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Complaint & Appeal Resolution Procedure Summary  

(Public Version) 
េសចក� ីសេង�បៃននិតិវ �ធីេ�ះ្រ�យ�ក្យបណ� ឹង និង�រអំ�វ�វ 

(កំែណ��រណៈ) 
1. OBJECTIVE  
 
១. េ�លបំណង 

The purpose of this procedure is to communicate the standard process to all stakeholders to ensure 
that all complaints and appeals are handled in a professional and responsible manner. 

េ�លបំណងៃននិតិវ �ធីេនះ គឺេដើម្ីបផ្សព�ផ�យដំេណើរ�រស�ង់�រេ��ន់�គី�ក់ព័ន��ងំអស់ េដើម្ីប��� 
�ក្យបណ� ឹង និង�រអំ�វ�វ�ងំអស់ ្រត�វ�នេ�ះ្រ�យេ�យវ ��� ជីវៈ និងេ�យ�នទំនួលខុស្រត�វ។ 

ESTS DEFINITIONS 

និយមន័យរបស់ ESTS  

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

�ក្យបណ� ឹង៖ �រប�� ញនូវ�រម�ណ៍មិនេពញចិត�េ�យបុគ�ល ឬអង��ព�មួយ ែដល�ន�ក់េស� ើេ��ន់ 
ESTS �ក់ទងនឹងសកម��ពផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់របស់ ESTS 
និង/ឬសកម��ពផ�ល់វ ��� បនប្រត របស់អតិថិជនែដល�នទទួលវ ��� បនប្រតពី ESTS។ 

Note:  The Complaint could be also the Grievance expressed by any interested party related to the 
certification, auditing or verification activities delivered by ESTS. 

ចំ�៖ំ �ក្យបណ� ឹងក៏�ច��រត��  ែដល�នប�� ញេ�យ�គី�ក់ព័ន��មួយ 
�ក់ទងនឹងសកម��ពផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់ ែដល�នផ�ល់េ�យ ESTS។ 

In the context of ESTS certification, auditing or verification program, a Complaint shall include: 

ក� �ងបរ �បទៃនកម� វ �ធីផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់របស់ ESTS �ក្យបណ� ឹង្រត�វរមួ�ន៖ 

a) Name and contact information of the complainant, and 

ក) េ�� ះ និងព័ត៌�នទំ�ក់ទំនងរបស់អ�កបណ� ឹង និង 

b) A clear description of the issue, and  

ខ) �រពិពណ៌�អំពីប�� ឱ្យ�នច�ស់�ស់ និង 

c) Evidences to support each element or aspect of the complaint. 

គ) ភស� ��ងេដើម្ីប�ំ្រទ�ត ុឬែផ�កនីមួយៗៃន�ក្យបណ� ឹង។ 

Appeal: A request by the client to the ESTS for reconsideration of a certification, auditing or 
verification Decision or Decision made by ESTS relating to that client. 

�រអំ�វ�វ៖ សំេណើរបស់អតិថិជនេ��ន់ ESTS 
ស្រ�ប់�រពិ�រ�េឡើងវ �ញអំពីេសចក� ីសេ្រមច�ក់ទងនឹង�រផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់ 
ឬេសចក� ីសេ្រមច�មួយែដល ESTS �នេធ� ើ�ក់ទងនឹងអតិថិជនេ�ះ។ 

In the context of ESTS certification, auditing or verification program, an Appeal shall include: 

ក� �ងបរ �បទៃនកម� វ �ធីផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់របស់ ESTS �រអំ�វ�វ្រត�វរមួ�ន៖ 

a) Name and contact information of the submitter, and 

ក) េ�� ះ និងព័ត៌�នទំ�ក់ទំនងរបស់អ�ក�ក់េស� ើ និង 

b) A clear description of the issue, and  

ខ) �រពិពណ៌�អំពីប�� ឱ្យ�នច�ស់�ស់ និង 

c) Evidences to support each element or aspect of the appeal 

គ) ភស� ��ងេដើម្ីប�ំ្រទ�ត ុឬែផ�កនីមួយៗៃន�រអំ�វ�វ។ 
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2. GENERAL PRINCIPLES 

២. េ�ល�រណ៍ទូេ�   

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

�រ�ក់េស� ើ �រេសុើបអេង�ត និង�រសេ្រមចចុងេ្រ�យចំេ�ះ�ក្យបណ� ឹង ឬ�រអំ�វ�វ 
្រត�វែតេជៀស�ងពីអំេពើេរ �សេអើង�មួយេលើ�គី។ ដំេណើរ�រេនះ ្រត�វែត្រគប់្រគងេ�យ�ពស�� ត់។ 

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. 

�គីែដល�ន�រខូច�ត�ចេផ�ើ�ក្យបណ� ឹង និង�រអំ�វ�វេ�្រក �ម្របឹក��ពសុចរ �តរបស់ ESTS 
(េ��ត់� ESTS IC) �មរយៈអុីែមល។ �សយ�� នអុីែមល (integrity@estsglobal.com) 
�នប�� ញេ�េលើេគហទំព័រ ESTS៖ https://www.estsglobal.com/en/company/policies។ 

If a complaint is raised against the clients certified, audited or verified by ESTS, ESTS shall retain the 
anonymity of the complainant in relation to their client, if this is requested by the complainant. 

