=STS Extensive Standard Technical Services Co., Ltd.

Complaint & Appeal Resolution Procedure Summary
(Public Version)
Tom tit Quy trinh Giai quyét Khiéu nai & Khiéu nai
(Ban cbng khai)
1. OBJECTIVE

1. MUC TIEU

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.

Muc dich cua quy trinh nay Ia truyén dat quy trinh tiéu chuan dén tat ca cac bén lién quan dé dam bao rang tat ca
cac khiéu nai va khieu nai duoc xtr ly mot cach chuyén nghiép va co trach nhiém.

ESTS DEFINITIONS
PINH NGHIA 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.

Khiéu nai: Mot su thé hién sy khdng hai long cua bat ky ca nhan hodc to chic nao giri dén ESTS lién quan dén
cac hoat dong chiing nhan, kiém tra hoac xac minh cua ESTS va/hoac cac hoat dong chitng nhan cua cac khach
hang dugc chiing nhan bgi 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.

Luu y: Khiéu nai ciing c6 thé 1a sy phan anh cua bét ky bén quan tim nao lién quan dén céc hoat dong chung
nhan, kiém tra hoac xac minh duoc thuc hién boi ESTS.

In the context of ESTS certification, auditing or verification program, a Complaint shall include:
Trong bdi canh chwong trinh ching nhan, kiém tra hoac xac minh caa ESTS, mot Khiéu nai s& bao gom:
a) Name and contact information of the complainant, and
a) Tén vathdng tin lién hé cua nguoi khiéu nai, va
b) A clear description of the issue, and
b) M6 ta rd rang vé van dé, va
c) Evidences to support each element or aspect of the complaint.
¢) Bang chung hd trg cho ting yéu té hodc khia canh caa khiéu nai.

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.

Khiéu nai: Yéu ciu cua khach hang d6i véi ESTS dé xem xét lai quyét dinh chang nhén, kiém tra hodc xac
minh hoic quyét dinh dugc ESTS dua ra lién quan dén khach hang do.

In the context of ESTS certification, auditing or verification program, an_Appeal shall include:
Trong bdi canh chwong trinh chirng nhan, kiém tra hoic xac minh cua ESTS, mot Khang céo s& bao gom:
a) Name and contact information of the submitter, and
a) Tén va thong tin lién hé cua nguoi gui, va
b) A clear description of the issue, and
b) M6 ta ré rang vé van dé, va
¢) Evidences to support each element or aspect of the appeal

¢) Bang ching hd trg cho tirng yéu tb hoic khia canh cua khiéu nai.
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2.GENERAL PRINCIPLES
2. NGUYEN TAC CHUNG

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

Viéc gui, didu tra va quyét dinh cac khiéu nai hoidc khang c4o phai tranh moi hanh dong phan biét déi xir déi véi
cac bén lién quan. Qua trinh nay phai duoc quan ly mot cadch bao mat.

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.

Bén bj thiét hai c6 thé giri Khiéu nai va Khang cao dén Uy ban Pao dic ESTS (sau day goi 1a ESTS IC) qua
email, dia chi email (integrity@estsglobal.com) c¢6 sin trén trang web cua 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.

Néu c6 khiéu nai d6i voi cac khach hang da dugc ching nhan, kiém tra hogc xac minh boi ESTS, ESTS s& bao
vé su an danh ctia nguoi khiéu nai lién quan dén khéch hang cua ho, néu diéu nay dugc yéu cau bai nguoi khiéu
nai.

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.

Céc khiéu nai va khang céo nhan duoc phai dwoc ghi lai va chi tiét caa ching s& duoc chuyén dén céc dich vu
lién quan cua ESTS dé xir ly. Céc dich vu lién quan cua ESTS c6 trach nhiém thu thap va xac minh tat ca cac
thong tin can thiét (néu co thé) dé tién hanh khiéu nai hoic khang cao dén quyét dinh. Quyét dinh giai quyét
khiéu nai hogc khang céo phai dugc xem xét va phé duyét bai nguoi khong tham gia vao viéc danh gia lién quan
dén khiéu nai hoic khang cao.

