
 OP 7.5 
 
 

OPERATING PROCEDURE  

HANDLING OF COMPLAINTS AND OBJECTIONS 

 

 

1. PURPOSE AND SCOPE  
This procedure determines the order, requirements, competencies and responsibilities 
for responding to the receipt of complaints and objections in process of 

implementation of activities for control and in the management system [MS] in 
inspection body type C to "LOZETECH" LTD, Sofia [IBC]. 

The procedure is mandatory for all departments and contributors of IBC and covers all 
processes, executing in the IBC. 
 

2. DESCRIPTION  

2.1. Terms and definitions  

The terms and their definitions used in this procedure are from BNS EN ISO 9000, 
BNS EN ISO / IEC 17000 and ISO 10002, and most important and some others are: 

DISCREPANCY (BNS EN ISO 9000- 3.6.2): Non-fulfillment of requirement. 

COMPLAINT (ISO 10002- 3.2 modified) expression of dissatisfaction made to an IBS, 
related to its products, or the complaints handling process itself, where a response or 

resolution is explicitly or implicitly expected 

OBJECTION (BNS EN ISO/ІЕС 17000- 6.4 modified) Request from representative of 
the object for control to the PRQ for reconsideration of a decision taken by this body, 

concerning this subject. 

CLAIM (ISO 10002- 3.2 modified): Expression of dissatisfaction made to an IBS, 

related to its products, or the claims handling process itself, where a response or 
resolution is explicitly or implicitly expected 

2.2. General principles 

2.2.1. Description of the process of complaints and objections handling is available to 
any interested party and OP 7.5 is noted in Fo 7.1-06 "Request" and at the time of 

acceptance of the request client met her.  

2.2.2. In IBC can enter complaints and objections from customers or from users of the 
control results. They may be received in writing. Technical Manager /TM/ along with 

the person responsible for the quality /PRQ/ considers the complaint/objection and if it 
is related to IBS move them by the established usage, if it is not should respond in 

writing, that the complaint/ objection is not a matter of IBS activities. 

2.3. Process of considering complaints and objections  

2.3.1. Any complaint / objection is listed into Fo 7.5-01 "Register of complaints and 
objections." If necessary, from the complain submitter could be required to give 
additional information, written in the register. Anonymous objections are not 

registered.  

2.3.2. Any complaint / objection is considered within 3 working days from TM and 

PRQ, who did not participate in the control, led to the problem arise. If all personnel 



were participating in solving the problem, is engage external evaluator. The customer 
is informed of the selected evaluator and taking his consent for the same. 

2.3.3. The selected external evaluator should be proven competent in the area that 

will be.  

2.3.4. The response to the objection submitter is from TM in writing within one month 

by making a proposal to solve the problem and wanted an excuse for caused problems 
and inconveniences. If necessary, a meeting was held with the objection party to 
clarify and resolve the problem.  

When an external evaluator is engage must take consent of the client to hire the 
same. 

2.3.5. When the objection is unfounded, TM prepares a motivated written response, 
which shall notify the objector. If necessary, a meeting was held with the objection 
party to clarify and resolve the problem. 

2.3.6. When the objection is reasonable and related to the activity of control, PRQ fill 
in Fo 6.1-05 "Monitoring Report". TM, respectively supervisor, along with PRQ, discuss 

the discrepancies, analyze the possibility discrepancy, and operations carried out by 
detected discrepancies - eliminating discrepancies, analysis of the causes and root 
causes, lead to their occurrence, actions taken to correct them, analysis of distribution 

and perform again or correct the discrepant service or control. The results of the 
analysis, term for response, responsibility, preventive actions and determinative 

actions are reflected in Fo 6.1-06 "Notice of corrective / preventive actions". 

2.3.7. When the complaint or objection is reasonable and related misconduct is filled 

Fo 8.6-05 "Form discrepancies/remarks."  

2.3.8. The decision on the complaint/objection is documented in Fo 6.1-05 "Monitoring 
Report"; Fo 8.6-05 "Form discrepancies/remarks" or in Fo 6.1-08 "Protocol".  

2.3.9. TM informs the client for the outcome of the audit. Way of informing the 
customer is pointed by receiving of the complaint/objection in column 9 of Fo7.5-01 

"Register of complaints and objections." 

2.4. Systematization of information for complaints and objections.  

2.4.1. The information about the discrepancies found during a calendar year shall be 

collected, processed statistically and presented in the form of tables and graphs of the 
annual management reviews.  

2.4.2. Data are stratified by:  

- place of the discrepancy: leadership, PRQ, inspectors;  

- subject of the discrepancy: processes, technical resources, personnel;  

- moment of establishment of the discrepancy: from IBS or client/user to the control 
results;  

- total number of complaints and objections, reasonable, unreasonable; 

3. DOCUMENTATION  

The documentation of the processes for discrepancies handling is accomplish in:  

- Fo 6.1-05 "Monitoring Report";  

- Fo 6.1-06 "Notice of corrective / preventive actions"; 

- Fo 6.1-08 "Protocol";  

- Fo 7.5.-01 "Register of complaints and objections";  



- Fo 8.6-05 "Form discrepancies/remarks"; 

 

4. USED AND RELATED DOCUMENTS  

4.1 Standards  

BNS EN ISO / IEC 17020 "General criteria for the operation of various types of 

inspection bodies"; 

BNS EN ISO / IEC 17000 "Discrepancy Assessment. Vocabulary and general 
principles";  

BNS EN ISO 9000 "Systems of quality management. Fundamentals and vocabulary";  
 

4.2 Operating Procedures  

OP 8.4 "Records Management"  

OP 6.1 "Personnel management" 

 
 

 
 
 