េបើ�ន�ក្យបណ� ឹងេលើអតិថិជនែដល�នប�� ក់ សវនកម� ឬេផ��ង�� ត់េ�យ ESTS េ�ះ ESTS 
្រត�វរក��ពអ�មិករបស់អ�កបណ� ឹង�មួយអតិថិជនរបស់ពួកេគ ្របសិនេបើអ�កបណ� ឹង�នេស� ើសុំ។ 

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. 

�ក្យបណ� ឹង និង�រអំ�វ�វែដលទទួល�ន ្រត�វែតចុះកំណត់្រ� 
េហើយព័ត៌�នលម� ិត្រត�វេផ�ើេ��ន់ែផ�ក�ក់ព័ន� របស់ ESTS េដើម្ីបដំេណើរ�រ។ 
ែផ�ក�ក់ព័ន� េ�ះ�ន�រកិច�្របមូល និងេផ��ង�� ត់ព័ត៌�នែដល�ំ�ច់ (�មែដល�ចេធ� ើេ��ន) 
េដើម្ីបេ�យ�ក្យបណ� ឹង ឬ�រអំ�វ�វ�ចដល់េសចក� ីសេ្រមច។ េសចក� ីសេ្រមចេ�ះ្រ�យ�ក្យបណ� ឹង 
ឬ�រអំ�វ�វ ្រត�វ�នពិនិត្យេឡើងវ �ញ 
និងអនុម័តេ�យបុគ�លមិន�ក់ព័ន�នឹង�រ�យតៃម��ក់ទងនឹង�ក្យបណ� ឹង ឬ�រអំ�វ�វ។ 

ESTS shall respond to Complaint and Appeal in the same language, or shall agree with the submitter 
on the language used. 

ESTS ្រត�វេឆ� ើយតបចំេ�ះ�ក្យបណ� ឹង និង�រអំ�វ�វេ�យេ្របើ��ដូច��  
ឬ្រត�វ្រពមេ្រព�ង�មួយអ�ក�ក់េស� ើអំពី��ែដលនឹងេ្របើ។ 

Complainant has the opportunity to refer their complaint to the Accreditation Body (AB), including ASI 
(AB for FSC; MSC; ASC; RSPO schemes, etc.), JAS-ANZ (AB for BRCGS), SAAS (AB for SA8000 program), 
among others, 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 the 
Program/Scheme Owner, including FSC, MSC/ASC, RSPO, BRCGS, SAI, among others. 

អ�កបណ� ឹង�នឱ�សេ�ង�ក្យបណ� ឹងរបស់ខ� �នេ��ន់ អង��ពផ�ល់�រទទួល�� ល់ (AB) ដូច� ASI (AB 
ស្រ�ប ់FSC; MSC; ASC; RSPO �េដើម), JAS-ANZ (AB ស្រ�ប ់BRCGS) និង SAAS (AB ស្រ�ប់កម� វ �ធ ី
SA8000) �េដើម។ េបើប�� មិន្រត�វ�នេ�ះ្រ�យ�មរយៈ�រអនុវត�និតិវ �ធីេនះ�ងំ្រស �ង 
ឬេបើអ�កបណ� ឹងមនិ្រពមេ្រព�ងនងឹេសចក� ីសន� ិ�� នែដល ESTS �ន�នដល់ និង/ឬមិនេពញចិត�នងឹវ �ធីែដល 
ESTS �នេ�ះ្រ�យ�ក្យបណ� ឹង េ�ះ�ជំ�នចុងេ្រ�យ 
�ក្យបណ� ឹង�ច្រត�វ�នេផ�ើេ��� ស់កម� វ �ធី/គេ្រ�ង ដូច� FSC, MSC/ASC, RSPO, BRCGS និង SAI 
�េដើម។ 

3. OVERALL PROCESS STEPS  
៣. ជំ�នសរុបៃនដំេណើរ�រ 

For each complaint or appeal, the following points must be followed: 

https://www.estsglobal.com/en/company/policies.
https://www.estsglobal.com/en/company/policies%E1%9F%94
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ស្រ�ប់�ក្យបណ� ឹង ឬ�រអំ�វ�វនីមួយៗ ្រត�វែតអនុវត��មចំណុចដូច�ងេ្រ�ម៖ 

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

១) េពលទទួល�ន�ក្យបណ� ឹង ឬ�រអំ�វ�វ ESTS IC ្រត�វប�� ក់� �ក្យបណ� ឹង 
ឬ�រអំ�វ�វ�ក់ទងនឹងសកម��ពផ�ល់វ ��� បនប្រត សវនកម� ឬ�រេផ��ង�� ត់របស់ ESTS ែដល ESTS 
�នទំនួលខុស្រត�វឬអត់។ ្របសិនេបើ�ន ESTS IC ្រត�វកំណត់�ែផ�ក�របស់ ESTS 
�នទំនួលខុស្រត�វក� �ង�រេ�ះ្រ�យ។ 

Then a suitable qualified internal independent person shall be appointed, by default, the Program 
Manager is appointed. If the 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. 

