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1. SVRHA /PURPOSE

Efektivna odluka o prigovorima i Zalbarma vafno je sredstvo zadtite Agencije, njenih klijenata 1 drugih

korisnika ocjenjivanja usaglafenosti protiv grefaka, propusta, ili nerazumnog ponaganja. Povierenje u

aktivniosti ocjenjivanja usaglagenosti obezbjedeno je ondakada su prigovori i Zalbe adekvatno obradeni
Effective resolution of objections and appenis is aft imporaais means of protecting the Agency,
its clientts, aid other users of coRfOrmity assessient ay ifnst errors, omissions, oF urtredsofable
behavior. Trust it coftforimdty assessment aotivities {s ensured when objections amnd appeaisare
adequately processed.

2. VEZA SA DRUGIM DOKUMENTIMA / CONNECTION WITH OTHER DOCUMENTS

UAES 2055-2:2021

OIC/SMIIIC 2: 201% - Halal products - Part twao: General Requirements for Halal Certification BEodies
EaS EN ISO/IEC 17065:2013: Ocjenjivanje usaglafenosti, Zahtjewl =za tijela koja certificiraju
proizvode, procese fusluge

ISOFIEC 17021-1:2015 - Conformity assessment — Require ments for bodies providing audit and
certification of management systems — Part L Requirements

3. ODGOVORNOSTI/ RESPONSIBILITIES

Odgovornosti za provodenje pojedinih aktivmosti iz owve Procedure utwrduje Agencija, Ukoliko
odgovornost 1 ovladtenie nije navedeno uz pojedinadm odredbu, odluku o odgovornosti donosi direktor
Agencije,
Responsibilities for the implementation of certain activities from this Procedure are determined by the
Agency. If the responsibility and authorization are not specified with the individual provision, the
decision on responsibility is made by the director of the Agency.

4. TERMINIIDEFINICIJE/ TERMS AND DEFINITIONS

Za potrebe ovog dokurmenta koriste se termind 1 defhicije sadrZani u standardima OIC/ SMIIC 2, [SO/1EC
17021, IS0/1EC 17065, ISCYIEC 17000,
For the purposes of this document, the terms and definitions contained in the standards: OfC/SMITEC 2,
ISOAEC 17028, IS0/TEC 17065, and I50/TED 17000 are wsed.

5. ELEMENTI R]EEAVAN]A PRIGOVORA I ZALBI / THE ELEMENTS AND METHODS OF
RESOLVING APPEALS AND COMPLAINTS

Procedurarjesavanja prigovora i Zalbi obuhvata sljedece elemente i metode:
1. proces primanja, validacija i istraZivanje Zalbe i prigovora, kakobi se odluéilo koje mjere
treba poduzeti kao odgovor na Zalbe ili prigovor;
2. pracenje isnimanie Zalbe, ukljucujuci i radnje koje se preduzimaju kao odgovor na njib;
3. osiguranje dasu poduzete odgovarajuce korekcije i korektivne mjere.

The procedure for handling complaints and appeals includes the following elements and methods:
1. the process of receiving, validating, and investigating a complaint or objection, in order to
decide what action showld be talen in response to the complaint or objection,

2. monitoring and recording complaints including actions taken in response to themy

3. ensuring that appropriate corrections and corrective measures are talken.

6. PROCEDURA RJESAVANJA ZALBI I PRIGOVORA/ 6. PROCEDURE FOR RESOLVING
COMPLAINTS AND COMPLAINTS

Swe aplikacije u slucaju Zalbi i prigovoranausluge halal certificiranja trebaju se dostaviti Agenciji.
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All applications in the case of appeals and complaints to hala! certification services should be submitted
to the Agency.

6.1. PROCEDURA R]EEAVAN]A iALBI;" APPEALS RESOLUTION PROCEDURE

Komitet zarjefavanje prigovorai zalhi jenadleZan zarjed avanje pristiglih Zalbina rad Agencije iusluge
halal certificir anja.
The Committee for Complaints and Appeals is responsible for resolving appeals received about the
work of the Agency and halal certification services.

Komitet za rjefavanje prigovora i Zalbi se sastoji od tri (3] ¢lana od kojih je najmanje jedna osoba
ekspert za islamska pitanja. Odluke se moraju donijeti jednoglasno,
The Committee for Complaints and Appeals consists of three (3} members, at least one of whom is
an expert on lslamic issues, Decisions must be made unanimousiy

Dabi osigurala da ne postoji sukob interesa, Agencija mora osigurati da dancowi Komiteta nisu osobe
koje su pruZale konsultantske usluge za klijenta ili koji su bili zaposleni kod klijenta, a u periodu od
dwije godine nakon zavrietka konsultacija ili zaposlenja.
In order to ensure that there is no conflict of interest, the Agency is ensuring that the members of
the Committee are not persons who provided consulting services for the client or who were
ermploved by the client and within a period of two years after the end of the consultation or
grrgployment.

