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Complaint & Appeal Resolution Procedure
RIFHERRFLIEER

1. OBJECTIVE HH)

The purpose of this procedure is:
AEFHENET:
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)
B —MOENSEMANER, ANEERZAARARSERAS (U TEIR ESTS) KEIRIFH
BHifFo
b) To communicate the standard process to all operations to ensure that all complaints and appeals
are handled in a professional and responsible manner.

BRX—REFEREASEMIT, BRABORIFNRFBU—FELFERFENTRFEIRR,
ESTS DEFINITIONS 5 X

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, auditing or
verification activities of the clients certified, audited or verified by ESTS.

B EEAASLEFETARY ESTS FRAINE. HERNZERNHELH ESTS NE. FERIKE
MEFHTIINE. FRSRERXNENTFERH.

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

A WIFRETINERB T ESTS BUTHINIE. BREMZERNE RNERTHMNERXTRTHRH.
In the context of ESTS certification, auditing or verification program, a Complaint shall include:
£ ESTSIANE. BHREMZENAH, RFNEHENTER:
a) Name and contact information of the complainant, and
RIFANERHERTR
b) A clear description of the issue, and
XL IF A EMT R AR
c) Evidences to support each element or aspect of the complaint.

IERIFNEERRLESTAEMNIERE.

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.

i I8Z X ESTS FrfEINIE. BRAMZEREN LF, FFEK ESTS EFMHEEINE. FEMGE
HERYEFESZEPERNIANLE. ERAZERE.
In the context of ESTS certification, auditing or verification program, an Appeal shall include:
£ ESTSIAE. HRZMZENA S, BIFNEFENTER:
a) Name and contact information of the submitter, and
RIFIRZ AN BB R TR
b) A clear description of the issue, and

X} R i B9 T BT R A fik
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c) Evidences to support each element or aspect of the appeal

XERMEERLESTAEMNIEE.

For FSC program:
XfF FSC W8 :

Persistent complaint: A complaint:
FERF — M ROF
a) that has already been resolved and closed; or
ELBRIERN, FHE

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

B4 FSC AR I HMAEROFNSSEBROFNERES, 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.

SZpRZMNBOFEN, ZFREIRBLENR/ZN, FERFARFEEANTROR.

Vexatious complaint: A complaint:
TR AIF: — MR
a) that has already been resolved and closed; or
ELBMRIFERN, HE
b) without reasonable or probable cause; or
REGEYURNERE, FHE
c) without good grounds or merit; or
FERDNEASEX, HEF
d) meant to cause trouble and harm, namely malicious; or
BREERKANGE, BEE ZHF
e) meant to harass e.g., use of insulting and threatening language.
REREIL, flaEREEEMEMMTIES.

2. GENERAL PRINCIPLES &N

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

BIFMEIFAIRR, AEMRKN RN S ETFAEERMENITAF BEREREGIOREEAV R HITEE,

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.

WIFSERIFNSEF TR E TR ESTS REZRAS(FHR: ESTS IC)KIEZIFMEBIF, BFH
# #  Ht  (integrity@estsglobal.com) T % ESTS E W E #% 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.

F: T BRCGS B, HEHAMEMRLEFWUNT A NEFRZE 7 MAHBRRESE FERHE ESTS
IC %, FWHMIBANA RS OXHIER, FHNRBEIFNER.
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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
considered. The grounds for the appeal shall be fully documented and supporting information shall be
provided.

& XF BRCGS I H, HETFEEMINMERERE BIFMNNFINES, NEMBDREELEH 7 MH
RN, @BidHFu4E ESTS ICIRE Fif, 1R BRCGS IAEHLE, 7 ANEHHEBREIMBIFEART
Z&. DIFNEANERSNXHER, FNRMBZFRR.

If a complaint is raised against the clients certified, audited or verified by ESTS,
MREXT ESTS % FINIE. BHiZFZER HEF:

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

WRBIFARBER, ESTS RREBRIFAXNHEZFNERM.

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 R HMAMBEXTNELIFEETR ESTS R #ITLHE, MRKRIFEERNIE
RBFRIERNHEEASHWIEARFLE,
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.

W B BV FARFI R IR UG R I B AR 532 1 ESTS #HXEBITAE . AAFIIARKEFE (R
) WA M ENESDIEENROFSERIFMERR . BRBOFHERFNRENHAS S5RIFR
BifF A REEATRIZAIHA .

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

AxT FSCIE, XTHEsLERENKIF

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.

MANBRERFEERIELN, BERBOFIHIFIHHELETRKRER.

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 T HIRTF B ADUSMNY 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.

MIHEEIROFN T XENE, BEREASEZZREETHEURTERRNROF, SRS ERER)
R H A AR th i R4S s AR 9.

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

FSC AAREEMERANBAMEL, TRBIFFSENSEAERLZEEN—TT.
An overall review of complaints or appeals process must be part of the annual Management Review.
NEFPROFRIFLEIENBEARELIEAFEEENREN—& .

CERT-2018-043-V08 3



/—\
Eé]‘j: Extensive Standard Technical Services Co., Ltd.

The present Complaint and Appeal resolution procedure is available in the local language of the
countries where ESTS operates certification, auditing or verification. ESTS shall respond to Complaint
and Appeal in the same language, or shall agree with the submitter on the language used.

B BTROFHBRIFBRTEF L ESTS MATINME. BHEMEENAEERNLMIESRME. ESTS N IU1E
BIRIES B NRIFME, SEAEANIES SRTANEN—E.

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.

