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Postup pro rfeseni stiznosti, odvolani a sporu — prehled pro verejnost

Procedure for dealing with complaints, appeals and disputes — public summary

Ucel

1. Ugelem tohoto prehledu Postupu pro feseni
stiznosti, odvolani a sporu je umoznit klientam
TUV SUD Czech a osobam podavajicim
stiznost porozumeéni zpUsobu, kterym Postup
pro feseni stiznosti, odvolani a sporl v ramci
TUV SUD Czech funguje. Tento dokument
srozumitelnym zplsobem popisuje kroky, které
je tfeba podniknout za uéelem vyiedeni
jakékoliv stiznosti nebo odvolani vznesené
klienty TUV SUD Czech nebo kterymkoliv
kapitalovym Uc¢astnikem (skupinou
kapitalovych Uc¢astnik() zainteresovanym v
certifikaci spotfebitelského fetézce (C-0-C)
zalozenou na systému FSC provadénou
spole¢nosti TUV SUD Czech.

2. Tento postup je zavazny pro fizeni stiznosti,
odvolani a sport, které se tykaiji certifikace
spotfebitelského Fetézce FSC v ramci TUV
SUD Czech. Zaklada se vyhradné na
zasadach platnych pro veskeré aktivity TUV
SUD Czech s. r. 0. a je v souladu s normou
FSC-STD-01-005 V1-0 — Systémem pro feseni
spord FSC a s jinymi pfislusnymi dokumenty
FSC.

3. Objektem stiZnosti mohou byt rozhodnuti
tykajici se certifikace (v€etné odvolani klientd),
ale i jiné aspekty €innosti a stanovisek auditor
spoleg¢nosti TUV SUD Czech v ramci certifikaci
FSC C-o-C.

Postup

UniCredit Bank Czech Republic a.s.
Acc. No. 1168829001/2700 CZK
IBAN: CZ0227000000001168829001
Acc. No. 1168829028/2700 EUR
IBAN CZ4927000000001168829028
SWIFT: BACXCZPP

P 540 - 086 - p1 (2011-02-01)

Legal Representatives:
Jorg Oldorf
Oleg Spruzina

Reg. No. 63987121
VAT No. CZ63987121

Prague Municipal Court, section C, inset 38432

Purpose

This summary of the Procedure is aimed to give TUV
SUD Czech clients and complainants the
understanding of how the Procedure for dealing with
complaints, appeal and disputes work within FSC
Certification Body of TUV SUD Czech. The
document in a transparent way describes the steps
which need to be taken to resolve any complaint or
appeal raised by TUV SUD Czech clients or any
stakeholder (stakeholder group) interested in TUV
SUD Czech FSC chain of custody (CoC)
certification.

This Procedure is binding for the management of
complaints, appeals and disputes concerning the
FSC CoC certifications within TUV SUD Czech. It is
strictly based on principles applicable to all activities
of TUV SUD Czech s. r. 0. and is in compliance with
the standard FSC-STD-01-005 V1-0 FSC Dispute
Resolution System and other relevant FSC
documents.

The complaints may target the certification decisions
(including clients' appeals) as well as other aspects
of the activity and auditors’ approach of TUV SUD
Czech in FSC CoC certifications.

Process
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Stiznosti a odvolani se budou zasilat pisemné
(ve formé e-mailu, faxu, dopisu) na adresu
feditele certifikacniho organu FSC:

TUOV SUD Czech s.r.o.

Vedouci certifikaéniho organu FSC
Novodvorska 994/138

142 21 Praha 4

Ceska republika

info@tuv-sud.cz
Tel.: +420 239 046 800

Fax: +420 239 046 805

Kazda stiznost nebo odvolani bude obsahovat
informace o =zalezitosti, které se tyka, jeji
Casové urceni, objektivni diikazy tykajici se jeji
podstaty a adresu a kontakini informace
osoby, ktera stiznost/odvolani podava.

Odvolani proti rozhodnuti o certifikaci musi byt
podano do 30 dnl od data, kdy bylo plvodni
rozhodnuti u¢inéno

Zaméstnanci TUV SUD Czech kazdou stiznost
a odvolani zaznamenaji a zaeviduiji.

Zaméstnanci TUV SUD Czech pro$etfi obsah
kazdé stiznosti a odvolani a rozhodnou o
zpusobu jejich vyreseni.

