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1. AMAC/OBJECTIVE

Bu prosediir, ICAS tarafindan yiiriitilmekte olan Helal Belgelendirme hizmetleriyle ilgili olabilecek
itiraz ve sikayetlerin degerlendirilmesi amaciyla hazirlanmustir.

This procedure is prepared for the assessment of objections and complaints about the halal
certification services that are carried out by ICAS.

2. KAPSAM/ SCOPE

Bu prosediir, ICAS tarafindan yiiriitilmekte olan Helal Belgelendirme hizmeti faaliyetleri ve
sonuglari, ilgili organlarin kararlar1 vb. ile ilgili olabilecek itiraz ve sikayetlerin degerlendirilmesine
iliskin usul ve esaslar1 kapsar.

This procedure includes the methods and principles of the assessment of objections and complaints
about the results of halal certification activities, decisions of relevant units etc. during the halal
certification services performed by ICAS.

3. SORUMLULAR/ RESPOBSIBLES

Helal Belgelendirme Miidiirliigii/ Helal Certification Management

Helal Belgelendirme Teknik Sorumlusu/ Halal Certification Technical Specialist

Helal Belgelendirme Itiraz ve Sikayet Komitesi / Halal Certification Objection and Compaint
Committee.

Insan Kaynaklari/ Human Resoruces

4. TANIMLAR/ DEFINITIONS
4.1. Iltiraz / Objection

Itiraz; ICAS’dan Helal Belgelendirme hizmeti alan kisi/kurum/kuruluslarm, kendilerini ilgilendiren
konularda ICAS’1n ilgili birimlerinin almis oldugu kararlara kars1 yaptiklar1 bagvurudur.

Obijection; is the application of the person/foundation/establishment against the decision of relevant
unit of ICAS that gives halal certification service to them.

4.2.  Sikayet / Complaint

Sikayet; ICAS ’in Helal Belgelendirme hizmeti verdigi kisi/kurum/kuruluslarin, ICAS ’dan aldiklar
hizmetlerden veya ICAS ’dan Helal Belgelendirme hizmeti alan kisi/kurum/kuruluslarin iiriin,
hizmet, sistem vb. kullanan/faydalanan veya etkilenenlerin duyduklari memnuniyetsizlikleri ile
ilgili bagvurularidir.

Complaint; is the application about the dissatisfaction of the person/foundation/establishment that
get halal certification service from ICAS or the application the dissatisfaction about the product,
service, system etc. of the foundations/establishments who gets halal certification service from
ICAS.
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5. UYGULAMA/ IMPLEMENTATION

5.1. ltiraz ve Sikdyet Basvurularmmin Kabulii/ Acceptance for The Application of The
Objection And Complaint

Helal Belgelendirme hizmetlerimize iliskin ilgili taraflardan sikayet veya itirazlar sozlii, yazili, mail

ve telefon ile yapilabilir. Sikayet ve itiraz1 alan kisi bahse konu hususu Insan Kaynaklar1 Birimine

yonlendirilir.

Objection or complaints related with halal certification services can be done by phone, mail or in

written. The person who gets the complaint or objection conducts it to the human resources

department

Insan Kaynaklar1 birimi itiraz ve sikdyet basvurularmi bahse konu basvuruyu yapan kurulusla

irtibata gecerek yazili olarak alir. Her bir itiraz veya sikayetin takibi Miisteri Itiraz Sikayet Takip

Formu ile saglanir.

Human Resource department get in contact with the company and take the objection and complaint

application in written and each of objection or complaint followed up by using “Customer

objection complaint follow-up form”

ICAS tarafindan gerceklestirilen Helal Belgelendirme faaliyetlerinin sonuglarina yapilacak
itirazlarin siiresi, kararin teblig tarihinden itibaren 30 (otuz) giindiir.

The time limit, for the objection to the halal certification service activities of ICAS is 30 (thirty)
days beginning from the decision date.

Isim, imza ve adres bulunmayan veya asilsiz ve/veya sahte isim ve imza yapildig1 belirlenen
basvurular isleme konulmaz.

The applications without name, signature and address or false name, false signature and false
address will not be put in process.

