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The Complaints and Appeal Procedure of Noordbeek Certification B.V.

Noordbeek Certification B.V. (hereinafter: Noordbeek Certification) has set up the procedure de-
scribed in this document for receiving and handling a complaint or a request for appeal.

A complaint or appeal

A person or organization can appeal if it wishes to request Noordbeek Certification to reconsider
a decision taken by Noordbeek Certification with regard to a conformity assessment. This may
relate to:

¢ Certification (of the client following an initial audit);

¢ Renewal (of the certificate following a recertification audit);

¢ Refusal (from certification);

¢ Approval of scope (following a request from a certified customer to expand or reduce the
scope of certification);

Withdrawal (of a certificate);

¢ Suspension (of a certificate);

¢ Recovery (of a certificate after suspension).
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A person or organization can submit a complaint as an expression of dissatisfaction, other than
an appeal, to Noordbeek Certification with regard to the activities of Noordbeek Certification or
its employees, to which a response is expected. A complaint can also be submitted against a cus-
tomer certified by Noordbeek Certification.

Submit a complaint or request for appeal

To submit the complaint or request for appeal, the Complaint + Appeal Form can be completed
on the website, which is sent to the Office & Compliance Manager of Noordbeek Certification.

A copy of this form will be sent to the complainant or petitioner at the email address indicated. A
confirmation of receipt will also be sent within 5 working days.

Complaints can also be received through channels other than the Complaint + Appeal Form on
the website. The complainant can address an employee of Noordbeek Certification during the
execution of an assignment or can contact Noordbeek Certification directly. The Noordbeek Cer-
tification employee who receives the complaint fills in the Complaint + Appeal Form on the ba-
sis of the information obtained.

The acceptance of a complaint

The complaint is accepted by the Office & Compliance Manager of Noordbeek Certification or
the director as an official complaint. If the complaint is related to a customer, this customer is
informed.
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The acceptance of a request for appeal

A request for appeal is always treated as an appeal. The Certification Committee of Noordbeek
Certification and the customer will be informed about this.

Noordbeek Certification will validate and confirm the appeal and provide the applicant with up-
dates during the process. When the appeal has come to an end, the applicant will be informed of
this.

File for an official complaint or request for appeal

In the event of an complaint or request for appeal, the Office & Compliance Manager of Noord-
beek Certification builds up a complaint file or appeal file, in which all relevant information is
kept. A solution is proposed on the basis of this file. The procedure is completed if the complain-
ant or petitioner agrees with the proposed solution.

All communication with the complainant or petitioner is recorded in the complaint file or appeal
file. The information collected during the complaint procedure or appeal procedure will be
treated as confidential and will only be used for settlement or for any legal procedure.

Dealing with a complaint or request for appeal

The objective of the complaints and appeals procedure is to find a solution that is acceptable to
both parties.

A case handler is assigned by the director. The case handler must be independent of the matter
about which the complaint is made or about which an appeal is requested. This employee may
not have previously been involved with the relevant client and/or assignment.

The case handler determines the cause of the complaint or of the request for appeal and looks for
a possible solution. The solution is proposed to the complainant or petitioner, who can agree or
reject it.

If the complainant or petitioner agrees with a solution that relates to improving the processes and
procedures, the solution will be structurally implemented and will also be included in the Noord-
beek Certification Manual Personnel and Quality. Subsequently, the workability of the new pro-
cesses and procedures is tested. The complaint is resolved when the new processes and proce-
dures are in place. The complaint file will then be closed.

If the complainant or petitioner does not agree with the proposed solution or if the chosen solu-
tion proves to be unworkable, the complaint will be escalated to the director. The director may
decide to propose a different solution or to engage an independent third party for mediation. The
final decision lies with the director.

Maximum period for settlement
If the settlement is still ongoing after three months, a decision must be made. It is up to the direc-

tor to consider a legal remedy, to settle, to dismiss the complaint or appeal, or to hold the com-
plainant or petitioner in favor.
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Provision of information and retention period

All information about the handling of an complaint or a request for appeal will be included in the
complaint file or appeal file, which will be treated as confidential and will be kept for at least 10
years.

Any justified complaint or request for appeal received about a certified customer will be commu-
nicated to that specific customer within an appropriate time.

Where possible, the complainant or petitioner will be kept informed of the progress of the settle-
ment.

If someone wants insight into the complaints and appeal procedure, this can be requested from
the Office & Compliance Manager.

Independent third party
If a dispute between Noordbeek Certification and a complainant does not lead to a solution,

Noordbeek Certification can engage an independent third party. This is Mr. J.C. Boer RE RA
CISM, and can be reached via han@hanboer.nl.

Contact
If you have additional questions, please contact:

The Office & Compliance Manager
Kasia Marciniszyn, phone +31 (0)71 — 3416911
kasia@noordbeek.com

The director
Ronald Paans, mobile +31 (0)6 215 815 50
ronald.paans@noordbeek.com

Or visit website www.noordbeekcertification.com
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