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This COPY is intended solely for CONSULTATION; any PRINTS made are UNCONTROLLED COPIES.

The Holder is responsible for such copies. The ORIGINAL bearing the required SIGNATURES is available from RGQ.

RGQ is responsible for keeping the Archive up to date.

TITLE: COMPLAINTS AND RETURNS MANAGEMENT

SCOPE: All customer complaints received and any product returns

PURPOSE: To define the actions to be taken when complaints are recorded, the responsibilities for
managing returns, and the documentation to be produced.

DESCRIPTION AND APPROVAL OF REVISIONS

Rev. Date Description of change

0 01/07 First issue

1 01/10
Alignment with UNI EN ISO 9001:2008 and ISO 22716:2007. Addition of Environmental
Management System content in accordance with UNI EN ISO 14001:2004

2 01/14 Review due to expiry

3 04/15 New complaint reporting procedure

4 03/17 Review to update expiry dates

5 03/20 Review to update expiry dates

6 06/23 Expiry removed; signatures removed

7 02/26 Integration and reference to the whistleblowing procedure

8 06/26 Exclusive digital method for reporting complaints
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1.  REFERENCES

UNI EN ISO 9001:2008 Standard

(*) ISO 22716:2007 - Guidelines on Good Manufacturing Practices for cosmetic products

UNI EN ISO 14001:2004 Standard

Quality Management Manual, Sec. 8.3 “Control of nonconforming product”

List of forms

2.  RESPONSIBILITIES

ALL COMPANY DEPARTMENTS: are responsible for notifying RGQ/SGA in the event of evident internal
nonconformities.

QUALITY AND ENVIRONMENTAL MANAGEMENT (RGQ/SGA) is responsible for:

-  investigating the causes of the complaint and proposing any corrective actions

-  together with COM, managing the return and disposition of returned goods for statistical assessments and
corrective actions, including, where appropriate, actions towards the customer.

CQ is responsible for:

-  verifying the actual quality of the returned product and suggesting to Production the most appropriate disposition.

MAG is responsible for:

-  receiving returned goods only when authorized by COM.

COM is responsible for:

-  customer contacts relating to the complaint

-  requesting completion of the list of products subject to the complaint/return (copy of order forms)

-  authorizing the customer to return the product and agreeing the return arrangements.

3.  DEFINITIONS AND ABBREVIATIONS

The terms and definitions set out in the following apply:

•  the list of acronyms and abbreviations

In addition:

Complaint: notification of nonconformity; a customer dispute concerning the agreed requirements.

Returns: all products returned by the customer because they have expired or are nonconforming in quality, or
because their return is accepted for commercial reasons.
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Rejected goods: all products not accepted by the customer at the time of delivery because they do not conform to
the order or because they have been tampered with.

4.  DESCRIPTION OF THE PROCEDURE

PREAMBLE

Customer complaints may be caused by technical reasons concerning the quality of the products or containers, as
well as by other reasons concerning the quality of the service.

Reports of nonconformity received from end consumers are also considered complaints, even when they do not
result in replacement of the goods or claims for compensation.
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4.1  Complaint

4.1.1  Receipt of the complaint

Complaints are received exclusively through the website www.kaaral.com, using the dedicated “complaints” procedure
indicated on the homepage. Complaints submitted through any other channel are not considered.

4.1.2  Review of the complaint

The assessment of whether the complaint is substantiated, the investigation into the causes of the nonconformity, the
verification of whether the defect may also exist in other batches, and the identification of a possible solution are carried
out by COM in collaboration with SEG, which manages the complaint operationally in the IT system, and with CQ for
complaints attributable to quality. The activities are coordinated by RSG:

-  product quality

-  packaging quality

-  customer service

-  logistics

-  transport

For complaints attributable to external irregularities, the following are identified by AU in collaboration with RSG:

-  stakeholder complaints relating to whistleblowing legislation, for which reference is made to the dedicated procedure.

When determining the causes, SEG must involve all other functions that can contribute their specific expertise.

In order to determine subsequent corrective measures, it must be established whether the cause is accidental, with
consequences limited to the batch under review, or whether it may recur.

At the conclusion of the investigation, SEG summarizes the main findings (whether the complaint is substantiated, initial
consequences, proposed actions, conforming quantity to be returned to stock, scrap quantity to be disposed of, etc.) and
sends a copy to the function involved.

