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KKM HUNGARIAN ACADEMY OF DIPLOMACY LIMITED LIABILITY COMPANY 

PROCEDURE FOR HANDLING EXTERNAL COMPLAINTS 

Effective: 01.09.2021. 

 

 

Introduction 

 

KKM Hungarian Academy of Diplomacy Limited Liability Company (tax number:14163241-

2-41, company registration number: 01-09-203215, hereinafter referred to as the "Company"), 

subject to the provisions of Act CXXII of 2009 on the more economical operation of public 

companies and Act No.(2) of the Government Decree No. 339/2019 of 22.9.2009 on the internal 

control system of public undertakings, and the legislation in force at the time on adult education, 

it receives and handles complaints from external parties (complainants) independent of the 

Company. 

 

The Company has prepared and issued this Complaints Handling Policy (hereinafter: the 

Policy) in order to ensure transparent, efficient and prompt handling and investigation of 

complaints received by the Company according to uniform rules and to set out the rules for 

record keeping. 

 

Contact details of the Company: 

Full name: KKM Hungarian Academy of Diplomacy Ltd. 

Head office: 1016 Budapest, Bérc utca 13-15. 

Company registration number: 01-09-203215 

E-mail: info@mdakft.hu 

Represented by Beáta Szijgyártó, Managing Director 

 

 

1. Purpose of the rules 

 

1.1 The general purpose of this Policy is to strengthen the Company's internal control system 

and to establish a uniform organisational complaints handling policy, taking into account the 

relevant legal provisions. 

 

1.2 The further purpose of this Policy is to ensure that the complaints of all users of the 

Company's services and of all Complainants who have dealings with the Company are resolved 

as quickly and efficiently as possible, so that the dissatisfied Complainant remains a satisfied 

and committed partner and continues to choose the Company's services, and that the complaints 

are dealt with and evaluated in order to continuously improve the Company's services. 
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2. Principles 

 

2.1 The Company shall make it a priority to promptly investigate and remedy any concerns 

raised by its customers or its related parties. The Company regularly analyses the comments 

received and uses the results to improve its services and internal control systems. 

 

2.2 The Company's policy in handling complaints is that the handling of complaints should be 

prompt, fair and substantive, with the cause of the complaint and the reason for the complaint 

being identified and then resolved as soon as possible. In dealing with complaints received, the 

Company will endeavour to provide a professional, substantive, explanatory and up-to-date 

response that meets the standards of public understanding. 

 

 

3. Scope of the Rules 

 

3.1 The personal scope of the Policy applies to all departments and employees of the Company 

and to the complainant (hereinafter referred to as the "Complainant"). 

 

3.2 The scope of the Rules covers the procedures for receiving and handling external complaints 

made verbally or in writing after the entry into force of these Rules, and the registration of 

complaints. 

 

3.3.The Company shall in all cases comply with the provisions of Act CXII of 2011 on the Right 

to Informational Self-Determination and Freedom of Information (2011. évi CXII. and 

Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016 on 

the protection of natural persons with regard to the processing of personal data and on the free 

movement of such data, and repealing Regulation (EC) No 95/46/EC (General Data Protection 

Regulation; GDPR) and shall process it in accordance with their provisions. 

 

3.4 The provisions of the Company's Policy on the Receipt and Investigation of Reports of 

Incidents of Breaches of Organisational Integrity shall apply to the receipt and investigation of 

reports of abuse, irregularities and integrity and corruption risks related to the operation of the 

Company. 

 

3.5 The period of validity of the Rules shall be from their entry into force until their withdrawal. 

 

 

5. Relevant legislation relating to the Regulation: 

 

Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016 on 

the protection of natural persons with regard to the processing of personal data and on the free 
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movement of such data, and repealing Regulation (EC) No 95/46/EC (General Data Protection 

Regulation; GDPR) 

Act V of 2013 on the Civil Code 

Act CXII of 2011 on the Right to Informational Self-Determination and Freedom of 

Information; 

Act CXXII of 2009 on the more economical operation of publicly owned companies; 

Government Decree No 339/2019 (XII. 23.) on the internal control system of publicly owned 

companies 

Act LXXVII of 2013 on Adult Education  

Government Decree 11/2020 (II.7.) on the implementation of the Adult Education Act  

 

Although the Company is not subject to the Complaints Handling Procedure, it always takes 

into account Act CLXV of 2013 on Complaints and Notifications of Public Interest. 

 

5. Publication of the Rules and Regulations 

 

5.1 The Rules shall be published by publication in the usual manner in the locality following 

their adoption. 

