Reklamacni rdd / Complaints Rules Procedure

Postup pro feSeni stiznosti a reklamaci Procedure for settlement of claims and complaints
zakazniki, obchodnich partnert ¢&i jinych stran reported by customers, business partners or other
spolupracujicich se spoleCnosti ALS Czech parties cooperating with the company ALS Czech

Republic, s.r.o. Republic, s.r.o.

e Vyfizovani stiznosti ¢i reklamaci se provadi
podle organizacni spolecnosti
Rizeni reklamaci a pozadavki zakaznika

smérnice

e Stiznost, resp. reklamace je podana
telefonicky, faxem, elektronickou ¢i béznou
posStou - pfrijimaji je Sekce Client Services
Departmentu nebo Quality
kontakty nize).

Utvar (viz

e Do 4 hodin od pfijeti reklamace je zdkaznik
informovan o prijeti stiznosti, do 3
pracovnich dnu je seznamen s feSenim
stiznosti  resp. reklamace v pfipadech
nevztahujicich se k analytickym vysledkam,
do 5 pracovnich dnu je zakaznik seznamen
se zpusobem feSeni reklamace v pfipadé
prezkoumani vysledkd.

zpusobem feSeni

e Pokud =zakaznik

stiznosti Ci reklamace nesouhlasi, postoupi

se

se pripad spolu se stanoviskem zakaznika k

navrhovanému feSeni vedoucimu utvaru
Environmental nebo Food & Pharmaceutical

ALS Czech Repubilic, s.r.o.

e Vedouci utvaru rozhodne o feSeni stiznosti
a naslednych napravnych opatrenich do 15
dnd od prevzeti podkladd od vedouciho
prislusného oddéleni.

e Zikaznik je vzdy pisemné informovan o
vyreseni stiznosti resp. reklamace.

Claims and complaints are settled pursuant to
the organizational standards titled as
“Complaints and Client request solution”.

Claims/ complaints shall be placed/ reported
either by phone, fax, e-mail or by regular mail -
claims/ complaints are accepted by, Client
Services Department Sections or Quality Unit
(see contacts below).

Customer shall be informed about receipt of
the claim/ complaint within 4 hours after
receiving of claim / complaint. Not later than
within 3 working days the customer shall be
informed about settlement of claims/
complaints not related to analytic results,
within 5 working days for claims/ complaints
concerning revision of results.

Should the customer disagree with the outcome
of claim/ complaint settlement, the case is
(together with the statement
regarding proposed settlement) escalated to
or Food & Pharmaceutical ALS

customer

Environmental
Czech Republic, s.r.o. Unit Managers.

Unit Manager shall decide on settlement of the
claim/ complaint and follow-up corrective
actions within 15 days after he received all the

information from appropriate DM.

Customer shall be informed in writing about
outcome of his claim/ complaint settlement.
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ALS

Kontakt pro podavani stiznosti a reklamaci:

Environmental

ALS Czech Republic s.r.o.

Na Harfé 336/9, 190 00 Praha

Tel.: 226 226 228

E-mail: customer.support@alsglobal.com

Food & Pharmaceutical

ALS Czech Republic s.r.o.

Na Harfé 336/9, 190 00 Praha

Tel.: 226 226 998

E-mail: czsupport.food@alsglobal.com

Contact for reporting claims/ complaints:

Environmental

ALS Czech Republic s.r.o.

Na Harfé 336/9, 190 00 Praha

phone: +420 226 226 228

e-mail: customer.support@alsglobal.com

Food & Pharmaceutical

ALS Czech Republic s.r.o.

Na Harfé 336/9, 190 00 Praha

Tel.: +420 226 226 998

E-mail: czsupport.food@alsglobal.com
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