MR T B RAEF B RMEARA, REUEAFRE ESTS AAMLR, RN ESTS 4452
BIRNARARE, NHREEHENSBONGRFEZLNTIN, 1 ASI (FSC; MSC; ASC; R
SPO BIHIATH) , JAS-ANZ (BRCGS WHIATTHIH) , SAAS (SAB000 A KIATTHIM) %.
MNFLER, RIFTHIRZSMBHAYIAM, Lt FSC, MSC/ASC, RSPO, BRCGS #i1 SAI %,

3. OVERALL PROCESS STEPS &%

For each complaint or appeal, the following points must be followed:
NFEMNMEFR AR, MR TERET

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.

BERIFRERIFAN, ESTS IC NBIAMRIFSHFHRARES ESTS ATRAIAIE. HRAREENE X,
WNRZ, ESTSIC R EMRLEER TR SR iR

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.

R, NEE-NEENERARMABRIARDTNG, BAZARNMEZE, EMELESS5T
FIFEERIFOIEERE (FREERR) . WHESTSIC EFHEGHNERRNATIRIAR.

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

FEXT FSCHIE, BRRMAIMIRLARFIHEIRIFEE BT HFE 8 TEBRR FHTHE,
A complaint classified as ‘persistent’ or ‘vexatious’ is considered inadmissible and can be rejected.
WA N Fr a5 T IRBUR AR IR A o] IR I o g B .

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

HTRIFRAFSEMRTERBNMR, FRRMNABIRIANRMRENTZE.

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

ZREMIERFFAEMBERERM (2) BREAGIRIFA.

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) ARFERET - NESRAIMEENS, Flan: ASIL FSC,
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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.

R ESTS AU IR AR TS M A/ L IREUR AV F, ESTS TRt SRBUE—F i, UBAIEK
BIFILE . XERMING RE SRIFALKR BT A8,

These consequences may include but are not limited to:
XLEFROUEREERRT:
a) Placing limits on the number and duration of contacts with staff per week or month;
XEEAHEGA S R TERKARAREFIFFER 8] #1TR &,
b) Offering a restricted timeslot for necessary contacts;
ADBENEXR IR AR AR 8
c) Limiting the complainant to one method of contact access channel (telephone, letter, email, etc);
PREGIFARBEEA—MERRE (BIE. F4. BFIRHEF)
d) Providing a single point of contact;
PR —KER,
e) Only considering a certain number of issues in a specific period with a request to prioritize;
REFENHAEE—EHENBE, FHFERBEMLELIRT,

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

B BA ), TARE N E— MY A FEFEEN/ T IEN i A8 R SR

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

B HIAE A MR/ T IEBUR AR AR SRR TR, FHE TREHE T IR

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

E BIERRIRIFG A ER, B AAFEERFE.

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.

ERZHIEAT, XEFRNERTHRMEER, FIM=2""F, EEFREATIURSEK. &
XMERT, NEHHREXLRS .

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.

WMRFHERIFE TR I EZN, ESTS IC B MEMNEREM LIFAFREWE . RIFHBRIFL
MY B ZENER R RN RITE.

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!"121 B3] of receiving a complaint or appeal.

MBEZE (HEFRRMABMRIAR) EREROFRERFREAALRRVLSEE, SREEMARBR
BOFRE RIF— N BENBRITBE.
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[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] 3F: X+ MSC NI E, NEZEBEHRIFHBFEN + (10) M THEBRREVSEERE, mAE
™ (2) A.

[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: X¥F%F BRCGS MBMEIW, EWREIFWUEMN 7 ~NEHER, ESTS $BIS5EXANERE
FHIANREISY, BRIFEWRBISNEN 7 MEHERBREREER .

[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] 3 XF3XTF BRCGS mEM LI, ESTS B&EWE EIFEN 7 MEAERBESEANERBE
HIAKLE Bk

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.

ARXIILENEET, MEZE (LEFFRARVABRIANR) DRAEREIIFHEZERF=TAA,
BUAEER, SHEFANHEROIFLERIFNHREL, EEEHBXROFHTRAE, FREONK
IFR PR B IO T N 1 BRI BR

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 XX T BRCGS M B MFHIN, HHEASESSFWAXRNERIENEENNARATHAE. BEY
REREERT NSNS, BXRE, NMERSHEZANLR. 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.

i XTFXTF BRCGS B EM LEIF, KH# ESTS IC ZEM 3 BRRAMMNERSHITRE. 551K
WIEEEMNARSHITEZMAR . M TIMERENAR. MESE TEREAEXEFWNLEANR RE.
ZNARTIPE. WIAFIER LIFORI. BIFERSHKRABREFRANELMIEREL IR, Lk
Z RO BURFEITEUOR I7HY A SLiEE .

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.

MBZE (REFARARMABMIAR) K ESTS IC FREMAAEBRIZIFIRIFIORE, FHAERIFHE
AR EMNHEAN, XBWE ESTS EZREHRIET ANV EER, RETHAEEE, &k
HEHRRMH TREFEER T HFA

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.
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i X FXF BRCGS M E MY, ESTS HILRELEMKBATERMEXMNAE, HAEWES5HWAEX
MEREN 30 MEFHRELEIBEEERRSLE . ESTS IC B¥EME A HEAMNIZAERE EF
AR A 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
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.
i WFXF BRCGS mE M Lif, ESTSIC ¥m LiFARREHEREWMALE), ESTS Kicx54|E
MERBATENEREXARE, FEKRZIHIFEN 30 MEFERNBLEAEERLLER. ZREME
£/ ESTS MIRZLIRE . RHE BRCGS IAIEME, R EIFAAYI, ESTS AN LiFUELAZE A,

4. Annexes/Associated documents [t / R

CERT-2018-043.a-VXX-Complaint & Appeal Resolution Procedure Summary (Public Version)
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