5.2. ltiraz ve Sikdyet Basvurularim Degerlendirilmesi / Assessment of Objection And
Complaint Applications

5.2.1 Itirazlarin Degerlendirmesi/ / Assessment of objections

Bagvuru, hizmet alinan konuda olup olmadig , ilgili yonergelerde 6ngdriilen stirelere uygun olarak
yapilip yapilmadigi, islemlerde maddi ve/veya hesap hatasi bulunup bulunmadig: vb. yonlerinden,
gerektiginde basvuru sahibinden ve ilgili diger taraflardan detayli bilgi ve belge de istenerek insan
Kaynaklar1 tarafindan 6n degerlendirmeye tabi tutulur.

Application is investigated about the whether the subject is relevant with the service or not, whether
the time of service is compatible with the stipulated time or not, whether there is mistake in
calculations or not. etc. if it is needed, information or documents can be asked from the customer or
relevant person. The application is taken to pre-assessment by Human Resources after the
investigation.

Bagvuru konusu Helal Belgelendirme faaliyetinde gorev almis personel, degerlendirme siirecinde
yer alamaz.

Staff who was assigned in the Halal Certification activity related to the subject of the application
cannot take part in the evaluation process.
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Helal Belgelendirme hizmetlerine ait itirazlarlarin analizler ile ilgili olanlar1 i¢in asagada belirtildigi
sekilde degerlendirilir.

Objections related to Halal Certification services are evaluated as follows for those related to
analysis.

Analiz sonuclarina yapilan itirazlarla ilgili olarak/ Regarding the objections made to analysis
results;

a) Helal Belgelendirme faaliyetleri kapsaminda, ilgili karar organinda karar alinmadan 6nce, analiz
sonuglarina dair bagvurular, Helal belgelendirme teknik sorumlusu tarafindan degerlendirilerek
gerekli goriildiigiinde analiz tekrari igin ilgili laboratuvara gonderilir. Bagvuru sahibi yazili olarak
bilgilendirilir.

Before taking a decision by the decision committee within the scope of Halal Certification activities,
applications regarding analysis results are evaluated by the Halal Certification technical specialist.
If necessary, it is sent to the relevant laboratory for repetition of analysis. The applicant is informed
in writing.

flgili karar orgaminda karar alindiktan sonra, analiz sonuglarma yapilan ilk bagvuru, Helal
belgelendirme teknik sorumlusu tarafindan degerlendirilerek, gerekli goriildiigiinde analizlerin
tekrar1 i¢in laboratuvara gonderilir. Bagvuru sahibi yazili olarak bilgilendirilir.

After the decision is taken by the decision committee, the first application to analysis results is
evaluated by the Halal Certification technical specialist. If necessary, it is sent to the laboratory for
the repetition of analysis. The applicant is informed in writing.

b) Deney tekrari, kullanilabilecek durumda ise, 6ncelikle laboratuvardaki numune tizerinde yapulir.
Ozelligi ve/veya miktari itibariyle deney tekrari miimkiin olmayan durumda ise, basvuru sahibinden
yeni numune/mevcutsa sahit numune istenir. Bundan sonraki islemler ilgili prosediirlere gore
yuriitiiliir.

If the sample in the laboratory can be used, this sample is given priority for the repetition of the
analysis. If it is not possible to repeat the analysis with this sample due to its characteristics and /
or quantity, a new sample or , if available, a witness sample is requested from the applicant. Then,
subsequent process are carried out according to the relevant procedures.

-insan Kaynaklar1 Birimi tarafindan yapilan 6n degerlendirme sonucunda/ As a result of the
preliminary evaluation made by the human resource department

Bu degerlendirme sonucunda Insan Kaynaklar1 birimi yetkilisi dahilinde ¢oziime kavusturulan
basvurularin sonucu basvuru sahibine bildirilir. Yapilan bagvurularinin  degerlendirilmesi
sonucunda, bagvuru sahibinin hakli bulunmas: halinde yeniden yapilmis olan inceleme/tetkik vb
ve/veya deney ticretleri vb. islemlerden iicret alinmaz. Aksi halde bahse konu iicretler basvuru
sahibinden alinir.

As a result of this evaluation, the result of the applications resolved by human resource department
is notified to the applicant. As a result of the evaluation about the applications made, if the
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applicant is found to be right, no fee is charged for the process such as audit and/or analysis fees
that have been made again. Otherwise, the fees for the relevant process are paid by the applicant.

