Pasos para levantar una
queja/apelacion

Proceso de quejas

Medio de contacto

y apelaciones

Datos requeridos

[ CLIENTE ] [ CLIENTE ]

Correo Electrénico
Envio directo de la
inconformidad de

manera formal.
gma.pt.mx@dekra.com
y/o
solicita “Formato quejas
\_y apelaciones”

Inconformidad

Web DEKRA MX
https://www.dekra.mx/

Buzon digital mediante
el botdn institucional
.. 'Contacto'.

[ CLIENTE ]

DATOS REQUERIDOS

¢ Fecha: Registro del
momento del suceso.

e Nombre: De la
persona que levanta la
queja.

¢ Descripcion: Detalle
clarode la
inconformidad.

e Datos contacto:
Domicilio completo,

~ Teléfono y E-mail.

DEKRA ]

[ CLIENTE ]

1.Acuse de recepcion

2. Analisis

Investigacién interna
técnica o administrativa
del caso (procedencia o no
procedencia).

3. Validacion

Se verifica la informacion.
Si faltan datos, se solicita
subsanar.

4. Resolucion
Implementacion de
acciones correctivas y

~ respuesta formal.

10 dias habiles

* Acepta conclusion:

Cierre

* No Acepta conclusion
Envia documentos
complementos para un
segundo analisis

+10 dias habiles

(En caso insatisfaccién de la respuesta)
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Steps to file a

complaint/appeal

Complaints and

appeals process

Contact method

Required
information

[ CUSTOMER ]

Dissatisfaction

[ CUSTOMER ]

Email
Formal Submission of
the complaint
gma.pt.mx@dekra.com
and/or
request the “Complaints

~ and Appeals Form”

DEKRA website / MX
https://www.dekra.mx/

Digital mailbox via the
institutional button

. 'Contacto'.

[ CUSTOMER ]

REQUIEED
INFORMATION

e Date: Record of the
moment the event
occurred.

e Name: From the
person filing the
complaint.

¢ Description: Clear
details of the grievance.

e Contact Details: Full
address, telephone
number, and email.

DEKRA ]

1.Acuse de recepcion

2. Analysis

Technical or administrative
internal investigation of
the case (determination of
whether it is well-founded
or not).

3. Validation

The information is
verified. If data is missing,
a request is made to
rectify the omission.

4. Resolution

Implementation of
corrective actions and

~_formal response.

10 business days

[ CUSTOMER ]

* Accepts conclusion:

Closing

* Does not accept the
conclusion

Submit supplementary
documents for a second
analysis

+10 business days

(In the event of dissatisfaction with the

response)
resy )
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