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1. Purpose of the procedure

The purpose of this procedure is to set out the process for handling complaints and
appeals in the context of the accreditation of conformity assessment bodies (CABs).

2. Definitions

Complaint: Expression of dissatisfaction, other than appeal, by any person or
organization, to an accreditation body, relating to the activities of that accreditation
body or of an accredited conformity assessment body, where a response is expected
(ISO/IEC 17011 :2017, §3.20).

Appeal: Request by a conformity assessment body for reconsideration of any adverse
accreditation decision related to its desired accreditation status (ISO/IEC 17011 :2017,
§3.21).

La version a jour de ce document est disponible sur www.portail-qualite.lu.
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3.1. Responsibilities

The responsibilities for the various stages of the complaints-handling process are set
out in form F063.

3.2. Receipt of the complaint

In the event of dissatisfaction with OLAS’s accreditation activities or a CAB’s conformity
assessment activities, any interested party may lodge a complaint with OLAS.

All complaints must be submitted to OLAS in writing (by post or email).

OLAS treats criteria identified as ‘insufficient’ or ‘unsatisfactory’ in the
assessors’/experts’ evaluation forms (forms F009, F010, FO11A, FO11B, FO11C) as a
complaint against itself or its assessors/experts.

OLAS is not obliged to deal with anonymous complaints. However, if they are detailed
and relate to specific facts falling within the scope of the accreditation, such complaints
will be recorded by OLAS with the sender listed as “anonymous” and dealt with during
the next assessment of the area concerned.

3.3. Admissibility

The subject matter of the complaint must be directly related to the activities of OLAS
or to the accredited activities of a CAB. If the complaint does not concern the
accreditation activities for which OLAS is responsible, it will be classified as
‘inadmissible’ and the accreditation manager responsible for the case in question will
inform the complainant in writing, explaining the reasons.

Where the complaint concerns the accredited activities of a CAB, OLAS ensures that
the complainant has first submitted the complaint to the CAB concerned and that the
complainant has not received a satisfactory response.

The complaint is closed if the CAB provides satisfactory responses to the complainant.
If not, OLAS asks the complainant to forward the CAB’s response along with further
explanations.

3.4. Opening of the F063 complaint form

If the complaint is admissible, the OLAS opens a form FO63 — Handling of complaints
and assigns it a unique identification number so that it can be monitored and tracked.

Inadmissible complaints are not recorded on a F063 form but are stored on the
server in a folder named “Plaintes non recevables” (Inadmissible complaints).

La version a jour de ce document est disponible sur www.portail-qualite.lu.
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3.5. Acknowledgement of receipt

OLAS will acknowledge receipt to the complainant, who will be kept informed of the
progress of the complaint whenever necessary.

The complainant must provide OLAS with all the evidence required to process the
complaint.

3.6. Investigation of the complaint
OLAS investigates the complaint on the basis of the relevant evidence available.

Where the complaint concerns the activities of OLAS staff (assessor, OLAS officer or
member of the accreditation committee), further explanations are sought from both the
complainant and the person against whom the complaint is made.

Where the complaint concerns the activities of an accredited CAB, OLAS asks the
complainant whether they consent to their identity being disclosed to the CAB. If the
complainant consents, the CAB is contacted to obtain further explanations.

OLAS then proceeds to examine the information gathered. If necessary, OLAS may
seek the opinions of assessors, experts or members of the accreditation committee as
part of the investigation of the complaint.

In cases where the complainant requests anonymity and/or does not authorise the
transmission of documents, or where OLAS receives an undocumented complaint—
that is, where specific or detailed information is missing—the complaint will be treated
in the same way as anonymous cases, i.e. considered as a potential contribution to
the next assessment of the area concerned.

3.7. Decision on actions to address and resolve the complaint

If necessary, OLAS decides on curative and/or corrective actions to resolve the
complaint.

Responsibilities and deadlines are set for each action, and their implementation is
monitored by the quality manager.

In the case of a complaint against an accredited CAB, if the complaint is deemed valid,
the actions may include sending a request for corrective action to the CAB.

3.8. Review of the decision by an independent person

The final decision is reviewed and approved by an OLAS officer who is not involved in
the activities in question. By default, this is the OLAS head of department, unless he
or one of his cases is affected by the complaint. If the head of department is unable to
review and approve the actions decided upon, these are reviewed by the quality
manager or any other OLAS member designated by the quality manager.

