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Complaint Process Appeals Process
Client / Interested Party Communicates an issue needing resolution Client / Interested Party documents issue in writting to SQA.
through website feedback, phone, email, in person, satisfaction
survey, etc. +
SQA forwards the motion to a member of the Executive
¢ Certification Panel.

SQA documents the issue and necessary details. Anyone directly involved ¢
in the details of the complaint will not participate in the analysis.

ECP member review motion and makes a decision
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SQA notifies client / interested party of the right to appeal to
the Appeal Committee [NOTE: for IATF, skip to AB level].
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An Appeals Committee Team is formed, holds a formal appeals
review, and reaches a decision by majority vote

Communicate result to
client / interested party
(Take CA where
appropriate)

Original decision
is upheld

The appropriate SQA Management personnel
will continue contact with client / interested
party as appropriate to gage the level of
customer satisfaction and to mitigate any
further client concerns as allowably practical. SQA notifies client / interested party of decision
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For IATF, the appeal will be referred to the IATF oversight accreditation body (AB). All decisions of the IATF are final.
For AS91xx, SQA will utilize the OASIS feedback loop for further guidance as appropriate to the appeal.
For all other I1SO programs, the Appeal Committee decision is considered final, however, in special cases, a sub-committee of the the Impartiality Committee
may be considered if necessary.




