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Complaint & Appeal Resolution Procedure
RIFHERRFLIEER

1. OBJECTIVE B

The purpose of this procedure is:
AEFNBENET:

a) To establish a standard and structured process for the handling of Complaints and Appeals
received by Extensive Standard Technical Services Co., Ltd. (hereafter called ESTS)

By —MRENMSHUNES, RUSRIRARBRSERAS (U THR ESTS) KEIMRIFH
BHifo

b) To communicate the standard process to all operations to ensure that all complaints and appeals
are handled in a professional and responsible manner.

BB ERGEASEMIT, BRAENRIFNRFBU—FETLFERTENTIEEIRR.
ESTS DEFINITIONS & X

Complaint: An expression of dissatisfaction by any person or organization presented to ESTS relating
to the certification activities of ESTS and/or the certification activities of the clients certified by ESTS.

B IBERASEEFTARN ESTS FRAAEENHELH ESTS INMENZE FINEFERH.
Note: The Complaint could be also the Grievance expressed by any interested party related to the
certification activities delivered by ESTS.
A BRI INER B T ESTS THIAE AN B XN EREF SEX TR TR,
In the context of ESTS auditing and certification program, a Complaint shall include:
7£ ESTS HiZAMIAIEI B F, #FRBFEUTER:
a) Name and contact information of the complainant, and
BOFAMNBEZFERTR
b) A clear description of the issue, and
R IR B M R AR
¢) Evidences to support each element or aspect of the complaint.

FERIFNEERRLESTAEMNIERE.

Appeal: A request by the client to the ESTS for reconsideration of a Certification Decision or Decision
made by ESTS relating to that client.

B I8F X ESTS FfEINMIEREM LIfF, BFAEK ESTS EFHEBINEERIESZE A XBIA
ERTE .
In the context of ESTS auditing and certification program, an_Appeal shall include:
£ ESTS BiZMINEIE#, BiFN BRI TER:
a) Name and contact information of the submitter, and
RIFIRZ AN BB R
b) A clear description of the issue, and
Xt ERIF A B MT R AR
¢) Evidences to support each element or aspect of the appeal

XERIFNERENE R TTHIEE,
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For FSC program:
XF FSCIng:

Persistent complaint: A complaint:
BERF —MROF:
a) that has already been resolved and closed; or
ELBRIERN, FH

b) that has been submitted to any other entity handling complaints in the FSC system and are still
under investigation; or

B4 FSC R REM A MRS BROFNERES, HE

c) that is similar to a previously submitted complaint, with no or minor additions/variations and the
complainant insists be treated as a new complaint.

S5ZpRZMBOFEN, ZRREIRBLEMNR/IZN, FERFARFEEANTIOR.

Vexatious complaint: A complaint:
TR AIF: — MR
a) that has already been resolved and closed; or
ELBRIFERDN, FHE
b) without reasonable or probable cause; or
REGHENTRNER, ;E
¢) without good grounds or merit; or
REFRSNEAREN, FHE
d) meant to cause trouble and harm, namely malicious; or
REERROMGE, BER HHE
e) meant to harass e.g., use of insulting and threatening language.
REREL, HnEREEEMEMMEIES.

2. GENERAL PRINCIPLES @l

The submission, investigation and decision on complaints or appeals shall avoid any discriminatory
actions against the party. This process must be managed as confidential.

BIFMERIFMIER, BENRKNEESX HFHFAEENMENT AT ERREILREEAV B ITEE,

The aggrieved party could send Complaints and Appeals to ESTS Integrity Committee (hereafter called
ESTS IC) by email, the email address (integrity@estsglobal.com) is available on the ESTS website:
https://www.estsglobal.com/en/company/policies.

RIFHFRFNEET TBEBIE FHE ESTS REBZERK(EFR: ESTS IC) KX IFHARINF. BFHR
# H Ht  (integrity@estsglobal.com) T % ESTS T N L ¥ 3
https://www.estsglobal.com/en/company/policies.

NOTE: For BRCGS program, a client wishing to dispute a non-conformity shall, within seven (7) calendar
days of the audit, submit a dispute to ESTS IC by e-mail. The grounds for the dispute shall be fully
documented and supporting information shall be provided.

YT BRCGS U B, AERATEIREFUNTANAEFRZE 7 MEHBERNREE FHRE ESTS
IC i, FWHIERNE RO OXHIER, FNRBIFNER.

NOTE: For BRCGS program, a client wishing to exercise its right to appeal a certification decision shall,
within seven (7) calendar days of the certification decision, submit the appeal to ESTS IC by e-mail. In
line with BRCGS Certification Regulations, appeals received after seven calendar days will not be
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considered. The grounds for the appeal shall be fully documented and supporting information shall be
provided.