La version a jour de ce document est disponible sur www.portail-qualite.lu.
Les versions imprimées ne sont pas gérées.
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3.9. Notification of the decision to the complainant

The complainant is informed of the actions decided upon or taken to resolve the
complaint. Where the decision is against the complainant, OLAS informs him of this,
setting out the reasons for the decision.

3.10. Closure of the complaint

If corrective actions have been requested from a CAB, OLAS may close the complaint
on the basis of documentary evidence provided by the CAB, or, if necessary, decide to
carry out an additional assessment of the CAB in order to investigate the root causes
of the malfunctions that are the subject of the complaint and/or to assess the true
effectiveness of the corrective actions implemented.

Once the complaint sheet has been closed, the head of department verifies and
determines whether all appropriate actions have been undertaken in a timely manner.

La version a jour de ce document est disponible sur www.portail-qualite.lu.
Les versions imprimées ne sont pas gérées.
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4.1. Responsibilities

The responsibilities for the various stages of the appeals-handing process are set out
in form F064.

4.2. Receipt of appeals

In the event of a dispute regarding an accreditation decision or a sanction imposed on
them, any CAB may lodge an appeal with OLAS.

The appeal must be submitted in writing (by post or email) to OLAS.
The lodging of an appeal does not suspend the decision or sanction decided by OLAS.
4.3. Admissibility of the appeal

The Head of OLAS department validates the appeal to confirm that OLAS is the
competent authority for the contested decision.

If this is not the case, the appeal is forwarded to the competent authority. The appellant
is notified of this, and the appeal is closed.

44. Acknowledgement of receipt

When OLAS receives an appeal, it sends an acknowledgement of receipt to the
appellant. The appellant is kept informed of the progress of the appeal whenever
necessary.

4.5. Opening of the F064 appeal form

If the appeal is admissible, the accreditation manager responsible for the case in
question opens a form F064 — Processing of an Appeal and assigns it a unique
identification number so that it can be tracked and traced.

4.6. Investigation of the appeal

If OLAS considers that it does not have sufficient information to evaluate the appeal, it
will ask the appellant to provide further information. The accreditation manager will
then review the information provided.

If necessary, OLAS may seek the opinions of assessors, experts or members of the
accreditation committee as part of the investigation of the appeal.

An unfavourable decision may only be reviewed if the CAB is able to present new
evidence to the OLAS.

La version a jour de ce document est disponible sur www.portail-qualite.lu.
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4.7. Conclusion of OLAS following investigation of the appeal

After reviewing all the information received, the accreditation manager determines
whether or not the decision-making process that led to the contested decision should
be reopened.

4.8. Review of the conclusion of the analysis by an independent third party

The conclusion of the appeal investigation is reviewed and validated by an OLAS
officer who was not involved in neither the handling of the case nor the decision-making
process in question.

This OLAS officer examines the analysis carried out and confirms whether or not the
decision-making process that led to the contested decision or sanction should be
reopened.

4.9. Notification of the conclusion to the CAB

If OLAS concludes that the appeal is unfounded, the appellant is informed that the
original decision remains unchanged.

If, however, OLAS concludes that the appeal is well-founded, the decision-making
process is restarted in accordance with procedure P003, taking the new evidence into
account. Once the decision-making process is complete, OLAS notifies the CAB of the
final decision.

4.10. Closure of the appeal

Once the conclusion and/or final accreditation decision has been communicated to the
applicant, the appeal sheet is closed by the quality manager.

5. Referring to the Ombudsman and appeal before the
Administrative Court

If, following an informal appeal to OLAS, a disagreement persists, the CAB may
complain to the Ombudsman attached to the Chamber of Deputies, whose role is to
assist individuals or legal entities contesting a decision by state or local government
bodies, as well as the public institutions under their authority
(http://lwww.ombudsman.lu) (Law of 22 August 2003 establishing an Ombudsman).
The CAB shall then comply with the specific procedure established by the
Ombudsman.

In the event of a legal appeal to the Administrative Court, the appeal will be dealt with
in accordance with the amended Law of 21 June 1999 on procedural rules before the
administrative courts.
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