-Itiraz Konusu basvurunun, ilgili birim tarafindan 6n degerlendirilmesi sonucunda céziime
kavusturulamadigi asagida belirtilen durumlarda, / In cases where the application subject to
objection cannot be resolved as a result of the preliminary evaluation by the relevant unit as the
following

Itiraz bagvurusu Helal Belgelendirme itiraz ve Sikayet Komitesi giindemine alinr.
The objection application is put on the agenda of the Halal Certification Objection and Complaint
Committee.

e Karar organi kararina ait itiraz konusu olmasi durumunda/ In case of objection to the
decision of the decision committee,

e Bagvurunun Insan Kaynaklar1 birimi tarafindan ¢6ziime kavusturulamadig1 durumlarda/

In cases where the application cannot be resolved by the human resource department,

e Bagvuru sahibinin kendisine bildirilen sonucu kabul etmedigi ve talebinde 1srarci oldugu
durumlarda/ In cases where the applicant does not accept the result notified to them and
insists on their request,

e Bagvurunun Insan Kaynaklar1 biriminin gorev, yetki ve sorumlulugu cercevesinde
¢Oziimiiniin miimkiin olmadig: durumlarda/ In cases where it is not possible to resolve the
application within the framework of the duty, authority and responsibility of the human
resource department,

Helal Belgelendirme Teknik Sorumlusu, itiraz ve sikayete ait on degerlendirme sonucu, itiraza konu
ilgili tim ekler (faturalar, dilekgeler, yazigmalar, belgeler, inceleme/tetkik/deney vb. raporlar vb.)
ve karar Onerisi ile birlikte komiteye iletir.

Halal certification technical specialist conducts the result of pre-assessment about objection and
complaint to the committee with suggestion and all attachments (invoices, applications,
correspondence, documents, investigation/ audit)

Komite giindemine sunulan Itiraz bagvurularina ait giindem ve toplant1 faaliyetleri; Helal
Belgelendirme Teknik Sorumlusu tarafindan yiritilir.

Agenda of committee meeting of objection and activities are carried out by the Halal certification
technical specialist.

Helal Belgelendirme itiraz ve Sikayet Komitesi tarafindan alman kararlar, basvuruyu alan ilgili
birim tarafindan Itiraz ve Sikayet Komitesi Giindem Ve Karar Formu iizerinden takip edilir.

The decisions made by the committee of halal certification objection and complaint recorded into
“Objection and Complaint Committee Agenda and Decision Form” and followed-up by the
relevant unit.

Basvuruyu alan Ilgili Birim tarafindan, basvuruya ait komite karari, basvuru sahibine bildirilir.
Decision belongs to application, is delivered to application owner by relavant unit.
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5.2.2 Sikayetlerin Degerlendirmesi / Assessment of complaints

5.2.2.1 ICAS’dan Helal Belgelendirme hizmeti alan kurum/kuruluslarin aldiklari1 hizmetlere
ait sikayetlerinin degerlendirilmesi / The assessment of complaints of foundation / establishment
who get service of halal certification from ICAS

ICAS’dan Helal Belgelendirme hizmeti alan kurum/kuruluslarin, ICAS dan almis olduklar1 hizmete
ait siireclerdeki is ve islemlerden kaynaklanan sikayetlere ait bagvuru; hizmet alinan konuda olup
olmadigi, islemlerde ilgili yonerge, kalite sistem dokiimantasyonuna aykirilik bulunup bulunmadigi
vb. yonlerinden, gerektiginde basvuru sahibinden ve ilgili diger taraflardan detayl bilgi ve belge de
istenerek Helal Teknik Sorumlusu tarafindan 6n degerlendirmeye tabi tutulur.

The application of complaints of the foundation/establishment about the works and activities in
processes during the halal certification services given by ICAS are investigated by the halal
certification technical specialist to determine whether the subject is related with the given service
or not, whether the services have discrepancy with directives and quality system documentation or
not, etc. during this investigation, detailed information or documentation can be asked from the
owner of application and other parties. Pre-assessment is made after the investigation.

Basvuru konusu Helal Belgelendirme faaliyetinde gorev almis personel, degerlendirme siirecinde
yer alamaz.

The personnel who has taken part in halal certification activities relevant with the application, do
not take part in the pre-assessment process of the application.

