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[bookmark: _Toc158747607]Purpose
This procedure aims to establish a structured and systematic approach for receiving, evaluate and make decisions on appeals received by 3Cert.
[bookmark: _Toc158747608]Process Workflow
 Appeals handling
	[bookmark: _Toc68618715][bookmark: _Hlk16164807]
	Input
	Process
	Output
	Role
	RACI

	2.1.1
	1. Phone call, email, letter, or any other documented form of communication of the appeal.
	Record. The receiver reads the appeal and registers it in the Jira Appeals Process board. A PL is assigned.
	1. A new Jira Issue with:
· Appellant data.
· Appeal source.
· Date
· Appeal description.
2. Confirmation email to appellant.
	PL
Any role
Customer
	A
R
I

	2.1.2
	1. New Jira task with:
· Appellant data.
· Appeal receiving type.
· Appeal description.
2. Confirmation email.
	Classify. The PL decides whether it is an appeal related to a decision during the certification or conformity assessment process. Then the PL answers to the customer if this task will be treated as an appeal or not, informs the standard procedure and further guidance. If it is an appeal follow the procedure, if it is a complaint, go to the complaint procedure SISOP01.
	1. Assignation and classification email response to the customer.
2. Jira task on investigate column with:
· Assignee
· Classification
	CRM
PL
Customer

	C
R/
 I

	2.1.3
	1. Assignation and classification email response to the customer.

2. Jira task on investigate column with:
· Responsible
· Classification 
	[bookmark: _Hlk160651026]Investigate. The PL asks for information from the customer, and the personnel involved (project leader, audit leader, and/or audit team) and gathers enough information for the analysis.
	1. Jira task on analyze column with:
· Personnel Involved. 
· Evidence used in the decision.
	PL
Customer
	R 
C

	2.1.4
	1. Jira task on analyze column with:
· Personnel Involved.
· Evidence used in the decision.
	Analyze. An independent competent person is assigned (within or outside the organization) to analyze documentation, and facts and emit a decision.
	1. Jira task moved to Respond column with:
· Decision
· Corrective actions

	CRM
PL
Independent person
	A
I
R

	2.1.5
	1. Jira task moved to Respond column with:
· Decision. 
· Corrective actions


	Respond. Give the formal notice of the final decision to the Appellant.
	1. Resolution email
2. Internal resolution is informed to the personnel involved.
3. Jira information completion
4. Record for management review.
	PL
Customer
	R
I

	2.1.6
	1. Jira information completion – corrective actions plan
	Resolve. Once all the actions on the determined plan have been concluded, PL records the status of the appeal as resolved.
	Jira status update from column “Respond” to “Resolved”.
	PL
	R



[bookmark: _Toc68618552][bookmark: _Toc158747619][bookmark: _Toc68618716][bookmark: _Hlk16165001]Additional Process Requirements
[bookmark: _Hlk21338732]Independence 
3Cert is responsible for all the decisions taken on the appeals handling process. To ensure independence in this process, the assigned personnel shall be different from those who carried out the audits and made the certification decisions under appeal. The assigned personnel shall have the same or higher position and competence. The following table gives some examples: 

	Original decision maker
	Assigned appeal responsible

	PL
	Another PL or MD

	LA
	Another LA or RW or CRM

	CR
	Another CR or external CR



Nondiscrimination
3Cert personnel shall take appeals as a natural improvement process and a true right of the customer to have a second opinion. The appeal process should not lead to any discriminatory or retaliation actions from any involved parties. 
[bookmark: _Toc158747639]Change History
	Version
	Change description

	v2
	Appeals and complaints procedure were separated. Jira workflow process was created to improve management. 

	R01
	Initial procedure
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