7 XF BRCGS ME, FEFFEMMERERYE LIFRANFNES, NEMEREELEHN 7 MH
FER, @SB FEHHR ESTSICIRZ L. 1RIE BRCGS IAENE, 7 NEHBREREIMEIRFERT
Z&. DIFNEANERSNXMHER, FNRMBZFRR.

If a complaint is raised against the clients certified by ESTS,
WMREX ESTS ME FINEREROF:

a) ESTS shall retain the anonymity of the complainant in relation to their client, if this is requested
by the complainant.

MRKFIFAREER, ESTS NREVIFANEEFHNES M.

b) ESTS shall treat it as stakeholder comments and address it during the next ESTS audit, if the
complaint is anonymous complaint or an expression of dissatisfaction that are not substantiated
as complaint.

ESTS wHHEMANEBRTNEINFFEA TR ESTS BRI #HTAE, MRBFEERNZE
RRRENFHEE RS WIEARIFLIE,
Complaints and appeals received must be recorded and the details are transmitted to the relevant ESTS
services for processing. The relevant ESTS services is responsible for gathering and verifying all
necessary information (as far as possible) to progress the complaint or appeal to a decision. The
decision resolving the complaint or appeal shall be reviewed and approved by the person not involved
in the evaluation related to the complaint or appeal.
B PRI R IR A ST R FF BRI T 2Z R ESTS #HAERIAE., HEXBMIIHTEEHAE (R
) WA X ENE S IEHEXNIRIFHE RIFMERR., BRRIFRNEFRFNRENHRSSRIFR
BRIF A RBITERZMAL A

NOTE: For FSC program, regarding to Persistent or Vexatious complaints:
EXT FSCHA, XTHEEmTEEURMBOR:

a) The presumption should always be that a complaint is made in good faith and that the abuse of
the complaints and appeals mechanism is exceptional.

AN BRERIFEERIEDN, BEERRFNRIFIEHNELETHRRER.

b) The concept of ‘abuse’ should be understood as the harmful exercise of the complaints
mechanism for purposes other than those for which it is designed.

SRR RS IR AR 0 T HIRTF B BB B R, A REVF BRI

c) Every complaint shall be assessed for admissibility. Even if someone has made persistent or
vexatious complaints in the past, it shall not be assumed that any other complaint they make will
also be persistent or vexatious.

RTHEBIHROIFN T ZEN . ERASESREIHEMNLTERBARF, BAFRERM]
RO ETHRIF SR FE S TR,

d) FSC does not tolerate violence and harassment in any form, whether direct or indirect by any
party involved in a complaint.

FSC RRZREAERNFENHEIL, TRRIFIRNREAMERERZHEN—TT.
An overall review of complaints or appeals process must be part of the annual Management Review.
XEARIFNRIFLEIENBEREXIEAFEEEITFRN—BD.

The present Complaint and Appeal resolution procedure is available in the local language of the
countries where ESTS operates auditing and certification. ESTS shall respond to Complaint and Appeal
in the same language, or shall agree with the submitter on the language used.
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B RTAY IR MR F R TEF I ESTS MATHZFIAMEMNFAEE R NS MIESRM. ESTS R IMERMNIE
S ERRIFRT, SEAERNIES SR NES—E.

Complainant has the opportunity to refer their complaint to Accreditation Body (AB), such as ASI (AB
for FSC; MSC; ASC; RSPO schemes, etc.), JAS-ANZ (AB for BRCGS) and SAAS (AB for SA8000
program), etc. If the issue has not been resolved through the full implementation of the present
procedure, or if the complainant disagrees with the conclusions reached by ESTS and/or is dissatisfied

by the way the ESTS handled the complaint. As the ultimate step, the complaint may be referred to
Program/Scheme Owner, such as FSC, MSC/ASC, RSPO, BRCGS and SAl etc.

MREFZDLEERNEFEOBERBR, HELEARGE ESTS ILMMEIL, EX ESTS 41E
BRIFHNARAHER, NHRYEHFINSKBMNNFEZISIATYNE, 0 ASI (FSC; MSC; ASC; R
SPO £ HIATI#14) , JAS-ANZ (BRCGS IMEIATJ#1#) , SAAS (SA8000 If B AN TI#Hl14) .
WPBAER, BOFTHWIRTATEMAYM, tbin FSC, MSC/ASC, RSPO, BRCGS #1 SAI %,

3. OVERALL PROCESS STEPS @k %

For each complaint or appeal, the following points must be followed:
HFEMUFRER, RN TS BT

1) Upon receipt a Complaints or Appeals, ESTS IC shall confirm whether the complaint or appeal relates
to ESTS certification activities for which ESTS is responsible and, if so, ESTS IC shall determine which
relevant ESTS services is responsible to address it.