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

ESTS s& phan hoi khiéu nai va khang cao bang ngén ngir twong tng, hoic s& thoa thuan véi ngudi giri vé ngon
ngt st dung.

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.

Ngudi khiéu nai co co hoi chuyén khiéu nai cia minh dén T6 chiic Cong nhan (AB), nhu ASI (AB cho FSC;
MSC; ASC; RSPO schemes, v.v.), JAS-ANZ (AB cho BRCGS) va SAAS (AB cho chuong trinh SA8000), v.v.
Néu van dé chua duoc giai quyét thong qua viéc thuc hién day du quy trinh hién tai, hodc néu nguoi khiéu nai
khong ddng y vai két luan cua ESTS va/hoic khong hai 1ong véi cach thicc ESTS xir ly khiéu nai, nguoi khiéu
nai ¢ thé chuyén khiéu nai ¢én Chii s& hiru Chwong trinh/Ché d6, nhu FSC, MSC/ASC, RSPO, BRCGS va SAI,
V.V.
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3.OVERALL PROCESS STEPS )
3. CAC BUOC QUY TRINH TONG QUAT

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

Déi v6i mdi khiéu nai hoic khang céo, cac diém sau day phai dugc tuan tha:

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.

1), Khi nhan dugc khiéu nai hosc _}(héng céo, ESTS IC s& x4c nhan xem khiéu nai hozc khang céo cd lién quan
dén céc hoat dong ching nhan, kiém tra hodc xac minh cia ESTS ma ESTS ch;u tr,éch‘nhiém hay khéng, va néu
cd, ESTS IC s& xac dinh dich vu ESTS lién quan nao chju trach nhiém giai quyet van de do.

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.

Sau d6, mét ngudi noi bd doc 1ap du trinh do s€ duoc chi dinh, mac dinh, Quan ly Chuong trinh s& dugc Chi, dinh.
Néu Quan 1y Chuong trinh tham gia vao qua trinh danh gia (kiém tra hodc ra quyét dinh) lién quan dén khiéu nai
hoic khéng cdo, mot nguoi ndi b doc lap da trinh @6 maéi s€ duge ESTS IC chi dinh.

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.

2) Néu khiéu nai hogc khang céo dugc chap nhan, ESTS IC s& xac nhan viéc nhan khiéu nai hogc khang céo qua
email. Khiéu nai va kh&ng cdo phai dugc Quan 1y Chuong trinh hoac ngudi nodi bo doc 1ap dua trinh do, néu khac,
ghi nhan lai.

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.

3) Quan ly Chuong trinh (hodc ngudi noi bo doc lap du trinh do, néu khac) s& cung cap phan hoi ban dau, bao
gom phac thdo céc budce hanh dong ma ESTS dé xuét dé theo dai khiéu nai hodc khang cao, trong vong hai (2)
tuan ké tir khi nhan dwoc khiéu nai hoic khang céo.

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.

4) Quan ly Chuong trinh (hodc ngudi ndi by doc lap du trinh do, néu khéc) s& giam sat két qua va théng bao cho
ngudi khiéu nai / ngudi khang co vé tién trinh danh gia khiéu nai hoic khang céo, va da diéu tra cac céo bugc
va chi ra tit ca cac hanh dong dé xuit dé phan hdi lai khiéu nai trong vong 3 thang ké tir khi nhan dwoc khiéu nai
véi sy hd trg cua quan ly dich vy ESTS lién quan.

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.

5) Quan ly Chuong trinh (hodc nguoi ndi bo doc 1ap du trinh dg, néu khac) va ESTS IC s& xem xét va phé duyét
quyet dinh giai quyét khiéu nai hoic khang céo, va thong bao cho nguoi khiéu nai hoic nguoi khang cao khi
khiéu nai duoc coi la da dugce dong, c6 nghia 1a ESTS da thu thap va xac minh tat ca thong tin can thiét, diéu tra
céc c4o budc, dua ra quyét dinh v& khiéu nai va phan hdi lai nguoi khiéu nai / nguoi khang céo.
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