 

5.2 The Managing Director of the Company shall ensure that persons who have an employment 

relationship with the Company and new entrants to the Company are familiar with the Rules 

and that persons who do not have a legal relationship with the Company and wish to lodge a 

complaint are familiar with the Rules at all times. 

 

 

6. Definitions, interpretative provisions 

 

6.1 Complaint: any individual complaint against the Company's activities, services, or the 

actions of a department or employee of the Company, or of persons acting in the interest of or 

on behalf of the Company, in which the Complainant complains about the conduct, activity or 

omission of the Company prior to the conclusion of the contract, in connection with the 

conclusion of the contract, its performance, the termination of the contractual relationship or 

the subsequent settlement of a dispute concerning the contract. 

 

6.2 The complaint may also contain a proposal. 

 

6.3 A request by the Complainant or a request for general information, opinion or position from 

the Company, or a request by the Complainant relating to the processing of personal data by the 

Company or exercising a right to the protection of personal data, or a report of an event that 

violates the integrity of the organisation, shall not be considered a complaint, unless the request 

for information or request is also a complaint. 
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Complainant: a natural person or a company or other business entity that uses the Company's 

services or is the recipient of information or an offer in relation thereto. The complainant is 

generally a customer of the Company or a person related to the Company, but a person who 

does not complain about the Company's conduct in relation to another activity related to the 

provision of the service shall also be considered a complainant. 

 

Key manager: the Company's Chief Executive Officer 

 

Organisational unit: the organisational unit as defined in the Company's Rules of Organisation 

and Operation 

 

Compliance officer (person): the person employed by the Company who is responsible for 

compliance pursuant to Article 9a of Government Decree 339/2019 (XII.23.) on the internal 

control system of public companies. 

 

 

Complaints handling policy 

 

7. Submission of a complaint: 

 

7.1. Complaints may be made verbally or in writing. 

 

7.2 Complaints shall be received by any department or employee of the Company, and verbal 

reports shall be documented. In order to expedite the handling of the complaint, if the 

Complainant believes that the procedure or the complaint can be resolved on the spot or can be 

easily remedied, or is based on a lack of information or a misunderstanding, the Complainant 

shall make a verbal complaint: 

- by telephone or in person at the relevant department of the Company (Complaints Service) at 

a previously agreed time. When handling a complaint by telephone, the Company will not make 

a voice recording of the telephone communication between the Company and the Complainant. 

 

7.3 Contact details of the Company's managers and departments are available on the Company's 

official website. 

 

7.4 The Company will investigate the verbal complaint promptly and, if necessary, remedy it 

promptly. If the Complainant does not agree with the handling of the complaint or if it is not 

possible to investigate the complaint immediately, the Company shall document the verbal 

complaint on the Complaint Report Form and shall provide a copy of the form to the 

Complainant, if the verbal complaint is made in person, or if the verbal complaint is made by 

telephone, a copy of the form together with the response to the complaint. 
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7.5 Complaints shall be submitted on the form in Annex 1 in the first instance, however, if 

submitted in any other written form, it shall also be assessed. 

 

7.6 The Complainant may send their written comments or complaints (signed by the 

Complainant or their authorised representative) to: the registered office of the Company or to 

the Company's central e-mail address (info@mdakft.hu) 

 

7.7. The Complainant's signature is required for the complaint to be valid, otherwise it may be 

submitted without any formal requirements. The minimum content requirements include that it 

clearly indicates the identity of the complainant, the contact details of the complainant, the 

relationship of the complainant with the Company, the specific subject matter of the complaint 

and the signature of the complainant. In the case of a written complaint submitted by a 

representative or an authorised representative, the complaint must also indicate the name of the 

natural person acting as the authorised representative and be accompanied by the original 

authorisation in the form of a document in full probative effect signed by the authorised 

representative. 

 

 

8. Investigating the complaint 

 

8.1 The person receiving the complaint shall notify the compliance officer of the complaint by 

sending a copy of the complaint within two working days. If the complaint alleges that it 

concerns an event that violates organisational integrity, the person responsible for compliance 

shall inform the person receiving the complaint and shall arrange for an investigation in 

accordance with specific rules. 

 

8.2 If the handling of the complaint raises a data protection issue, or if the complaint includes a 

request to exercise the Complainant's rights in relation to the protection of personal data, or if 

the complaint relates to the handling of the Complainant's personal data, the person receiving 

the complaint shall forward a copy of the complaint to the Data Protection Officer without delay 

within one working day. The investigator shall provide a response based on the DPO's opinion. 

