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Purpose

This procedure defines the guidelines for handling complaints, appeals and disputes associated
with the certification of a client’s management system or ARIS’s management system by utilizing
corrective and preventive action methodologies.

Procedure

Complaints shall be delivered by our office in writing.

Office Coordinator records complaints in letter registry log (ARIS’s record system) by number &
date.

The administrative staff shall log complaints on the complaint form (ARIS 12.0.1.4)

This form is in our website & is accessible for public. and the complaint/appeals log (ARIS
12.0.1.3).

Office Coordinator sends a copy of complaint /cc email to managing director.

Managing Director reviews & disposition complaints by below methods:

- Conducting a meeting with other internal departments in order to related complaints. &
determination of correction & corrective action in 7 days after complaints delivery & inform to
the complainers in writing.

- Conducting a meeting with certified clients, complainer & related internal departments for
review disposition & determination of correction & corrective action (actions, Person assigned&
time) in 30 days after complaints delivery.

After correction & corrective actions we will review the effectiveness of handling process by
internal review or talking with complainer so we record this result in complaint form.
1. Receiving Complaints
Formal complaints shall be delivered by our office in writing.
Office Coordinator records complaints in letter registry log (ARIS’s record system) by number &
date.
The administrative staff shall log complaints on the complaint form (ARIS 12.0.1.4) and the
complaint/appeals log (ARIS 12.0.1.3).
Office Coordinator sends a copy of complaint /cc email to managing director.

2. Investigating Complaints

The Managing Director, operations manager, sales manager, and/or designee shall investigate the
formal complaint.
Managing Director, operations manager, sales manager, and/or related department shall investigate
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the formal complaint. Reviews, investigation & disposition complaints by below methods:
Note: The investigation should include a review of the pertinent data and interviews with personnel or client personnel
as deemed necessary.

- An independent committee or review team may be assembled to conduct the investigation if

necessary.

- Conducting a meeting with other internal departments in order to related complaints. &

determination of correction & corrective action in 7 days after complaints delivery & inform to the

complainers in writing using the analysis report (ARIS 12.0.1.1).

- Conducting a meeting with certified clients, complainer & related internal departments for review
disposition & determination of correction & corrective action (actions, Person assigned& time) in 30
days after complaints delivery. Using the analysis report (ARIS 12.0.1.1).

The complainer shall receive the report no later than sixty days from receipt of the complaint.
After correction & corrective actions we will review the effectiveness of handling process by
internal review or talking with complainer so we record this result in complaint form.

3. Disposition of Complaints

The complainer shall receive the report no later than sixty days from receipt of the complaint.

For public multilateral complaints we will put the results of actions in news sector in our website
for public announcement. Where corrective actions to the ARIS management system are required,
the Managing Director, operations manager and/or sales manager shall ensure modifications are
made and reported to all affected parties following the documentation procedure (ARIS 7.0.1).
Effectiveness of the corrective actions shall be verified and documented on the analysis report
(ARIS 12.0.1.1). Complaint documentation shall be stored in accordance with alliance registrar-
ARIS’s record system (ARIS 8.0.1). If the results of the investigation are unacceptable to the
complainer, they may elect to file an appeal.

4. Receiving Appeals

The original complainer may file an appeal to the original complaint disposition if they feel the
results are unacceptable. The formal appeal must be documented in writing and be received within
thirty days of receipt of the complaint disposition. The administrative staff shall log appeals on the
appeal form (ARIS 12.0.1.5) and the complaint/appeals log (ARIS 12.0.1.3). The Managing
Director, operations manager or sales manager shall receive a copy of the appeal and the original
shall enter into ARIS’s record system.

Appeals to Audit Findings:

Appeals should be received between 30 and 60 days after the audit. These appeals will be
forwarded to the operations manager for disposition. The operations manager will investigate the
appeal and decide on the course of action using analysis report (ARIS 12.0.1.1).

5. Investigating Appeals

The Managing Director or designee shall perform an initial review of the appeal. The Managing
Director shall receive all pertinent information relative to the appeal, including complaint findings
and disposition and shall try to resolve the appeal prior to forwarding it to the Managing Director. If
the Managing Director is unable to resolve the appeal, he/she shall provide the ARIS board chairman
with a copy of the appeal and the supporting complaint file. The Managing Director shall appoint an
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appeals committee to investigate the appeal. The appeals committee shall include at least two
members of the ARIS board. The appeal committee shall receive all pertinent information relative
to the appeal, including complaint findings and disposition. The appeals committee shall
independently review the complaint and complaint disposition, and may interview the Managing
Director, operations manager or sales manager regarding the complaint disposition.

6. Disposition of Appeals

The appeals committee shall document the investigation findings and disposition, including any
corrective actions, using the analysis report (ARIS 12.0.1.1) and present the results to Managing
Director. The Managing Director will then provide the disposition to those that have registered and
shall receive the disposition report no later than sixty days from receipt of the appeal. Effectiveness
of the corrective actions shall be verified and documented on the analysis report (ARIS 12.0.1.1).
Appeal documentation shall be stored in accordance with ARIS’s record system. If the results of the
investigation are unacceptable those that have registered complain, they may dispute the findings
and elect to pursue arbitration.

7. Disputes

The original complainer may dispute the ARIS board disposition on an appeal and choose to file a
formal appeal through arbitration. The formal dispute must be documented in writing and be
received within thirty days of receipt of the appeal disposition. A single arbitrator will be selected
from information provided by the Iranian arbitration association, with all parties agreeing to abide
by the rules of such association. The decision made by the arbitration body shall be final. All
parties to the dispute must comply with the decisions made by the arbitration body. Upon closure of
the dispute, all documentation generated during the dispute will be filed in accordance with ARIS ’s
record system.

8. Internal Complaints / Failures

Complaints against the operations of ARIS’s management system shall be handled in a similar
manner as client complaints. In addition to receiving individual written complaints, complaints may
also be documented during meetings and/or management reviews. All internal complaints are
recorded on the complaint/appeals log (ARIS 12.0.1.3) by the administrative staff. The Managing
Director, operation manger and/or sales manager shall be responsible for ensuring a fair and non-
discriminatory investigation is conducted, with a formal analysis report (ARIS 12.0.1.1) provided to
the complainer with the findings and disposition of the complaint. Effectiveness of the corrective
actions shall be verified and documented on the analysis report (ARIS 12.0.1.1). The complainer
may follow the appeal and dispute process as documented above. All documentation generated
from internal complaints shall be filed in accordance with ARIS’s record system.

9. Root Cause/ Corrective & Preventive Actions

The analysis report (ARIS 12.0.1.1) will form the bases for determining “root cause”  the
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appropriate corrective action can be formulated to insure a prevention of re-occurrence.
Management reviews will provide the formal opportunity to discuss potential failure modes and
opportunities for improvement.
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