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satirinin Yetkililer tablosuna eklenmesi
Addition information in item 2 / Madde 2’'nin eklenmesi
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Changing the link in the 3. Distribution item / 3. Dagitim maddesindeki
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OPH-P-8.7 Corrective Action Procedure
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Related personnel and offices / ilgili personel ve ofisler

This document is applied by all Optival offices which has an active operation.
Bu belge, aktif bir operasyona sahip olan tiim Optival ofisleri tarafindan uygulanir.

All personnel are responsible to apply this procedure.
Tim personel bu prosediirii uygulamakla yikiamlitdir.

Authorities / Yetkililer

Prepared By (Hazirlayan) Quality Executive
Last modified by (Son degisikligi yapan) Quality Executive
Approved by (Onaylayan) Homologation Manager
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1. SCOPE / KAPSAM

This procedure defines methods to solve all complaints received from customers or other parties and
to implement corrective or preventive actions when nonconforming work occurs according to TS EN
ISO/IEC 17025 General requirements.

Bu prosediir, misterilerden veya diger taraflardan gelen tiim sikayetleri ¢g6zmek ve TS EN ISO/IEC
17025 Genel gerekliliklerine gére uygunsuz igler gergeklestiginde diizeltici veya dnleyici eylemleri
uygulamak icin yéntemler tanimliar.

2. APPLICATION OF THE PROCEDURE / PROSEDURUN UYGULANMASI

For resolution of complaints received from customers or other parties, below steps are followed;

Customer or other
parties forward complaint
to any laboratory
personnel
(homologation manager,
quality manager,
customer representative
etc..) by different ways
like mail and surveys.

Personnel who takes
complaint fills the
Complaint and
Objection Detail
Form and sends it to
Quality Executive to
entry a record to
Complaint
Management List

Quality Executive examine

the form and enters a record

to Complaint Management
List.

Quality Executive
requests a meeting with
responsible personnel
(homologation manager,
Customer Responsible
etc..) in order to evaluate
root causes of the
complaint and opens a
corrective action and
makes risk evaluation if
required.

Following of CAis
done according to
OPH-P-8.7 Corrective
Action Procedure by
Quality Executive
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Quality Executive,
Homoogation Manager,
Managing Director or
Customer Responsible
inform the customer or
other parties about
resolution of the complaint
in question.

Page 2 of 5




First Issue Date: 01.09.2020
Document No: OPH-P-7.9 iRev. No: 05

OPTIJAL Last Revision Date:;; 18.04.2023

Document Name:: Complaint Management Procedure

Miuisterilerden veya diger taraflardan gelen sikayetlerin ¢b6zimdii icin asagdidaki adimlar takip edilir;

Miigteri veya diger taraflar, Sikayet alan personel,

Sikayet ve ltiraz
Detay Formunu
doldurarak Sikayet
Yénetim Listesi'ne
bir kayit girmesi igin

posta ve anketler gibi farkli
yollarla herhangi bir
laboratuvar personeline ------ >
(homologasyon mudird,
kalite ybneticisi, miigteri

 Kalite Yoneticisi formu
—————— > inceler ve Sikayet Yénetim
. Listesi'ne bir kayit girer.

temsilcisi vb.) sikayet iletir. Kalite Yoneticisine

formu iletir. '
v
Kalite Yoneticisi,
sikayetin temel
nedenlerini
degerlendirmek DOF takibi, Kalite Kalite Yoneticisi, Genel
am aCIeyrlg Osnoerlum/ u Yéneticisi tarafindan Miidiir veya Miisteri
(Holronologasyon ______ S OPH-P-87 . S Sorumlusu, séz konusu
Miidiird, Miisteri Corrective Action sikayetin ¢ozimui
Sorumlusu vb yile bir Procedure gbre hakkinda musteriyi veya
toplanti talep eder ve yapllir. diger taraflari bilgilendirir.
gerekirse dlizeltici bir
eylem acar ve risk
degerlendirmesi yapar.

If complaint or objection is related with inspection or test results;
Sikayet veya itiraz, muayene veya test sonuglariyla ilgiliyse;

Inspection/test conditions, test equipment and responsible personnel are detected, and necessary
search is made like accuracy of test equipment, personnel competence etc.

Muayene/test kogullari, test ekipmani ve sorumlu personel tespit edilir ve test ekipmaninin dogrulugu,
personel yeterliligi vb. gibi gerekli aramalar yapilir.

If complaint or objection originates from test equipment, after objection using of test equipment in
guestion is stopped and its accuracy is controlled. According to control result, previous test results
which are tested with test equipment are reviewed.

Test ekipmani kaynakli sikayet veya itiraz varsa, itiraz sonrasinda sb6z konusu test ekipmaninin
kullanimi durdurulur ve dogrulugu kontrol edilir. Kontrol sonucuna gére, test cihazlari ile test edilen
6nceki test sonuglar gbzden gegirilir.