Sikayet konusu Helal Belgelendirme miidiirliigii tarafindan ¢6ziime kavusturulabilmesi durumunda,
bagvuru sahibine yazili olarak bilgi verilir.

In case of coming to a solution in the complaint by the Halal certification management, the owner
of the application is informed in written.

Sikayet konusunun ilgili birim tarafindan ¢6ziilemedigi asagida belirtilen durumlarda;
In case of situations mentioned below, that the problem cannot be solved by the relevant unit;

e Basvurunun ilgili birim tarafindan ¢6ziime kavusturulamadigi durumlarda,
In case of the problem cannot be solved by the relevant unit.

e Basvuru sahibinin kendisine bildirilen sonucu kabul etmedigi ve talebinde 1srarct oldugu
durumlarda,
In case of the rejection of the owner of application to the result and being persistent of
complaint

e Basvurunun ilgili birimin gorev, yetki ve sorumlulugu ¢ergevesinde ¢6ziimiiniin miimkiin
olmadig1 durumlarda
In case of needing more authorization than the authorization of pre-assessment unit to
investigate the issue

Sayfa5/8




Dokiiman No

HELAL BELGELENDIRME MUDURLUGU Document No | B=-H-PR-008
Yayin Tarihi 01.02.2017
iTIRAZ VE SIKAYET DEGERLENDIRME PROSEDURU |Issue Date e

GLOBAL OBJECTION AND COMPLAINT ASSESSMENT PROCEDURE S:\\//igzigg%;aénhl 15.06.2022 | No | 06

Insan Kaynaklari, itiraz ve sikayete ait 6n degerlendirme sonucu, itiraza konu ilgili tim ekler
(faturalar, dilekgeler, yazigmalar, belgeler, inceleme/tetkik/deney vb. raporlar vb.) ve karar onerisi
ile birlikte komiteye iletir.

The human resources conducts the result of pre-assessment of objection and complaint with
suggestion and all attachments (invoices, applications, correspondence, documents, investigation/
audit) to the committee.

Komite giindemine sunulan sikayet basvurularina ait giindem ve toplanti faaliyetleri; Helal
Belgelendirme Teknik Sorumlusu tarafindan yiiriitiliir.

Agenda of committee meeting about complaints and activities are carried out by halal certification
technical specialist.

Helal Belgelendirme itiraz ve Sikayet Komitesi tarafindan alinan kararlar, basvuruyu alan lgili
birim tarafindan itiraz ve Sikayet Komitesi Giindem Ve Karar Formu {izerinden takip edilir.

The decisions made by the committee of halal certification objection and complaint recorded into
“Objection and Complaint Committee Agenda and Decision Form” and followed-up by the
relevant unit.

Bagvuruyu alan insan Kaynaklar: yetkilisi tarafindan, basvuruya ait komite karari, basvuru sahibine
yazili olarak bildirilir.

The human resoruces officer that gets the application conduct the decision of the committee to the
owner of the application.

5222 ICAS’dan Helal Belgelendirme hizmeti alan kurum/kuruluslarin iiriin ve/veya
hizmetini kullanan/faydalanan veya etkilenen Uciincii taraf kurum/kuruluslarin
sikayetlerinin degerlendirilmesi

Assessment of the complaints of the foundation/establishment and third party
foundation/establishment who is affected by using the services or products that are assessed by
ICAS by means of halal certification service

Sikayet konusu Helal Belgelendirme hizmetinini kullanan/faydalanan veya etkilenen Ugiincii taraf
kurum/kuruluslarin sikayetlerine ait bagvuru; sikayetin hizmet alinan konuda olup olmadigi, sikayet
kapsamina ait bilgi, belge, tirlin vb. igerigi yonlerinden, gerektiginde basvuru sahibinden ve ilgili
diger taraflardan detayli bilgi ve belge de istenerek Helal Teknik Sorumlusu tarafindan 6n
degerlendirmeye tabi tutulur.

The application of complaints of the foundation/establishment or third part
person/foundation/establishment who are using the halal certification services, about the works and
activities in processes during the halal certification services given by ICAS are investigated by the
halal certification technical specialist to determine whether the subject is related with the given
service or not, during this investigation, detailed information or documentation can be asked from
the owner of application and other parties. Pre-assessment is made after the investigation.

