reasons for not accepting the decision,
· contact information of the person(s) from whom detailed information can be obtained when necessary

·  S-1.03-F01 Complaint/Request and Objection Application Form is forwarded to the management representative. The Management Representative initiates the activity according to the Management of Nonconformities Procedure.
·  In the event that the finalization process of the objection is prolonged, the applicant is informed in writing/e-mail about the developments by the Office Manager or the Department Manager.
·  If the applicant so requests, it should be stated who the Appeals Committee consists of and that the applicant has the right to express an opinion on the committee members.
·  Care is taken to ensure that the persons to be included in the complaints and objection committee are selected from individuals who have not worked in the firm before and who have not consulted with the firm in a way to avoid conflicts of interest.
·  In the event of an objection, the committee members who will evaluate the issue consist of people who have no connection with the applicant organization (study, certification, surveillance, calibration, consultancy, training, commercial and moral relationship, etc.), who have not taken part in the relevant subject and certification.
·  Members must not have provided training or consultancy to the employee they voted for in the last 2 years.
·  Voting members must not have participated in the evaluation activity of the employee they voted for. (Members must not have participated in the evaluation activity of the employee they voted for, which is the subject of the objection.)
·  Persons who will not cause the decision taken by the Department Manager against the objector to result in a discriminatory activity are determined. The determined persons are presented to the General Manager for appointment. Committee members are appointed with the approval of the General Manager.
·  Members to attend the meeting must fulfill the following conditions:
	Having knowledge and experience about the standard subject to the objection
	Preferably having received the relevant standard education
[bookmark: __RefHeading___Toc12375337]Evaluation and Conclusion of Applications
·  The Department Manager forwards the application regarding the objection to the Appeal Committee. Appeals Committee; convenes and evaluates the appeal.
·  When necessary, additional information is obtained from the personnel and committees involved in the process.
·  The committee evaluates the validity of the objection in detail, reviews all the activities related to the objected decision, and investigates the grounds for the objection. The opinion formed as a result of the evaluation is reported to the relevant Department Manager.
·  The Department Manager evaluates the decision taken by the Appeals Committee by taking the opinion of the Legal Counsel, if necessary.
·  The decision to be communicated to the objector is made or reviewed and approved by persons who are not involved in the issues that are the subject of the objection.
·  The decision taken by the committee is notified in writing to the objector by the Department Manager or by a different manager appointed by him.
·  If the objector does not accept the decision taken by the Committee, he may initiate legal action.
·  The Appeals Committee acts in accordance with the S-1.03-T01 Objection Committee Working Rules Instruction.
[bookmark: __RefHeading___Toc12375338]Prevention of Repetition of Complaint/Objection
[bookmark: __RefHeading___Toc22_3273629681]In line with the S-0.06 Corrective and Preventive Actions Procedure, corrective and preventive actions are initiated and the repetition of the complaint/objection is prevented.
[bookmark: __RefHeading___Toc12375340]Agreement with the Customer
· After the evaluation, the main reason for the application is determined. If it is decided that the customer is right, an action is initiated to eliminate the customer's grievance.
· In line with the opinion of the General Manager and Selecta Global policies, an agreement is reached with the customer.
· Evaluation and agreement results are presented to the customer in writing by the relevant Department Manager or Department Manager.
[bookmark: __RefHeading___Toc12375341]Monitoring and Measuring Customer Satisfaction
· The Management Representative is responsible for monitoring and measuring customer satisfaction at Selecta Global.
· Customer satisfaction is evaluated every 12 months.
· S-1.03-F02 Customer Satisfaction Questionnaire is used to measure customer satisfaction.
· The selection of the customers to whom the survey will be sent is decided by the Department Manager or the Department Manager as a result of obtaining the lists of the customers that are constantly working from the accounting department.
· Office Manager and/or Department Manager forwards customer satisfaction surveys to customers via e-mail.
· It is the Office Manager and Department Manager's responsibility to return the customer satisfaction surveys and forward the results to the Management Representative.
· The collected surveys are processed into S-1.03-F03 Customer Satisfaction Data Analysis by the Management Representative and the customer satisfaction result is measured.

· If the reason is not stated in the Customer Satisfaction surveys, if the questions are given a performance score of 3 (Average) - 2 (Poor) and 1 (Very Bad), the reasons for the dissatisfaction or improvement suggestions are sought by communicating with the customer in writing for the improvement and development of the system.

· As a result of the performance evaluation of the results of the annual customer satisfaction survey, corrective and preventive action is initiated for the issues that are evaluated as “very bad” and / or “bad” over 25% of the participants and “moderate” over 50%. assigning it, determines the method.

· When deemed necessary, these methods are announced to the employees with an action plan and assignments are made. Activities are followed by the Management Representative and concluded with the work of the relevant departments.

· Communication correspondence with the customer is kept by the Management Representative together with the questionnaire.

· Customer satisfaction results are discussed and evaluated at the Management Review meetings.
[bookmark: __RefHeading___Toc12375346]Security
· Information regarding the activities carried out within the scope of this procedure is confidential and is not disclosed to third parties under any circumstances, except for the organizations that accredit and authorize Selecta Global when necessary.
· When it is obligatory to give information to third parties as required by law, the applicant is informed of this situation.

[bookmark: __RefHeading___Toc12375348]Distribution – Filing and Revision Tracking
Distribution: This procedure is distributed according to the Document Control Procedure.
Filing: It is ensured that all documents related to the services performed within the scope of Selecta Global activities are kept in the project file according to the "Record Control Procedure" by the personnel responsible for the execution of the work.
All documents regarding the finalization of objections and complaints received within the scope of Selecta Global activities are kept in accordance with the Records Control Procedure.
Correspondence and forms of customer complaints/objections are kept by the Management Representative.
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