4.1.3  Closure of the complaint

COM and CQ, on the basis of the investigation carried out by SEG and provided that the defect has not caused
compensable damage, resolve the complaint in accordance with the resolution methods indicated and agreed with the
customer, where considered appropriate based on the findings.

If the defect has caused compensable damage, COM and AMM also activate the relevant insurance coverage and, where
necessary, send a “Customer Complaint Response Letter” stating, to the extent compatible with confidentiality, the causes
that gave rise to the complaint and the corrective actions taken, with legal support where appropriate.

Customer complaints are monitored through the electronic “complaints register”, according to the causes that generated
the complaint.

4.1.4  Documentation

Every complaint, even if unjustified, is supported by documentation managed by SEG, including correspondence with the
customer, the electronic “complaints” form, any internal reports, and references to the corrective and preventive actions
taken.

For the most significant cases, SEG provides an economic assessment of the complaint in terms of Costs of Poor Quality.
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Complaint documentation is archived in the IT system in addition to the paper archive and is reviewed and summarized at
least once a year by SEG, which prepares a written report for Management Review.

4.2  Return

4.2.1  Return authorization

Authorization for the customer to return products due to identified defects or for commercial reasons is the responsibility of
COM. Taking into account the assessments and findings of any complaint, COM agrees the return terms with the customer.

For each type of return, COM communicates to AMM, MAG and RGQ the information concerning the return of the material
as stated on form MD-P8.3-03-01.

4.2.2  Receipt of the return

The returned product must be accompanied by the delivery note issued by the customer.

Upon receipt, MAG must check the accuracy of the data.

The data must correspond to the information previously provided in the document sent by COM.

MAG checks the quantities received against those stated on the delivery note, which is then sent to COM.

MAG does not accept unauthorized returns.

4.2.3  Receipt and temporary allocation

All incoming returned materials must be placed in the designated quarantine area, or clearly identified by prominent signage,
pending the results of laboratory checks.

4.2.4  Quality inspection of the return

CQ checks all returned products for the external condition of the containers, discarding those that are visibly damaged. CQ
then performs all other required checks on the remaining products.

Once the characteristics of the return have been verified, CQ communicates the result through a summary report identifying
the status as conforming or nonconforming and authorizing the corresponding stock postings (central warehouse or
warehouse for NC products to be disposed of).

If the product is unsuitable, the provisions of section 4.1.2 apply; the product is labelled “NONCONFORMING” using
MD-P8.3-01-02 and segregated pending final disposition.

4.2.5  Credit Note

Based on the information received from CQ and RGQ, COM approves the Credit Note to be issued to the customer,
assessing whether to credit the value of the entire return or only the value of the products found to be nonconforming.

This information is sent by communication or e-mail to AMM for management of the related procedures.

4.2.6  Documentation

RGQ keeps a copy of the documentation relating to returns for statistical assessments and estimation of the Costs of Poor
Quality.

4.2.7  Commercial Returns
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The management of so-called “Commercial” Returns is provided for. These are handled as indicated in section
4.2.1 but are not preceded by a Complaint, since they arise solely from a commercial negotiation between COM and
the customer and are not linked to an actual product or service issue.

4.3  Rejected goods

For products partially or totally rejected at the time of delivery, the products remain temporarily held by the carrier
together with the accompanying MC KAARAL document.

The carrier notifies COM by fax that the customer has not accepted the delivery, stating the reasons.

COM contacts the customer to verify the possibility of redelivery. If the goods are definitively not accepted by the
customer, COM authorizes their return to the warehouse.

4.4  Cost evaluation

Every nonconformity/complaint/return report, in addition to recording the qualitative assessments and defining the
treatment of the product with verification of the results, must provide clear indications of the estimated costs and of
any corrective and preventive actions taken and recorded on the form itself.

Where action is taken with the supplier/customer, once the nonconformity/complaint/return/rejection has been
acknowledged and an agreement has been reached regarding internal recovery, the recovery costs must be
estimated in advance.

The costs incurred will then be recorded at final reporting stage on the nonconformity/return report.

5.  ASSOCIATED FORMS

Identification code Description

MD-P8.3-01-02 Nonconforming

Complaint report

Complaints and returns register