If complaint or objection originates from responsible test expert, performance evaluation system is
triggered for the personnel. All related information is provided by test expert. Managing director, quality
executive and homologation manager evaluate the complaint and make decision in a meeting.
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Sorumlu test uzmanindan sikayet veya itiraz gelmesi durumunda personel icin performans
degerlendirme sistemi tetiklenir. llgili tiim bilgiler test uzmani tarafindan saglanir. Genel Mlidlir, kalite
ybneticisi ve homologasyon miidtirii sikayeti degerlendirir ve bir toplantida karar verir.

Complaint or objection owner is informed about all process. If possible, re-tests are performed with
customer’s attendance according to the decision or an independent expert is assigned as needed and
tests are repeated under his/her supervision. "Independent Expert" is an expert whose competence is
proven by experience, observing impartiality, who has no past or present financial ties to Optival. An
"independent expert" can be an approving authority employee, an employee of another organization,
or a self-employed expert.

Sikayet veya itiraz sahibi tiim slire¢ hakkinda bilgilendirilir. Mlimkiinse karara gbére mlisterinin katilimi
ile yeniden testler yapilir veya gerektiginde bagimsiz bir uzman atanir ve testler onun gbézetiminde
tekrarlanir. "Bagimsiz Uzman", yetkinligi deneyimle kanitlanmis, tarafsizligi gézlemleyen, Optival ile
gecmiste veya giiniimiizde finansal baglari olmayan bir uzmandir. "Bagimsiz uzman", onaylayan bir
yetkili ¢alisan, baska bir kurulusun ¢alisani veya serbest ¢alisan bir uzman olabilir.

In case complaint or objection is followed with legal way, all related workings are finished in legal
process.

Sikayet veya itirazin yasal yollardan takip edilmesi halinde hukuki sirecte ilgili tiim calismalar
tamamlanir.

All complaints are evaluated and approved with a team member not involved in the complaints source
activities. Quality executive selects team members according to complaint relation degree of personnel.

Tim gikayetler, sikayet kaynagi faaliyetlerinde yer almayan bir ekip lyesi ile degerlendirilir ve onaylanir.
Kalite yéneticisi, personelin sikayet iliskisi derecesine gbre ekip lyelerini seger.

Quiality Executive shares information regarding detail and resolution of complaints with team in weekly
team meetings and gets the subject on management review meeting agenda.

Kalite Yéneticisi, haftalik ekip toplantilarinda sikayetlerin detayi ve ¢bzimdii ile ilgili bilgileri ekiple
paylasir ve konuyu ybnetim gbzden gecgirme toplantisi giindemine alir.

On request, handling process of complaints is available to any interested party.
Talep lizerine, sikayetlerin ele alinmasi stireci ilgili herhangi bir taraf kullanilabilir.

After the complaint is evaluated, the results of the complaint are formally notified to the customer via e-
mail.

Sikayet degerlendirildikten sonra sikayetin sonuglari miisteriye e-mail yoluyla resmi olarak bildirilir.
3. OBJECTIONS AND BUNDLE OF RIGHTS /ITIRAZLAR VE YASAL HAKLAR

OPTIVAL informs the customer about test fails, rejection of approval applications and cancellation
of approval certificates in 5 days. Customer can object any rejection in 15 days after notification.

Customer is informed about his bundle of rights and objection duration by quotation of project in
guestion.
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OPTIVAL, test basarisizliklari, onay basvurularinin reddedilmesi ve onay sertifikalarinin iptali
hakkinda mdisteriyi 5 giin icinde bilgilendirir. Miisteri, bildirimden sonraki 15 giin icinde herhangi bir
ret itirazinda bulunabilir. Misteri, s6z konusu proje teklifi ile yasal haklar ve itiraz siiresi hakkinda

bilgilendirilir.

After objection, OPTIVAL provides a detailed observation by experienced, objective and
independent person(s) who does not have relation with rejected project in past. The process of how
to handle any objection is stated in OPH-P-7.9 Complaint Management Procedure.

Itiraz (izerine OPTIVAL, ge¢miste reddedilen proje ile iliskisi olmayan deneyimli, objektif ve bagimsiz
kisi(ler) tarafindan ayrintili bir gézlem saglar. Herhangi bir itirazin nasil ele alinacagi siireci OPH-P-
7.9 Complaint Management Procedure de belirtilmistir.

On request, handling process of objections is available to any interested party.

Talep lizerine, itirazlarin ele alinmasi sireci ilgili herhangi bir taraf tarafindan kullanilabilir.

4. DISTRIBUTION / DAGITIM

A controlled copy of this document is kept in the folder \\192.168.3.253\Optival\02.
QMS\Procedures and QMS Instructions within the share point as PDF and reachable by all

laboratory personnel. Information is given to the related personnel.

Bu belgenin denetlenen bir kopyasi \\192.168.3.253\0Optival\02. QMS\Procedures and QMS

Instructions klasériinde PDF olarak paylasilir ve tiim laboratuvar personeli tarafindan

ulagilabilir. llgili personele bilgi verilir.
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