TUV SUD Czech poskytne pocatedni reakci
véetné nastinu  prdbéhu  krokl, které
certifikani organ navrhne pro dalSi postup
v feSeni dané stiZznosti nebo odvolani, a to do
14 dnl od obdrzeni dané stiznosti nebo
odvolani.

StiZnost bude spoleénosti TUV SUD Czech
vyfeSena do 30 dn(, nebo pokud se jedna o
obzvlasteé slozity pfipad, do 60 dnll. O vyfizeni
stiznosti bude osoba podavajici stiznost
vyrozuména do 10 dnd od kone¢ného
rozhodnuti stiZnosti.

Vedouci certifikacniho organu (jakozto prvni
instance) mize pouze piné vyhovét odvolani
nebo stiznosti a ucdinit nezbytna opatfeni pro
provedeni napravy. Ve v8ech ostatnich
pfipadech jsou stiZnost nebo odvolani
pfedany druhé instanci a klient je o tom
okamzité vyrozumén.

Druhou instanci je Rada pro certifikaci
(zastoupena predsedou Rady pro certifikaci).
Druha instance muze zménit rozhodnuti prvni
instance.

Stiznost nebo odvolani u druhé instance musi
byt vyfizeny do 30 dnll od pfijeti pfislusnych
dokument( prvni instanci, pfipadné do 60 dnu
ve zvlast obtiznych pfipadech. Stézovatel
bude informovan o vysledku stiznosti Ci
odvolani do 10 dni od konecného rozhodnuti
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Complaints and appeals shall be sent in writing (by
e-mail, fax, letter) to the address of the Head of the
FSC certification body:

TUV SUD Czech s.r.o.

Head of FSC Certification body
Novodvorska 994/138

142 21 Prague 4

Czech Republic
info@tuv-sud.cz

T +420 239 046 800

F +420 239 046 805

Every complaint or appeal shall contain information
on the matter it concerns, time determination,
objective evidence related to the merit and address
and contact details of the complainant.

The appeal against a certification decision must be
filed within 30 days from the date the original
decision was made.

Every complaint or appeal shall be registered and
recorded by personal of TUV SUD Czech.

TUOV SUD Czech personal shall examine the
contents of every complaint or appeal and shall
decide about the way of resolution.

TUV SUD Czech shall provide an initial response,
including an outline of the course of action proposed
by the certification body to follow up the complaint or
appeal, within 14 days from receiving a complaint or
appeal.

The complaint shall be resolved by TUV SUD Czech
within 30 days or within 60 days in particularly
difficult cases. The complainant shall be notified
about the settlement of the complaint within 10 days
from the final decision on the complaint.

The Head of the FSC certification body (as a first
instance) can only accept the complaint or appeal in
full extent and carry out necessary arrangements to
take corrective action(s). In all other cases the
complaint or appeal is submitted to the second
appeal authority and the claimant is informed
immediately.

The second appeal authority is the Certification
Council (represented by the Chair of the Certification
Council). The second stage appeal authority can
change the decision of the first appeal authority.

The complaint or appeal on the second stage shall
be decided within 30 days from the receipt of
background documents by the first appeal authority,
respectively within 60 days in particularly difficult
cases. The complainant shall be notified about the
settlement of the complaint or appeal within 10 days
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o stiznosti ¢i odvolani.

14. Rada pro certifikaci mize zménit, zrusit nebo
potvrdit rozhodnuti vedouciho certifikac¢niho
organu. Rozhodnuti druhé instance je konecné
a zavazné pro obé strany.

15. Pokud neni stézovatel spokojeny
s rozhodnutim organu druhé instance, pfi
kterém byl plné uplatnén Postup pro FfeSeni
stiznosti, odvolani a sporti spoleénosti TUV
SUD Czech nebo pokud neni st&Zovatel
spokojeny s pribéhem FeSeni jeho stiznosti
spoleénosti TUV SUD Czech, nabizi se
stéZovateli mozZnost obratit se se svou
stiznosti na fizeni FSC pro feSeni sporu.

16. Kazda nekonsensualni situace mezi osobou
podavajici stiznost a TUV SUD Czech vytvari
spor. Spory se budou feSit pokud mozno
pratelskou dohodou. Formalni feSeni spor(
pfislusnymi kompetentnimi organy je posledni
volbou.