BEEBROFFERIFRN, ESTS IC FHIARIFHERRERS ESTS AFMINEENE X, MRE,
ESTS IC Ry € PREEER 146 A TR iR IR
Then a suitable qualified internal independent person shall be appointed, by default, Program Manager

is appointed. If Program Manager is involved in the evaluation process (audit or decision making) related
to the complaint or appeal, a new qualified internal independent person is appointed by ESTS IC.

R, NEE-NEENEARARMABRIARDTNG, BWAZARAMEZE, EMELESS5T
FIFERIFOITEERE (FREERR) . WHESTSIC EMEGHNERRNATIRIAR.

NOTE: For FSC program, the qualified internal independent person shall assess and classify whether a
complaint is ‘persistent’ or ‘vexatious’.

EXT FSCHIE, BRRMAIMIRIARFIHEIRIFEE BT HFE 8 TEBRR FHT0E,
A complaint classified as ‘persistent’ or ‘vexatious’ is considered inadmissible and can be rejected.
WA N Fr 4 s T IRBUR " AU IR O A o] IR I o gE B .

The qualified internal independent person shall decide on the inadmissibility of a complaint because of
its persistent or vexatious nature.

HTROIFEFFEMHTERRNMR, BRRNABRIIARVRERTZE.

The decision shall be recorded and communicated to the complainant within (2) weeks of making the
decision.

ZWREMIEFRFAEMBRERT (2) BREAGKIFA.

The decision shall be communicated to their next higher level oversight body e.g. ASI, FSC within (2)
weeks of making the decision.

ZWRENAEMERERM 2) ARFEAET - PESRAONEENS, flan: ASI. FSC.

If ESTS identifies the continuous submission of persistent and/or vexatious complaints by a complainant,
ESTS may impose further measures to prevent the abuse of the complaints mechanism. These
additional consequences shall be proportionate to the abusive conduct of the complainant.

IR ESTS KIMARIF AFFEAR A FF S M A/ T B 193¢ 1f, ESTS wlaE<REU#—HHa5E, IUBALER
BIIFIE. XEFIMNFRN SRIFANE BT AER.
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These consequences may include but are not limited to:
XEFROTEEFEBEARRT:
a) Placing limits on the number and duration of contacts with staff per week or month;
XEEHEGA S R TERKARAREFIFFER 8] #1TR &,
b) Offering a restricted timeslot for necessary contacts;
ADEMNER IR AR AR (81 R
¢) Limiting the complainant to one method of contact access channel (telephone, letter, email, etc);
FREMIFAREEA—MEKARE (BiA. 54 ETE4F) |
d) Providing a single point of contact;
RIEBE—EER,
e) Only considering a certain number of issues in a specific period with a request to prioritize;
REFERNPARNEE—EHEMNEA, HERWBELLIF,

f) Responding to the overall issue rather than each and every enquiry or complaint that has been
classified as persistent and/or vexatious;

Bl 7 ZA B, MAZE RS —N K3 A/ TR H B8 B 51

g) Considering complaints that have been classified as persistent and/or vexatious as stakeholder
comments and addressing them during the next audit.

BHIAE AR/ T IEBUR A RF R AR SRR TR, FE T REEEE T R,

NOTE: Access to the complaint mechanism is to be ensured and therefore blocking a complainant
is not allowed.

E: DIHRBOFGIER, FHEARFHEIERFE.

In most cases such consequences should apply for a limited period of time, e.g. between three and six
months but in exceptional cases may be extended. In such cases the restrictions should be reviewed
on a regular basis.

ERZHIBAT, XEFRNERTHRMNEER, FIM=2"" 8, EEFREATURSEK. &
XMERT, NEHEEXLERS .
2) If the Complaints or Appeals are acceptable, ESTS IC shall acknowledge receipt of a complaint or

appeal by email. The complaint and appeal must be recorded by Program Manager or qualified internal
independent person, if different.

MRRIFHERFZ IR T EXHN, ESTS IC NBEMANERAEM LIFABERERE . RIFMBTTY
AT B ZERER RN FZITE.
3) Program Manager (or qualified internal independent person, if different) provide an initial response,

including an outline of the ESTS proposed course of action to follow up on the complaint or appeal,
within two (2) weekst 213 of receiving a complaint or appeal.

MEZE (HFEERFNATMIZIAR) EREFRFHERFFEAANRHRYTEE, BIEEHMABE
HBIFSE R IF— N ERNBRTT R

[1] NOTE: In the context of MSC program, an initial response shall be provided within ten (10) working
days of receiving a complaint or an appeal, instead of two (2) weeks.

