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1. AIM 

determines the evaluation principles of complaints , disputes or objections received from organizations or interested parties regarding the 

certification activities carried out by our organization . 

2. RESPONSIBLE PERSONS 

The Complaint Evaluation and Objection Committee, General Manager, Management Representative, and Certification Manager are 

responsible for the implementation of this procedure. 

3. DEFINITIONS AND ABBREVIATIONS 

3.1. Objection: A request by the relevant party to re-evaluate Denetik's decision regarding the decisions taken by Denetik in its 

certification activities or decisions taken regarding any organization or person. 

3.2. Complaints: These are the negative issues that arise from organizations or other interested parties regarding Denetik's 

performance, procedures, policies, and all employees serving on its behalf regarding the certification activities of the company 

it certifies, and the activities it carries out within the scope of the certificate. 

3.3. Dispute: Situations where the objection is decided not to be justified despite the objection and situations where an appeal is 

made to a higher court. 

3.4. Objection and Complaint Evaluation Committee: This committee is appointed by the General Manager and consists of at 

least 3 people. It evaluates the ongoing objections to the certification activities and the decisions taken as a result of these 

activities and the activities regarding the complaints and makes the final decision at Denetik . 

4. APPLICATION 

4.1. Complaints / Objections Receiving 

4.1.1. Complaints can be submitted to Denetik via email, website or telephone. 

4.1.2. All complaints and objections are received by the Management Representative and recorded with the Corrective 

Action Tracking Form. 

4.1.3. of the complaint /objection will be notified to the relevant party in writing ( email , telephone) within 2 business 

days at the latest . 

4.1.4. The complaint owner will be notified by phone or e-mail within 2 business days at the latest that the complaint has 

been received. 

4.1.5. the complaint is outside Denetik's scope of activity, the process is concluded by providing written information to the 

complainant . 

 

4.2. Investigation of the Complaint 

4.2.1. In complaints regarding audit activities, the Management Representative will collect the necessary information and 

documents and conduct an investigation . Information regarding the planned completion date will be provided to the 

complaining party in writing within seven (7) business days of the date the complaint is received, and the necessary 

action will be initiated. The Management Representative will collect the necessary information and documents and 

conduct an investigation within seven business days at the latest. 

4.2.2. Persons subject to complaints are not included in the investigation process. 
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4.2.3. Complaint documented with the customer If relevant , the matter is referred to the Certification Manager. The 

relevant organization will receive a response within 7 business days. information request is accepted And if 

necessary short temporary control can be done . 

4.2.4. All activities -most late 60 days inside completed and General Manager approval is presented . 

 

4.3. Informing the Customer 

4.3.1  The complainant or objector will be informed about the activity to be carried out and the planned completion date within 7 working 

days. 

4.3.2 The results of the activities are reported to the relevant parties in writing. 

4.3.3 If the complainant does not respond within 30 days, the Management Representative will confirm the satisfaction. 

4.3.4 If the result is not found satisfactory, the person is informed of the right to appeal. 

4.3.5 In case of objection, the issue is reviewed by the Objection and Complaint Committee and a final decision is made within 15 days 

and notified to the parties in writing. 

 

 

5. RELATED DOCUMENTS 

ET_FR-03-02 Corrective Action Tracking Form 

E_PR-03 Corrective Action Procedure 

E_EK-02 Organization Handbook 

 


