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1. Llen Ha npouegyparta

Llenta Ha npouegypata e pga onpegenu peja 3a
pasrnexaaHeTo Ha MoCTbMUMUTE Xanbu 1 Bb3paKeHUs!, KbM
OpraHusatopa Ha usnuTBaHuMsi 3a npurogHoct MTC
Bwnrapus npu NTC Bbnrapusa O0.

2. O6xBart

B obxeata Ha npouegypata ca BCUYKM [EWHOCTU MO
peructpvpaHe n obpaboTBaHe Ha NOCTLAMMUTE Xanbu n
Bb3paXKeHUs.

3. OTroBopHOCTH

YnpaButen
e pasmmexaa W aHanuaupa [Jokasartencrsara U

B3MMa  pelleHune 3a npeanpuemMaHe Ha
no-HaTaTbLUHN AENCTBUS
o onpegensa 4neHoseTe Ha KOMUcCUATa

OTroBOpPHMK Ka4ecTBO

e peructpupaHe nornyyeHara xanbu u BbapaxeHus;

e yBedomsiBA nojaTtens 3a BXOASLWMS HOMep OT
perucTbpa

e  npenaBaHe nony4yeHuTe [OKYMEHTU 3a
pesontouus oT YNpaBuUTENs Ha APYXECTBO;

e  apxuBMpa AOKYMeHTauusTa CBbp3aHa C xanéute
1 Bb3paxXeHusi, crnep npukIoyBaHe

PbkoBoguTen OUN

®  U3MbIIHEHWE Ha MpaBunarta no OTHOLIEHUE Ha
ynpaeneHue Ha xanbu n Bb3paxeHusaTa,

e rogabpxaHe Ha KOHTAKTM U OOMeH Ha
WHOPMaLMsi CbC 3auMHTepecoBaHWTe CTpaHu
(koMuCUM, KNNEHTK)

e  cnasBaHe Ha MOBEPUTENHOCT 3a Bb3PaXeHUsTa,
Haco4YeHN CamMo KbM JIMYHOCTU;

YneHoBe Ha KoMucusaTa no Bb3paxeHusiTa
e rnpernexaar JOKyMeHTUTe
4. leHoCTUN

4.1. PeructpupaHe Ha Xaném u

Bb3paxeHus

nocrenunnTe

OpraHusaTtopa Ha wusnuTBaHuAa 3a npurogHocTt [TC
Bbnrapus npu MNTC Bwvnrapua OO[ pa3srnexaga camo
nogageHutTe B nMcMeHa dopma xanbu u Bb3paxeHus C
HeobxogumaTta o6ocHOBKA W TOYHO uAeHTudMUMpaH
nogaten. OTroBOPHMK Ka4eCTBO Mprvema BCUYKM MOCTBNNUMN
Xanbwv n Bb3paxeHus u rv peructpupa B @ 7.6-1 Pernctbp
3a MOCTBLMNUNUTE XKanbu 1 Bb3paXeHusi, KaTo yBeAoMsBa
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1. Objectives

The purpose of the procedure is to determine the procedure
for considering complaints and objections received by the
PT Provider PTS Bulgaria.

2. Scope

The scope of the procedure includes all activities related to
registering and processing received complaints and
objections.

3. Responsibilities

CEO
e reviews and analyzes the evidence and decides
on further action
e  designates the members of the committee

Quality Manager

e  register the received complaints and objections;

e notify the sender of the incoming number from the
register

e  submit the received documents for resolution by
the Company Manager;

e archive the documentation related to
complaints and objections, after completion

the

Head of the PT
e implementation of the rules regarding the
management of complaints and objections,
e  maintaining contacts and exchanging information
with stakeholders (commissions, clients)
e respecting confidentiality for objections addressed
only to individuals;

Members of the Objections Committee
e  reviewing the documents

4. Activities

4.1. Registration of received complaints and appeals

PT Provider PTS Bulgaria considers only complaints and
objections submitted in writing with the necessary
justification and a precisely identified sender. The quality
manager accepts all received complaints and objections and
registers them in F 7.6-1 Register of received complaints
and appeals, notifying the person who filed the complaint or
objection of the received number in F 7.6-1 Register of
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Ilvueto nopjano peknamauusTa WNM Bb3paXeHUETo 3a
nonyyexHusi Homep B ® 7.6-1 Peructbp 3a noctbnunute
Xanbu M Bb3paxeHus. YBegomsiBa ce MW 3acerHatus
KMWEeHT 3a nonyyeHata kanba wnu  Bb3paxeHue.
Peructpupanute xanbu n Bb3paxeHns ce npejasaT Ha
Ynpasutensi.

