American Association for Lean Six Sigma Certification

Complaints Process

Policy

Any number of situations may arise which may lead an AALSSC tester or non-tester to file a formal complaint with the
AALSSC. This may include a complaint regarding a perceived flaw in a question or exam process, or a complaint against
an AALSSC certified individual, staff member, or volunteer proctor. Additionally, the complaint process will be
followed when a client appeals a certification decision. Therefore, for the sake of policy and procedure the “Appeals”
process will be synonymous with the “Complaint” process.

This process offers individuals the opportunity to have his or her concerns heard in a fair, objective forum. NOTE:
Individuals will not be entitled to receive a copy of either the certification examination or exam answers. Individuals may
present written evidence of the basis for their complaint. Such evidence shall be reviewed and appropriate action taken.
No disciplinary action will be taken against the individual simply because he/she has filed a complaint. All complaints
will be treated as confidential.

To ensure an impartial appeals process, a Complaint Review Panel consisting of three (3) AALSSC Advisory Board
members is used: One Chairperson and two additional voting members. The Chairperson of the panel will be the selected
by AALSSC’s President. Chairperson will appoint the other two voting members from the existing AALSSC Board. If the
Chairperson chooses a Complaint Review Panel member who has a personal or financial conflict of interest, that Panel
member will be withdrawn from the Panel and replaced. If the Chairperson is the subject of the complaint, then the
President of AALSSC will assume the Chairperson role in this process.

The Complaint Review Panel reviews each case individually and then processes the results of the review directly with the
individual filing the complaint. AALSSC grants to the Complaint Review Panel full and final authority to institute
corrective action (if any is required).

The chairperson of the Complaint Review Panel will chair all meetings of the Panel, which will be held, as needed, by
conference call unless an in-person review is requested and paid for by the complainant. Dates and times for review will
be determined by the Chairperson. Panel members and the complainant will be informed of the date at least one (1) week
prior to the conference call. All materials available for the review will be provided in writing to the members in advance
of the review.

Under no circumstances will an appeal or complaint result in discriminatory actions against the appellant.
If appeal is for certification and the panel finds the challenge is valid, certification will be granted and follow standard
certificate processing and award.

If AALSSC finds a substantiated complaint about an AALSSC certified person, that person will be contacted for
comment. If they do not reply within 10 days or if comments/evidence do not fully justify behaviors the “certification
withdrawal” process will begin. All complaint handling processes will comply with “privacy and confidentiality” policy.
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Procedure

1. Anindividual initiates a complaint, appeal or challenge process by completing the contact page describing the
situation. AALSSC will email individual “complaint policy and process” within three days of receipt.

2. Following the receipt of the complainant's submission, the Director of Certification shall, within 7 calendar days,
appoint three members of the AALSSC Advisory Board to serve as the Complaint/Appeal Review Panel and provide
the members with all relevant documentation.

3. After formation of the Complaint Review Panel, the Panel will perform initial review of the case within 7 calendar
days.

- IF panel can make a decision in favor of complainant, the decision is documented and communicated to Director of
Certification and individual.

- IF panel needs more information to proceed Chairperson will communicate with all individuals requesting more
information or schedule a conference call. If an individual is the target of the complaint, that individual with be
contacted for comment and/or be asked to attend conference call.

4. Panel members and all interested parties will be informed of the date for the conference call review at least two (2)
weeks prior to the conference call.

5. The subject of the complaint may be represented by legal counsel at any meeting at which the appellant addresses the
Panel, whether in person or by conference call.

6. After all interviews and evidence are reviewed, the voting members of the Panel will vote and reach a majority
decision. The decision of the Appeals Panel will be final.

7. The Chairperson of the Complaint Review Panel will send decision to all interested parties by email within 24 hours
of voting.

8. All evidence, materials, and correspondence considered in the Complaint Review Process will be retained for 3 years.



