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1. Scope 

This document concerns the consideration of: 

➢ complaints submitted by Applicants (Manufacturers) regarding the conduct of the certification / admittance process 
and, during the surveillance period of certifications/admittance: 
o concerning actions of the Certification Department CNBOP-PIB (DC), 
o concerning actions of DC employees; 

➢ complaints submitted by other parties (e.g. users): 
o concerning actions of DC, 
o concerning actions of Holders of certificates / admittance issued by CNBOP-PIB; 

➢ appeals against decisions of the Manager of the Certification Department taken during or after completion of the 
process and during the surveillance period of the issued certificate / admittance, submitted by the Holders. 

 
2. Complaints – Course of action 

2.1. Complaints should be submitted to CNBOP-PIB in writing (traditional correspondence or e-mail) within 14 days of 
the date on which the conditions justifying the submission of the complaint came into being. 

2.2. If a complaint is submitted verbally, confirmation in written form by the Complainant is required. Otherwise,  
the complaint will not be considered. 

2.3. The complaint should include at least: 
➢ a clearly formulated objection with justification, 
➢ data enabling identification of and contact with the Complainant (i.e. name, surname / company name, address 

and/or e-mail). 
2.4. The fact of receiving a formal complaint will be acknowledged within 14 days from the date of receipt. 
2.5. In justified cases, when the complaint is resolved within no more than 14 days (e.g. formal issues), the letter 

containing the Director’s decision simultaneously serves as confirmation of receipt of the complaint. 
2.6. The decision resolving the complaint is issued in writing and addressed to the Complainant. Complaints  

are processed within 30 days from the date of registration at CNBOP-PIB. 
2.7. After the complaint procedure is completed, the Complainant is notified in writing of the result. If the decision cannot 

be reached within the above‑mentioned period, the Complainant will be informed about the actions taken so far and 
the approximate date of final resolution. 

 

3. Appeals – Course of action 

3.1. Each Applicant has the right to appeal the decision of the Manager of the Certification Department under the terms 
specified in the issued decision and/or the agreement regarding the supervision of the issued certification / 
admittance. 

3.2. Appeals against decisions of the Manager of the Certification Department must be submitted in writing to the Director 
of CNBOP-PIB within 14 days from the date of receiving the decision. 

3.3. The fact of receiving a formal appeal is confirmed in a documented manner within 14 days from the date  
of receipt by CNBOP-PIB. 

3.4. The decision to uphold or overturn the decision of the Manager of the Certification Department is made by the Director 
of CNBOP-PIB within 30 days from the date of receipt, after prior analysis of all materials related to the case and 
consideration of the client’s arguments. The Director of CNBOP-PIB may forward the appeal to the Appeals 
Committee. The composition of the Appeals Committee, appointed by the Director of CNBOP-PIB, ensures a reliable 
and objective assessment of the appeals considered. 

3.5. After the appeal procedure is completed, the Appellant is notified in writing of the Director’s decision. If the decision 
cannot be made within the above-mentioned period, the Appellant will be informed about the actions taken so far 
and the approximate date of final decision. 

3.6. In justified cases, when the appeal is resolved within no more than 14 days (e.g. formal issues), the letter containing 
the Director’s decision simultaneously serves as confirmation of receipt of the appeal. 

 