4.2 PasrnexpgaHe Ha xantu 1 Bb3paxeHusTa
4.2.1 PasrnexaaHe Ha Xanom

OTroBOpHMK KayecTBO CbOMpa BCUYKM [OOKasaTencTea BbB
Bpb3Ka CbC CbOTBETHATa anba WnM Bb3paKeHne u M
npedaBa Ha YnpaBuTens. YnpaBuTenaT, NpUBMMYa BbHLUEH
He3aBMCUM eKcrnepT B obnacTTa KosiTo e nogageHa xanbara
3a fa npernega usnara HanvyHa Hopmauus, aHanusupar
npeacTaBs  [okasaTencTBa W B3eMe  peLleHve 3a
npeanpveMaHe Ha no-HaTaTblUHW AelCTBUS. 3asBuTens ce
yBeoMSsBa NMMCMEHO.

>Kan6ute, noctbnunm cpeLly OeyiHocTTa Wnu  Heros
cnyxuten ce pasmexgar oT He3aBuCcuM ekcnept B
obnactTa KosATo e nogapeHa anbara. CJ'Iy)KVITeJ'IF!T, KOWTO
nMa npako OTHOoWweHWe KbM nocTbhnunata Xanba, naea
nMcMeHa I/IHCbOpMaLl,I/IFI no BbMpoCUTE 3acerHatn ot
nogarens.

Cnen aHanusvpaHe Ha [JokasaTtencreaTta, cbbpaHu B
npoueca Ha npoy4yBaHe, YnpaBWUTENST Ce NpousHacs B
NUCMEH BMA NO OCHoBaTenHocTtTa . B cpok ot 15 gHu ot
peructpupaHe Ha >xanbata, nogaTtensi 6mea nHdoOpMUpaH ¢
nvcMmo 3a pesynTaTuTe.

YKanbute nocTbnNunM cpelly AeNWHOCTTa Ha pasnuyHuTe
HanpaBneHusi, BKITKOYUTENHO U OT CTPaHa Ha TeXHU KINEHTU
ce pasmexgar oT YnpaBuTenss Ha [OPYyXeCTBOTO W
OTroBopHuK kavecTBo. AKO € Heobxoammo, ce MU3UCKBa OT
nogatenss 3anuc, 4e xanbata e pasrnegaHa ot
opraHusaumsTa, oT KosTo ce Xanea.

Cnen adHanusvMpaHe Ha fokasaTtencreaTta, CbOpaHu B
npoueca Ha npoyyBaHe, YMpaBuTenst ce nNpousHacs B
NUCMeEH BMA MO OCHoBaTenHocTTa n. B cpok oT 15 gHum ot
peructpyvpaHe, nogatens ce uWHdopmmMpa € nMcMmo 3a

pesynTartuTe OT pasrnexaaHeTo M.

4.3.2 PasrnexaaHe Ha Bb3paxeHus
4.3.2.1 CbcTaB Ha KOMUCUSATA NO Bb3paXXeHUATa

KomucusTa no Bb3paxeHusiTa € B He4YETEH CbCTaB OT TpUMa
ynena. [lpegcepaten Ha komucusATa € npaBocrnocobeH
topuct. OcTaHanuTe 4YneHoBe Ce  OMpeaensatr  oT
YnpasuTens, kato Te Tpsbsa ga nokpusaTt Heobxogumara
KOMMNETEHTHOCT 3a pa3rnexgaHe Ha Bb3paxeHueTo. [pu
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received complaints and appeals. The affected client is
also notified of the received complaint or objection.
Registered complaints and objections are submitted to the
Manager.

4.2 Handling complaints and appeals

4.3.1 Handling of complaints

The Quality Officer collects all evidence in connection with
the relevant complaint or objection and submits it to the
Manager. The Manager engages an external independent
expert in the field in which the complaint was filed to review
all available information, analyze the presented evidence
and decide on further action. The applicant is notified in
writing.

Complaints filed against the activity or its employee are
reviewed by an independent expert in the field in which the
complaint was filed. The employee who is directly related to
the received complaint provides written information on the
issues affected by the submitter.

After analyzing the evidence collected in the investigation
process, the Manager makes a written decision on its
merits. Within 15 days of registering the complaint, the
submitter is informed by letter of the results.

Complaints filed against the activities of the various
directions, including from their clients, are reviewed by the
Company Manager and the Quality Officer. If necessary, a
record is required from the submitter that the complaint was
reviewed by the organization from which the complaint is
filed.

After analyzing the evidence collected during the
investigation process, the Manager shall rule in writing on its
merits. Within 15 days of registration, the submitter shall be
informed by letter of the results of its examination.

4.3.2 Consideration of appeals

4.3.2.1 Composition of the appeals committee

The Appeals Commission is composed of an odd number of
three members. The chairman of the commission is a
qualified lawyer. The remaining members are appointed by
the Manager, and they must cover the necessary
competence for examining the objection. When forming the
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ccopmumpaHe Ha Komucusita no Bb3paxeHusiTa 3a BCEKM
KOHKpeTeH cryyaw yyacTHuuuTe ce 3anuceat B @ 7.6-2
CBMKaHU KOMUCUU NO Bb3paXeHUATa.