Agencija je duna da osigura da sva ukljutenalicau procesu riefavanja Zalbi se raglikuju od onih koji
su sprovodili audit i donosili Odluke o certifikaciji
The Agency is responsible for ensuring that the persons engaged in the appeals-handling process
are different from those who carried out the audits and made the certification dedsions.

Podnofenje, istraga i odlucivanje po Zalbi nede rezultirati diskriminatornim radnjama protiv
podnosioca Zalbe.
Submission, investigation, and decision on appeals shall not result in any discriminatory actions
ageinst the appellant.

Nakon zaprimanja Zalbe Agencija je odgovorna za prikupljanje i pr ovijeru svih potrebni informacija za
validaciju Zalbe.
After receiving the appeal The Agency is responsible for gathering and verifying ofl necessary
information to validate the appeal.

Agencija ¢e potvrditi prijem Zalbe i dostaviti podnosioou Zalbe izvieitaje o napretku irezultat Zalbe.

The Agency shall actmowledge receipt of the appeal and shall provide the appellant with progress
reports and the result of the appeal.

Odluku koja se saopétava podnosioou Zalbe e donijeti, ii ce je pregledati i odobriti osobe koje ranije
nisu bile ukljucene u predmet Zalbe.
The decision to be communicated to the appellant shall be made by, or reviewed and approved by,
individual{s} not previously involved in the subject of the appeal

Agencija ¢e na kraju procesa pis menim putem obavijestiti podnosioca Zalbe o ishodu procesa Zalbe.
The Agency shall give formal notice to the appellant of the end of the appeals handling process.

6.2. PROCEDUEREA R]EEA’E-’AN]A PRIGOVORA / COMPLAINT RESOLUTION PROCEDURE

Agencija ima regulisan proces za primanie, vwrednovanje i donofenje odluke o prigovorima. Agencija
zapisuje ipratiprigovore, kao i mjere preduzete da se one rijede.
The Agency has a regulated process for receiving, evaluating, and deciding on complaints. The
Agency records and monitors complaints, as well as the measures talken to resolve them.
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Prigoworikoje se odnose nahalal certificirane klijente se dostavljaju Agenciii

Agencija ée osigurati da se poduzmu odgovarajuce korektivne mjere.
Complaints related to halal-certified clients are submitted to the Agency.

Po prijemu prigovora, Agencija utsrduje dali se prigovor odnosina aktivmosti certificiranja, odnosno
klijentakojeg je Agencija certificirala, Ukoliko se radi oklijentu kojeg je Agencija certificir ala, Agencija
e razmotriti prigovare,
[Tpon receipt of the complaint, the Agency determines whether the complaint relates to certification
aolivities, that is, to the client certified by the Agency. If it is a client certified by the Agency, the
Agency will consider complaints,

Agencija ée prikupii i verificirati sve neophodne informacije (koliko je to moguce ] radi napredovanja
riefavanja prigovora. Swaki validan prigovor o svom klijentu Agencija ¢e dostawiti i certificirancom
klijentu u odgovarajuce vrijeme i ukoliko je to moguce ¢ obzirom na okanosti koje se odnose na
prigovor,
The Agency will collect and verifyy cll necessary information {to the extent possible} in order to
progress the resolution of the complaint. The Agency will deliver every valid complaint about its
client to the certified client at the appropriate time and if possible considering the droumstances
related to the complaint.

Proces rjed avanja prituzbiukljucuie najmanie sljedece elemente i metode:
a] pregled procesazaprijem, validaciju, istragu prituzbe i za odlucivanjekojeradnje treba preduzetikan
odgovor nanju;
b] pragenje 1 evidentiranje prituzbi, ukljuéujudi radnije preduzete kao odgovor na njik;
o] osigurava da se poduzmu swve odgovarajuce ispravke i korektivne radnje.
The complaints-handling process shall include at least the following elements and methods:
i)} an outline of the process for receiving, validating, investigating the complaint, and for deciding
what actions need to be taken in response to ity
b} tracldng and recording complaints, including actions undertalen in response to themy
o} ensuring that any appropriate correction and corrective action are taken

Odluku koja e biti saopétena podnosioo Zalbe ée donijeti, ilice je pregledatii odobriti pojedinacie] koji
ranije nisu bili ukljuceniu predmet Zalbe,
The decision to be communicated to the complainant shall be made by, or reviewed and approved by,
individual{s] not previously involved in the subject of the complaint.
Agencija ée zajedno sa certificiranim klijentom koji je bio predmet Zalbe i/1i prigovorate podnosiocem
zalbe odluditi daliiu kojoj mjeri e se rjedeni slucaj objawviti u javnosti
Togetherwith the certified client who was the subject of thecomplaint and the complainant, the Agency
will decide whether and to What extent the resolved case will be made public,

7. PRILOZI/ADVERBS

1] CE-16-01 Evidericija prigovora i Zalbi
2] OEB-16-02 Godi#Enja evaluacija prigovora i Zalbi
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