FIujograma / Proceso de tratamiento de Reclamos y Apelaciones > DE KRA

Una parte interesada inicia el proceso.
Se cumplen las politicas de confidencialidad, imparcialidad e independencia.

Un colaborador de DEKRA recepciona y notifica al Responsable de Calidad (RQA).

A su vez, el RQA *verifica y valida el reclamo o apelacion, derivando a los responsables de area.

No podran participar del proceso las personas que sean objeto del reclamo o apelacion.

*El RQA realizard la verificacion sobre si el reclamo o apelacion corresponde a un servicio de DEKRA

Inicio

Se notifica un acuse
de recibo a la parte
interesada

Se notifica Se designa a persona o grupo que velara por una solucion.

propuesta CAENERCEN T 5tamiento RS anallzz’m las cf';ufsas del reclamo/ap.elauon y se realizan acuon.e's. _

interesada No podran participar del proceso quienes hayan prestado servicios a partes interesadas en un
. plazo estipulado de 2 afos, como minimo.

éSe _ » Se repiten pasos anteriores, por otro personal que también
resuelve? NCIAINIeSICINIIN ;mpla con los requisitos de imparcialidad.

éSe

Segunda
resuelve? 8

instancia

Se notifica
formalmente, Cierre
mediante correo, la
resolucion a la
parte interesada

Se notifica formalmente, mediante correo, a

' la parte interesada, la que puede ejercer
acciones independientes, en instanciay
arbitraje competente.

Fin
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Flowchart / Complaints and Appeals Treatment Process > DEKRA

By an interested party.
Start The policies of confidentiality, impartiality and independence are followed.

An acknowledgment By a DEKRA collaborator, who notifies the Quality Manager (RQA).
of receipt is notified to The RQA *check and validates the claim or appeal and is referred to those responsible for the area.
the interested part EEEISYoilJaMM The people who are the object of the claim or appeal must not participate in the process.

Proposal is notified to A person or group is designated to ensure a solution.
the interested part

Treatment The causes of the claim / appeal are analyzed and actions are taken.
-------------------------------------------- Those who have provided services to interested parties within a stipulated period of at least 2 years

will not be able to participate in the process.

Is it _ _ Previous steps are repeated, by other personnel who also
resolved? ACIO NI CICIIIN 1 cct the impartiality requirements.

Is it
resolved? Second instance

The interested party is formally notified, by
. mail, who can exercise independent actions,

A 4

The resolution is Closing N penc
formally notified, by in court and competent arbitration.
mail, to the
interested part End
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