 

8.3. The head of the department whose duties and responsibilities are affected by the complaint 

shall be responsible for investigating the complaint. 

 

8.3. A repeat complaint with the same content from the same complainant may be disregarded. 

 

8.4 The administration of the complaint must ensure that it is handled impartially, with 

appropriate expertise and in accordance with the law. 

 

8.5. One may not participate in the investigation of the complaint (bias): 

a) who made the complaint 
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b) the person complained against 

c) who may be affected by the outcome of the complaint procedure 

(d) for whom an objective assessment of the case cannot otherwise be expected. 

 

8.6 If the administrator who received the complaint is competent to investigate the complaint, 

they will start the investigation and inform the head of the unit. If they are not competent or are 

biased, they shall forward the complaint to the head of the competent unit. If the content of the 

complaint suggests that the head of the relevant department is likely to be biased, they shall at 

the same time send it to the relevant competent manager or, failing that, to the managing 

director. 

 

8.7 If there is a reason for bias against the head of the department, they shall immediately report 

it in writing to the relevant competent manager, if they are not in a dependent relationship with 

the competent manager or if there is a reason for bias against the relevant competent manager 

(also), the report shall be made to the managing director and the relevant competent manager 

or the managing director shall designate the department or independent member of staff to act. 

 

8.8 The investigator shall inform the complainant of the receipt of the complaint within 2 weeks 

of the receipt of the complaint. The information may be waived if the complaint was delivered 

in person or presented verbally in person and an acknowledgement of receipt of the complaint 

was received. 

 

8.9. The investigation of the complaint is free of charge and no extra fee will be charged. The 

complaint will be investigated taking into account all relevant circumstances. 

 

8.10. The investigation may be carried out by examining documents, interviewing the persons 

concerned for the record, obtaining documents or obtaining expert opinions. 

 

8.11. The time limit for the investigation of the complaint is 30 days from the date of notification 

or receipt of the complaint, the result of which must be notified to the complainant. 

 

8.12. If the investigation is expected to take longer than this, the complainant shall be informed 

in writing within 10 days of the notification/receipt of the expected time for the conclusion of 

the procedure. 

 

8.12. The reply letter shall provide a full answer to all questions raised by the complainant. If 

the complaint is rejected, the reasons for the Company's decision must be given. 

 

8.13. Following the notification of the complainant, the investigator shall without delay ensure 

that the data required for registration are provided to the compliance officer. 

 

8.14. If the complaint is found to be justified, care shall be taken to: 
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(a) restore the lawfulness or the public interest or to take the necessary action in a specific case; 

b) the causes of the errors detected to be eliminated; 

c) the remedy of the damage caused, in particular through conciliation; 

d) in justified cases, to initiate proceedings for prosecution. 

 

9. Description of the complaints handling process 

 

9.1 Once a complaint has been lodged, the Company's primary responsibility is to decide 

whether or not the complaint is a complaint within the meaning of this Policy and to whom the 

investigation of the complaint should be entrusted. 

 

9.2 The next task is to inform the person responsible for compliance or, if necessary, the 

competent staff member of the complaint and to file the complaint in accordance with the 

internal rules. 

 

9.3. Once the complaint has been registered, the investigation of the complaint will begin. 

During the investigation stage, missing information or expert opinion may be obtained. 

 

9.4 If all the information relevant to the complaint is available, the investigation stage is closed 

and a decision is taken. 

 

9.5 There are three types of decision: 

a) Accepting the complaint, 

b)  Partial acceptance of complaint; 

c)  Rejection of the complaint. 

 

9.6 The decision is followed by the preparation and sending of a response to the Complainant, 

as required by law or by the Complainant, in the form of any communication (written, fax, e-

mail, etc.) required by the Complainant, at the end of the complaint procedure. 

 

10. Information on legal remedies 

 

10. If the complaint is rejected or if the statutory time limit for responding to the complaint has 

expired without result, the Complainant may apply to the following organisations or courts: 

 

The owner of the Company: 

Organisation name: Ministry of Foreign Affairs and Trade 

Head office: 1027 Budapest, Bem rakpart 47. 

Registration number: 311344 

Represented by (owner): dr. Pacsay-Tomassich Orsolya State Secretary 

Postal address: 1027 Budapest, Bem rakpart 47. 

