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1. OBJECT

The purpose of this procedure is to document the method established by
EXTERNA SOLUCIONES, S.L. to receive, evaluate and make decisions on
complaints and appeals that may be filed by interested parties in the
certification process.

2. SCOPE

This procedure applies to complaints and appeals received by EXTERNA
SOLUCIONES, S.L. as a Certification Entity.

3. PROCEDURE

Availability of the procedure to interested parties

EXTERNA SOLUCIONES, S.L. makes this procedure available to interested =

parties who request it through its website, communicating this circumstance
to customers expressly through the FO4. 19 Audit Planning

Definitions

Appeal: request of a person or organization that provides, or is, the object
of certification to EXTERNA SOLUCIONES, SL. , for it to reconsider the
decision it has taken in relation to that subject-matter.
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Complaint: expression of dissatisfaction, different from the appeal, presented
by a person or organization to EXTERNA SOLUCIONES, SL., related to
certification activities, for which a response is expected

Preliminary considerations

1) Complaints and/or appeals received shall not give rise to
discriminatory actions against the person submitting them.

2) The decisions that are adopted in relation to the complaints and/or
appeals will not be taken by people who have been involved in their
origin. In this sense, in the case of EXTERNA SOLUCIONES, S.L. the
decisions will be made by an Appeals Committee. The members of
the Appeals Committee of EXTERNA SOLUCIONES, S.L. will be the same
as those of the Committee of Parties of the entity. In other words, the
Parties Committee will act as the Appeals Committee of EXTERNA
SOLUCIONES, S.L. For the purposes of appeals related to audit files of
the RETRAY schemes, the members of the Appeals Committee must
be previously approved by the Management Committee of the scheme.

3) All information obtained and generated during the process of dealing
with complaints and/or appeals will be subject to confidentiality
requirements.

4) Complaints and/or appeals received and the treatment given to them
constitute input elements for the Review by the Management and are
also dealt with at the meetings of the Committee of Parties.

Grievance and Appeals Process

The grievance and appeals process includes the following stages:
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Reception and validation of complaints and appeals

When EXTERNA SOLUCIONES, S.L. receive a complaint or an appeal through
any means, it will be sent immediately to the System Manager.

Next, the latter will document the complaint or appeal in FO5.1 Register of
complaints and appeals, filling in only the information referring to the
issuer of the same, a brief summary of the reason, the person who received
it and the dates of acknowledgment and means of communication. of this

one.

The System Manager will acknowledge receipt of the complaint or appeal
received and will notify the interested party of such circumstance within

seven (7) days following receipt. In this communication of acknowledgment

of receipt, the System Manager will request the client to provide the

information and data that he considers necessary to be able to proceed with

the analysis with all the necessary elements of judgment.

The complaint or appeal will be transmitted together with the information

provided by the issuer of the same to the Appeals Committee of EXTERNA Y
SOLUCIONES, S.L.

Investigation of complaints and appeals

Whether or not to take the complaint or appeal into consideration will be

decided once the corresponding investigation has been carried out and once TN
the information provided by the client has been analysed. This analysis will

be carried out by the Appeals Committee of EXTERNA SOLUCIONES, S.L.

Once the decision on the complaint or appeal has been made, the following

will be done:
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Appeals:

In the event that the appeal comes from a file related to the RETRAY scheme,
the Committee of Parties of EXTERNA SOLUCIONES SL will transfer its
decision to the Appeals Committee of ECOSENSE FOUNDATION, which will
adopt a final decision. The final decision made by the ECOSENSE
FOUNDATION Appeals Committee will be binding, and cannot be modified
by either party to the dispute.

In the event that the appeal does not come from the RETRAY scheme, the
Committee of Parties of EXTERNA SOLUCIONES, SL will study the appeal and
make the final binding decision, which cannot be modified by either party
to the dispute.

Complaints:

The Committee of Parties of EXTERNA SOLUCIONES, SL will study the

complaint and make the final binding decision, which cannot be modified

by either party to the dispute.

In the event of any complaint, EXTERNA SOLUCIONES, SL must inform the

Management Committee of the scheme (in the cases of RETRAY scheme

claims) who will keep a record where the case is described, its resolution

and the owner who generated it. p
The analysis of the causes and results of the investigation will be

documented through FO5.1 Record of complaints and appeals.

Decision on actions to be taken to respond to complaints and appeals
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Once the causes have been analyzed and the investigation has been
carried out, the Appeals Committee of EXTERNA SOLUCIONES, S.L. will
establish an implementation period for the satisfactory resolution of each
complaint or appeal.

The details of the actions to be taken to respond to complaints and
appeals will be documented through FO5.1 Register of complaints and
appeals.

At the same time, and as part of the information process addressed to the
interested party in relation to the progress and result of the treatment of
the complaint or appeal, the System Manager will notify the latter in
writing of the actions to be taken, as well as their deadlines.

Follow-up and registration of complaints and appeals

The Appeals Committee will monitor the implementation of the action or

actions aimed at resolving the complaint or appeal. Such follow-up will be v

documented by the latter through FO5.1 Record of complaints and appeals.

The proposed actions may be entrusted to any of the members of EXTERNA
SOLUCIONES, S.L.

Execution of appropriate actions /

The person assigned by the Appeals Committee will monitor the execution

of the actions aimed at resolving the complaint or appeal. At all times it
will inform the Appeals Committee about the progress and closure of actions.
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The final result will be documented through FO5.1 Record of complaints and
appeals and, in parallel, the end will be communicated in writing to the
interested party by the System Manager.

In the event that the actions implemented are not effective, the person
assigned by the Appeals Committee will be in charge of notifying the
Appeals Committee of this fact, being the person in charge of proposing
new actions, analyzing again -if deemed necessary- the cause of the
complaint or appeal and starting the process over again.

Sanctions

As a result of the analysis of complaints, EXTERNA SOLUCIONES, S.L. may

adopt the following types of sanctions:
- Warning of suspension of certification
- Suspension of certification, coupled with the temporary (temporary)
withdrawal of the rights of use of the certification mark and the

certificate 7

- Withdrawal of certification, coupled with the definitive withdrawal of
the rights of use of the certification mark and the certificate
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