ប�� ប់មក ្រត�វែតង�ំងបុគ�លឯក�ជ្យៃផ�ក� �ងែដល�នសមត��ពសម្រសប។ �មលំ�ំេដើម 
្រត�វែតង�ំងអ�ក្រគប់្រគងកម� វ �ធី។ ្របសិនេបើអ�ក្រគប់្រគងកម� វ �ធី�ក់ព័ន�នឹងដំេណើរ�រ�យតៃម� (សវនកម� 
ឬ�រេធ� ើេសចក� ីសេ្រមច) �ក់ទងនឹង�ក្យបណ� ឹង ឬ�រអំ�វ�វ េ�ះ ESTS IC 
្រត�វែតង�ំងបុគ�លឯក�ជ្យៃផ�ក� �ងថ�ី�� ក់ែដល�នសមត��ព។ 

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 the Program Manager or a qualified 
internal independent person, if different. 

២) េបើ�ក្យបណ� ឹង ឬ�រអំ�វ�វ�ចទទួលយក�ន ESTS IC ្រត�វប�� ក់�រទទួល�ន�ក្យបណ� ឹង 
ឬ�រអំ�វ�វ�មរយៈអុីែមល។ �ក្យបណ� ឹង និង�រអំ�វ�វ្រត�វែតចុះកំណត់្រ�េ�យអ�ក្រគប់្រគងកម� វ �ធី 
ឬបុគ�លឯក�ជ្យៃផ�ក� �ងែដល�នសមត��ព ្របសិនេបើខុស�� ។ 

3) The Program Manager (or qualified internal independent person, if different) shall 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) weeks of receiving a complaint or appeal.  

៣) អ�ក្រគប់្រគងកម� វ �ធី (ឬបុគ�លឯក�ជ្យៃផ�ក� �ងែដល�នសមត��ព ្របសិនេបើខុស�� ) 
្រត�វផ�ល់�រេឆ� ើយតបដំបូង រមួ�ងំគេ្រ�ងសកម��ពែដល ESTS ផ�ល់ជូនេដើម្ីបដំេណើរ�រ�ម�ក្យបណ� ឹង 
ឬ�រអំ�វ�វ ក� �ងរយៈេពលពីរ (២) ស�� ហ៍ េ្រ�យេពលទទួល�ន�ក្យបណ� ឹង ឬ�រអំ�វ�វ។ 

4) The 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. 

៤) អ�ក្រគប់្រគងកម� វ �ធី (ឬបុគ�លឯក�ជ្យៃផ�ក� �ងែដល�នសមត��ព ្របសិនេបើខុស�� ) 
្រត�វ្រត�តពិនិត្យលទ�ផល និងជូនដំណឹងដល់អ�កបណ� ឹង / អ�កអំ�វ�វអំពីវឌ្ឍន�រៃន�រ�យតៃម��ក្យបណ� ឹង 
ឬ�រអំ�វ�វ និង�នេសុើបអេង�តអំេពើែក�ងបន� ំ និងកំណត់សកម��ព�ងំអស់ែដល�នេស� ើសំុ 
ក� �ង�រេឆ� ើយតបចំេ�ះ�ក្យបណ� ឹង ក� �ងរយៈេពល ៣ ែខ េ្រ�យេពលទទួល�ន�ក្យបណ� ឹង 
េ�យ�ន�រ�ំ្រទពីអ�ក្រគប់្រគងេស�កម��ក់ព័ន� របស់ ESTS។ 

5) The 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/ 
appellant once the complaint or appeal is considered to be closed, meaning that the ESTS has 
gathered and verified all necessary information, investigated the allegations, taken a decision on the 
complaint and responded to the complainant/appellant. 

៥) អ�ក្រគប់្រគងកម� វ �ធី (ឬបុគ�លឯក�ជ្យៃផ�ក� �ងែដល�នសមត��ព ្របសិនេបើខុស�� ) និង ESTS IC 
្រត�វពិនិត្យ និងអនុម័តេសចក� ីសេ្រមចេ�ះ្រ�យ�ក្យបណ� ឹង ឬ�រអំ�វ�វ េហើយជូនដំណឹងដល់អ�កបណ� ឹង 
ឬអ�កអំ�វ�វ េ�េពល�ក្យបណ� ឹង្រត�វ�ន�ត់ទុក��នបិទរចួ។ �នន័យ� ESTS �ន្របមូល 
និងេផ��ង�� ត់ព័ត�៌ន�ំ�ច់�ងំអស់ េសុើបអេង�តអំេពើែក�ងបន� ំ េធ� ើេសចក� ីសេ្រមចេលើ�ក្យបណ� ឹង 
េហើយ�នេឆ� ើយតបេ��ន់អ�កបណ� ឹង / អ�កអំ�វ�វ។ 