[1] & XF MSCIMEmE, NEHKERIFEHEIFEN + (10) M THEBRE#VTSEE, AR
 (2) B
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[2] NOTE: For a dispute about BRCGS program, within seven (7) calendar days of the receipt of the
dispute, ESTS will acknowledge receipt of the dispute by formal correspondence with the client, unless
a decision is forwarded to the client within seven (7) calendar days of receipt of the dispute.

[2] 3F: XNFXTF BRCGS MEMFIW, EWREFEFWEMN 7 MEHBER, ESTS FBESEFHNERRE
FRIAREIF, BRIEEWRIFWEN 7 MEFEREREREEE .

[3] NOTE: For an appeal about BRCGS program, ESTS will acknowledge receipt of the appeal by formal
correspondence with the client, within seven (7) calendar days of the receipt of the appeal.

[3] F: XF%XF BRCGS MEM LI, ESTS ¥AEWEI LIFEN 7 NEHERBISEANERNRE
BN R EiRk.

4) Program Manager (or qualified internal independent person, if different) shall monitor the results and
keep the complainant(s) / appellant(s) informed of progress in evaluating the complaint or appeal, and
have investigated the allegations and specified all its proposed actions in response to the complaint
within 3 months of receiving the complaint with the support of relevant ESTS services manager.

ARXREBIZENEET, NELE (AFFARMNATMIZIAR) SAEWERIFILERF=ZTAR,
BOAEER, &M EFAERIFRERFNERERL, REMAXRFHTEE, FRARNE
AT A LA TR R BRI R

NOTE: For a dispute about BRCGS program, competent personnel who were not involved with the audit
process related to the dispute will perform the investigation. The investigation may include a review of
the client’'s documented dispute, related reports, and consultation with the audit team members as well
as with the client’'s management.

E XN F AT BRCGS MEMEIWN, BERSESHFWAXNERIRENFENNARETHEE. BEDT
REREEEANENE. BXRE, UEXEEZERKR. EREERZENHE.

NOTE: For an appeal about BRCGS program, the appeal will be processed by a panel of three (3)
members appointed by ESTS IC. The personnel engaged in the appeals-handling process are different
from those that carried out the audits, made the certification decisions, and were involved in the
processing of any related dispute. The panel is responsible for investigating, validating, and
documenting the resolution of the appeal. Members of the Appeals Panel will make judgment based on
facts and evidence provided. The Appeals Panel may elect to hear oral testimony from both parties.
X FXTF BRCGS MEMEIF, Kh# ESTS IC FEM 3 B REABNZERSHTLRIE. 5 LK
EIEMARSHITHEZMAR. MTIMERENAR. UESE5TEHREAHEXFUNLEAR RE.
ZNARTPE. WIAFICER LIFAORI . BIFERSKRABRBEARENSELIIEREL IR, Lk
Z RSO DU FEITBON T Y A SKIETE

5) Program Manager (or qualified internal independent person, if different) and ESTS IC shall review
and approve the decision resolving the complaint or appeal, and notify the complainant or appeal when
the complaint is considered to be closed, meaning that the certification body has gathered and verified
all necessary information, investigated the allegations, taken a decision on the complaint and responded
to the complainant / appellant.

MEZE (HEFRROABMIZAR) K& ESTS IC FEREEMACEBRAIFHRIFRE, HERFKE
UAXRANEMEEAN, ZRRESANINBELWREFRIETMENLEES, BETHEER, W&
S E BRI TRRIFERE T HEA.

NOTE: For a dispute about BRCGS program, ESTS will document the decision related to the outcome
of the full and thorough investigation and forward it to the client within thirty (30) calendar days of receipt
of information related to the dispute. ESTS IC will also inform the client of right to appeal the decision.
F: XWTFXF BRCGS MBS, ESTS KILRS5eMAIKIBEEERBXRNRE, FAERE 5HWEX
MERERN 30 MHEBREEEHBAEERIAET S, ESTS IC £REMEFAHEEANIZRERE EiF
AR o

NOTE: For an appeal about BRCGS program, ESTS will provide the appellant with progress reports (if

necessary). ESTS IC will document the decision related to the outcome of the full and thorough
investigation and forward it to the client within thirty (30) calendar days of receipt of the appeal. The
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decision of the committee shall be the final decision of ESTS. As pe BRCGS Certification Regulations,
in the event of an unsuccessful appeal, ESTS has the right to charge costs for conducting the appeal.

M XFXF BRCGS B i, ESTSIC ¥ IR AREHERE@BELE), ESTS Bicx5+®E
MEBAENERBELEE, HEKTRIFER 30 NEFERASLEBEERTAES. ZRAHE
E A ESTS M\RARE. 1R¥E BRCGS IANEME, MR EIRARIN, ESTS HAN L IFEERIAE A,
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