Insan Kaynaklar1 tarafindan yapilan 6n degerlendirme sonucunda; sikayete konu helal
belgelendirme hizmeti bulunan kisi/kurum/kuruluslardan kaynaklanan miisteri sikayetleri, helal
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belgelendirme hizmetini veren ilgili kisi/kurum/kuruluslaga yazili olarak bildirilir ve sikayet ile
ilgili yaptigi/yapacagi diizenlemeler/faaliyetler hakkinda bilgi talep edilir.

At the end of the pre-assessment of the complaint by human resource; The
person/foundation/establishment who cause the subject of the customer complaint is informed in
writting and information is demanded for the corrective actions that will be done or planned.

On degerlendirme sonucunda ilgili birim tarafindan alnan karara gore; Sikdyetin onemi esas
alinarak kurulusta tetkik / analiz faaliyetleri gergeklestirilebilir veya normal tetkik tarihinde
kurulusun tetkik edilmesi esnasinda miisteri sikayetlerine iligkin kayitlarin diizenli olarak tutulup
tutulmadigi kontrol edilir.

At the end of the pre-assessment, according to the decision made by the relevant unit; an audit and
analysis based on the importance of the complaint can be planned to investigate the subject in the
relevant establishment. During the audit, the record of customer complaints can be examined to
ensure that they are saved uniformly

Ilgili birim tarafindan gerceklestirlen tiim islemlere ait degerlendirme sonucunda;
uriin/hizmet/analiz hakkindaki sikayete ait yapilan islemlerin sonucu sikayet sahibi kurum/kurulus/
kisilere yazil1 bilgilendirme yapilir.

At the end of the assessment for all activities about product/service/analysis by the relevant unit;
the owner of the complaint is informed in written about the result.

Sikayet konusunun ilgili birim tarafindan ¢6ziilemedigi asagida belirtilen durumlarda;
In case of not coming a solution about the complaint as the situations mentioned below;

e Bagvurunun ilgili birim tarafindan ¢6ziime kavusturulamadigi durumlarda,
In case of the problem cannot be solved by the relevant unit.

e Bagvuru sahibinin kendisine bildirilen sonucu kabul etmedigi ve talebinde 1srarcit oldugu
durumlarda,
In case of the rejection of the owner of application to the result and being persistent of
complaint

e Bagvurunun ilgili birimin gorev, yetki ve sorumlulugu ¢ercevesinde ¢6ziimiiniin miimkiin
olmadig1 durumlarda
In case of needing more authorization than the authorization of pre-assessment unit to
investigate the issue

Insan Kaynaklari, sikayete ait n degerlendirme sonucu, itiraza konu ilgili tiim ekler (faturalar,
dilekgeler, yazigsmalar, belgeler, tetkik/analiz raporlari) ve karar 6nerisi ile birlikte komiteye iletir.
The human resource conducts the result of pre-assessment of complaint with suggestion and all
attachments (invoices, applications, correspondences, documents, audit /analysis reports) to the
committee.

Komite giindemine sunulan sikayet basvurularina ait giindem ve toplanti faaliyetleri; Helal
Belgelendirme Teknik Sorumlusu tarafindan yiiriitiliir.
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Agenda of committee meeting about complaints and activities are carried out by halal certification
technical specialist.

Helal Belgelendirme itiraz ve Sikayet Komitesi tarafindan alinan kararlar, basvuruyu alan Ilgili
birim tarafindan itiraz ve Sikdyet Komitesi Giindem Ve Karar Formu iizerinden takip edilir.

The decisions made by the committee of halal certification objection and complaint recorded into
“Objection and Complaint Committee Agenda and Decision Form” and followed-up by the

relevant unit.

Itiraz ve sikayetle ilgili kararlar oy ¢oklugu ilkesine gore degil oybirligi ilkesine gore almmalidir.
Komisyon, en az biri Islami konular uzmani olmak iizere asgari ii¢ (3) kisiden olusmalidir.
Decisions on objections and complaints should be taken according to the principle of unanimity,
not the principle of majority vote. The commission should consist of a minimum three (3) people, at
least one of whom is an Islamic Affairs specialist.

6. ILGILI DOKUMANLAR/RELATED DOCUMENTS
e itiraz ve Sikdyet Komitesi Giindem Ve Karar Formu/ Objection and Complaint Committee

Agenda and Decision Form
e Miisteri itiraz Sikayet Takip Formu/ Customer objection complaint follow-up form
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