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The UCA International Users Group testing sub-committee recognizes that disputes and complaints will occasionally arise. This document defines the dispute and complaint resolution procedures.

Disputes and complaints derive from the following sources:

· Testing organization disputes results of accreditation audit (either initial or periodic)
· Testing organization disputes results of the UCA evaluation of a specific test

· Vendor disputes results of testing organization

· Vendor disputes validity of a specific UCA test procedure
· User issues complaint based upon claim of an invalid certificate

· User issues complaint based upon inadequacies of the testing procedures

· Defects discovered during a quality audit

Each of these disputes and complaints has a separate resolution procedure.

Testing organization disputes results of accreditation audit

This case is the result of a testing organization failing an audit. Upon written notification from the testing organization, UCA shall:
· Document the receipt of the dispute

· Request clarification, if necessary, of the specific issue leading to the dispute

· Provide a written response to the testing organization within 14 days specifying:

· The procedure, rule, or specification which has been violated

· The specific remedy which is sought by UCA to bring the testing organization into compliance

· The required time for UCA to evaluate a rebuttal by the testing organization

The testing organization response will be evaluated by UCA in a non-discriminatory manner based upon past dispute resolutions with other testing organizations.
Testing organization disputes results of the UCA evaluation of a specific test

This case is the result of a UCA decision to not grant certification of a specific product. Upon written notification from the testing organization, UCA shall:

· Document the receipt of the dispute

· Provide a written response to the testing organization within 14 days specifying:

· The procedure, rule, or specification which has been violated

· The specific remedy which is sought by UCA to which will result in issuance of a UCA certificate

· The required time for UCA to evaluate a rebuttal by the testing organization

The testing organization response will be evaluated by UCA in a non-discriminatory manner based upon past certificate dispute resolutions.
Vendor disputes results of testing organization

This case is the result of a negative finding by a testing organization during the performance of a UCA-defined test. Upon written notification from the vendor, UCA shall:

· Document the receipt of the dispute

· Request clarification from both the vendor and the testing organization, if necessary, of the specific issue leading to the dispute

· Form a technical team to review the specific dispute

· Provide a written response to both the vendor and the testing organization within 21 days specifying:

· The detailed issue, as seen by UCA which is in dispute

· The findings of the UCA investigative team

· Suggestions for how the specific dispute can be resolved between the testing organization and vendor

UCA shall conduct this investigation in a non-discriminatory manner. The results of the investigation may be publically disclosed with the provision that the specific vendor and testing organization names will remain private. The investigation team will operate under strict confidentiality rules.
Vendor disputes validity of a specific UCA test procedure

This case is the result of a negative finding by a testing organization during the performance of a UCA-defined test based upon the validity of the test procedures. Upon written notification from the vendor, UCA shall:

· Document the receipt of the dispute

· Request clarification from the vendor, if necessary, of the specific issue leading to the dispute

· Form a technical team to review the specific dispute

· Provide a written response to the vendor within 21 days specifying:

· The detailed issue, as seen by UCA which is in dispute

· The findings of the UCA investigative team

· Recommended changes to the test procedure

UCA shall conduct this investigation in a non-discriminatory manner. The results of the investigation may be publically disclosed with the provision that the specific vendor name will remain private. The investigation team will operate under strict confidentiality rules. If the investigative team decides upon test procedure changes, these will be added to the TPCL (Test Procedures Change List) for incorporation into the next revision of the test procedures. UCA rules already in place require that testers actively monitor this list for possible changes (via automatic web notifications) and incorporate these changes into future tests.

User issues complaint based upon claim of an invalid certificate

This case is the result of a user claiming that a tested device does not actually pass tests specified on the certificate. Upon written notification from the user, UCA shall:

· Document the receipt of the complaint
· Request clarification from the user, if necessary, of the specific issue leading to the complaint
· Provide a written response to the user within 14 days specifying:

· The detailed issue, as seen by UCA which is in dispute

· The UCA determination of the validity of the complaint

UCA shall conduct this investigation in a non-discriminatory manner. The results of the investigation may be publically disclosed with the provision that the specific vendor, testing organization, and user names will remain private. If the investigative team decides that the complaint is valid, a written reprimand will be issued to the testing organization. This reprimand may result in a mandatory re-audit of the testing organization to determine whether there is just cause to withdraw accreditation of the testing organization. 

User issues complaint based upon inadequacies of the testing procedures

This case is the result of a user claiming that a tested device does not meet all of the requirements of the tested standard. This is essentially a request for improvement to the testing procedures. Upon written notification from the user, UCA shall:

· Document the receipt of the complaint

· Request clarification from the user, if necessary, of the specific issue leading to the complaint

· Provide a written response to the user within 14 days specifying:

· The detailed issue, as seen by UCA which is in dispute

· The UCA suggestion for improvement to the test procedures

UCA shall conduct this investigation in a non-discriminatory manner. The results of the investigation may be publically disclosed with the provision that the specific user name will remain private. If UCA decides that the complaint is valid, a team will be formed to modify the test procedures to address the inadequacy.
Defects discovered during a quality audit

This case is the result of a latent defects in the quality system found during an internal or external quality audit. The resolution procedure for defect discovery is the same regardless of the source of discovery. Upon notification of a defect by the auditor, the UCA Quality Manager shall create a written record of the defects with any auditor’s relevant notes relating to the defect. At this point, UCA shall:

· Document the defect

· Request clarification from the auditor, if necessary, of the relevant issues involving the defect

· Form a technical team to resolve the defect

· Provide a written resolution to the defect specifying:

· Immediate implementatble corrective actions

· Plan to re-inspect circumstances surrounding the defect to assure removal of the defect by the corrective action.

The defect, analysis, and corrective actions taken will be publically disclosed.
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