P.O. Box address: 1525 Budapest, Pf. 28. 
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Phone number: +36-1-458-1000 

Fax: +36-1-212-5918 

E-mail: kozkapcsolat@mfa.gov.hu 

 

 

Court: In the event of a dispute concerning the conclusion, validity, effects and termination of 

the contract, as well as the breach of contract and its effects, the Complainant may bring an 

action before the competent court in accordance with the provisions of the Code of Civil 

Procedure (Accessible at: birosag.hu) 

 

11. Registering a complaint 

 

11.1 The Company's Compliance Officer shall keep a record of Complainants' complaints and 

the actions taken to resolve them, which shall include the following main data: 

a) the data of the Complainant; 

b) a description of the complaint, the type of complaint, the event or fact which is the subject 

of the complaint, the name of the item complained about and its quantity; 

c) the date and method of lodging the complaint; 

d) a description of the measure taken to remedy the complaint, and the reasons in case of a 

refusal, 

e) the names of the persons responsible for handling the complaint or implementing the 

measure, and the time limit for completing the measure and closing the complaint; 

f) information and any expert opinion obtained during the investigation; 

g) a decision on the claim identified in the complaint; 

h) the date and method of replying to the complaint; 

i) other information related to the analysis and development of complaint handling. 

 

11.2 The Compliance Officer shall inform the Company's CEO of the record of complaint 

handling activity at least annually. 

 

12. Data management, data protection: 

 

12.1 The Company may request the following information from the Complainant in the course 

of the complaint handling: 

a) Name; 

b) Number of complainants; 

c) your address, registered office and postal address; 

d) your telephone number; 

(e) the method of notification; 

f) the service complained about; 

g) description of the complaint, reason; 

h) the claim of the complainant; 
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i) copies of any documents in the Complainant's possession that are not available to the 

Company to support the complaint; 

j) in the case of a Complainant acting by proxy, a valid power of attorney; 

k) other data necessary to investigate and respond to the complaint. 

 

12.2 The data of the Complainant submitting the complaint shall be handled in accordance with 

the provisions of the GDPR Regulation and Act CXII of 2011 on the Right of Informational 

Self-Determination and Freedom of Information. 

 

12.3 .The Company shall keep the complaints, including the documentation of the verbal 

complaint and the complaint submitted electronically, as well as the responses to them for five 

years from the completion of the last investigative act or measure, and in the case of consumer 

complaints, shall present them upon request to the body or authority specified by law. After the 

retention period has expired, the Company shall discard the data carriers (documents). 

 

12.4 The personal data recorded in the register of complaints may be used only for the purpose 

of registering complaints and handling complaints. 

 

12.5 In addition, the Company shall be entitled to retain, for the enforcement of its rights or the 

performance of its obligations, the documents relating to the complaint, recorded in paper or 

electronic form, in accordance with the rules of record retention provided for in the filing plan, 

but at least until the expiry of the general limitation period (5 years) for the enforcement of 

claims under the statute of limitations of civil law. 

 

 

Final provisions 

 

The Rules shall enter into force on 1 September 2021, at the same time as I revoke the previous 

Rules of Procedure in force from 1 October 2020.  

 

 

 

Beáta Szijgyártó 

Managing Director 

 

 

Annex IV: 

1. Annex 1: Complaint form 

2. Annex 1: Complaint handling form 
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1. Annex 

 

COMPLAINT FORM 

 

Details of the complainant 

 

Name: ........................................................................................................ 

 

Residence, address:............................................................................................ 

 

Identity card number / company registration number:....................................................... 

 

Phone number:.............................................................................................. 

 

E-mail:....................................................................................................... 

 

Expected method of reply (electronic, written, postal, other):.................. 

 

A brief description of the complaint: 

(If necessary, continue on an additional page) 

 

 

 

 

 

 

Indicate an explicit request: 

 

 

 

 

 

 

 

Cd: ................, 20............................ 

 

 

 

 

..................................... 

complainant 

signature 

..................................... 

signature of the person receiving the 

complaint 

 on behalf of KKM Hungarian Academy of 

Dipomacy Ltd. 
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2. Annex COMPLAINT FORM 

 

9. Verification of the measure: 10. Checking effectiveness 

Date:  Date:  

Action taken: Yes:  No:  Can be closed: Yes:  No:  

Justification:  Justification:  

 

11: Customer notified: Date:  
by post 

personal 

e-mail 

12: Notification person:   

1. Identifying information: 

Name of the customer 

(reporting): 

 

Address of the customer 

(reporting): 

 

Customer (reporting) phone:  

Customer (reporting) e-mail:  

2. Description of the complaint or comment: 

3. Date of notification: 4. Signature of the complainant: 

5. Date of receipt: 6. Signature of the recipient: 

7. Investigation of the problem, the cause: 

8. Action required: 

 

Responsible for: Deadline: 
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