17. Obé strany ucCastnici se sporu souhlasi, ze se
budou Fidit platnymi postupy za ucelem
vyfeSeni sporu. Spor mlze byt vznesen u
mezinarodni organizace FSC:

Forest Stewardship Council

Charles de Gaulle Str. 5
53113 Bonn
Némecko

Tel.: +49 (0) 228 367 66 0
Fax: +49 (0) 228 367 66 30

Mlze byt také podan online na adrese
http://www.fsc.org/dispute-resolution-
form.html. Spor je poté vyfeden v souladu s
normou FSC-STD-01-005 V1-0 — Systémem
pro feSeni spord FSC a s jinymi pfisluSnymi
dokumenty FSC.

18. Veskera puvodni rozhodnuti spoleénosti TUV
SUD Czech zustavaiji v platnosti, dokud nejsou
stiznosti nebo odvolani vyfeSena spolecnosti
TUV SUD Czech nebo jinym pFisludnym
kompetentnim organem.

19. Tento Postup je povahou vefejny dokument a

je kdispozici ke staZeni na adrese www.tuv-
sud.cz a kdokoliv ma pravo pozadat o jeho
zaslani.

20. DalSi relevantni dokument pro feSeni stiznosti,
odvolani a sporu v oblasti certifikace FSC je
FSC-STD-01-005 V1-0 — Systémem pro feSeni
sporu FSC, ktery je k dispozici ke stazeni na
adrese http://www.fsc.org/dispute-
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from the final decision on the complaint or appeal.

The Certification Council can change, cancel or
confirm the decision of the Head of the CB. The
decision of the second instance is final and binding
for both parties.

If the complainant is still not satisfied with the
decision of the second stage authority after the full
implementation of the TUV SUD Czech’s Procedure
for dealing with complaints, appeals and disputes or
the complainants is not satisfied with the process of
its complaint resolution by TUV SUD Czech, the
complainant is offered the opportunity to refer their
complaint to FSC’s dispute resolution process.

Every non-consensual situation between the
complainants and TUV SUD Czech is a dispute.
Disputes shall be settled preferably in an amicable
way, by negotiations. The formal resolution of
disputes by appointed authorities is the last option.

Both parties involved in a dispute shall agree to
follow the applicable procedure to resolve the
dispute. A dispute can be raised with the FSC
International organization:

Forest Stewardship Council

Charles de Gaulle Str. 5
53113 Bonn
Germany

T +49 (0) 228 367 66 0
F +49 (0) 228 367 66 30

It can also be done online at
http://www.fsc.org/dispute-resolution-form.html. The
dispute is then resolved in compliance with the
standard FSC-STD-01-005 V1-0 FSC Dispute
Resolution System and other relevant FSC
documents.

All original decisions of the TUV SUD Czech remain
in force until the complaints or appeal is settled by
TUV SUD Czech or another appointed authority.

This Procedure is a public document and shall be
available for downloading at www.tuv-sud.cz and
shall be sent to anybody upon request.

The other relevant documentation for with
complaints, disputes and appeals for FSC
certification is FSC-STD-01-005 V1-0 FSC Dispute
Resolution System that can be downloaded at
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resolution.html. http://www.fsc.org/dispute-resolution.html.

Pokud budete mit zajem o jakekoliv dalsi Should you have any further question, please
informace, kontaktujte prosim TUV SUD contact TUV SUD Czech at:
Czech na adrese:

. . TUV SUD Czech s.r.o
TUV SUD Czech s.r.o.

Forest and Timber Department

Oddéleni pro dfevozpracujici primysl Novodvorska 994/138
Novodvorska 994/138 142 21 Prague 4
142 21 Praha 4 Czech Republic

Ceska republika

info@tuv-sud.cz

info@tuv-sud.cz T +420 239 046 800
Tel.: +420 239 046 800 F +420 239 046 805

Fax: +420 239 046 805

P 540 - 086 - p1 Strana 4 (celkem 4)


http://www.fsc.org/dispute-resolution.html
http://www.fsc.org/dispute-resolution.html
mailto:info@tuv-sud.cz
mailto:info@tuv-sud.cz

	Postup pro řešení stížností, odvolání a sporů – přehled pro veřejnost
	 Procedure for dealing with complaints, appeals and disputes – public summary
	Účel
	Postup