UneHoBeTe Ha KomucusaTa no Bb3paxeHusita He nony4asar
Bb3HarpaxaeHue 3a ydacrtue B paGOTaTa n. B cbcTaBa Ha
KOMUCUATa He MoraTt Aa ydacTteat nuvua, B3enu y4yactue B
OEeNHOCTU, YunTo AOKYMEHTU Ce pasrnexaar.

4.3.2.2 PelweHus 3a Bb3paxeHus

Bb3 ocHoBa Ha craHoBuweto Ha Komwucma  no
Bb3PaXKeHNATa, KOETO € OKOHYaTenHo, PbKoBOAMTENAT Ha
OWUIM cvobpassiBa fgenctBusaTa cu. [pu Bb3HWKBaAHE Ha
CMOPHY Cryyan Mexay CcTpaHuTe, Te ce peluasaT Ha Aobpa
BoMnsA. AKO He ce MOCTUrHe cbrnacue, CTpaHuTe ce OTHacAT
KbM CbAa 3a pellaBaHETO WM, CbINACHO CKIMIoYeHUTe
[OroBopM MO peda Ha agMUHWUCTPATMBHOMPOLIECYanHus
kogekc (AlK). B cpok ot 15 gHu, OTroBOPHWUK KayecTBO
yBegoMsiBa nojatenuTte Ha Bb3paXeHWEeTO MUCMEHO 3a
pelieHneTo. Beuukn pelleHns ce ce AokymeHTupar B ®
7.6-3 Tlpotokon 3a pelweHWe Ha KomucusitTa no
Bb3paXeHusTa.

4.4 [locTbn A0 Xanbu N Bb3paxeHusi

Ooctbn o peknamauumMTe U Bb3paXeHUsiTa ce nonyyasa
crieq nogaBaHe Ha nMNUCMeHo 3asierieHne @ 7.6-4
3asiBneHMe 3a AOCTbN A0 Xanbu u Bb3paxeHus K
pa3pelueHne oT Ynpasutens. pu nonyyeHo paspelueHune
3a JOCTbM, C TAX ce paboTM camo B MOMeLLeHusiTa Ha
OpPYXXecCTBOTO.

B cnydyan, 4ye goctbna e nouckaH oT TpeTa CTpaHa, KoeTo e
CBbp3aHO C onasBaHe Ha nosepuTenHoctTa OpraHusartopa
Ha nanuteaHmA 3a npurogHoct MNTC Bbnrapus npu MNTC
Bbnrapus OOl un3nckBa npeaBapuTENHOTO Cbrracue oT
KnueHTta. Mpn oTkas, 4OCTLNBT HE ce pa3peLuasa.

5. CunbTcTBaWwm chopmynsipm

e @ 7.6-1 Peructbp 3a nocrbnunute Xxanou u
Bb3paXeHus

e @ 7.6-2 CBMKAHN KOMUCUM MO Bb3paxKeHUsTa
@ 7.6-3 MNMpoTokon 3a pelleHne Ha KoMUcusaTa
no Bb3paxeHusiTa

e @ 7.6-4 3asBneHue 3a AOCTbLN A0 Xanbu u
Bb3paXeHus
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Objections Commission for each specific case, the
participants are recorded in F 7.6-2 Convened Objections
Commissions.

The members of the Objections Commission do not receive
remuneration for participation in its work. Persons who have
taken part in activiies whose documents are being
examined may not participate in the composition of the
commission.

4.3.2.2 Decisions on appeals

Based on the opinion of the Objections Commission, which
is final, the Head of the PT Provider takes into account his
actions. In case of disputes between the parties, they are
resolved in good faith. If no agreement is reached, the
parties refer to the court for their resolution, in accordance
with the concluded contracts under the Administrative
Procedure Code (APC). Within 15 days, the Quality Officer
notifies the submitters of the objection in writing of the
decision. All decisions are documented in F 7.6-3 Minutes
of the decision of the objection committee.

4.4 Access to complaints and appeals

Access to complaints and objections is obtained after
submitting a written application F 7.6-4 Application for
access to complaints and appeals and permission from
the Manager. If access permission is received, they are
worked with only on the premises of the company.

In the event that access is requested by a third party, which
is related to the protection of confidentiality, the PT Provider
requires prior consent from the Client. In case of refusal,
access is not allowed.

5. Accompanying forms

e F 7.6-1 Register of received complaints and
appeals
F 7.6-2 Convened Objections Commissions
F 7.6-3 Protocol of the decision of the
objection committee

e F 7.6-4 Application for access to complaints
and appeals
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