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Complaint & Appeal Resolution Procedure
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1. Objective H#3

1. To establish a standard and structured process for the handling of Complaints and Appeals

received by BM. JNALFAZ JATWR B FLF R, @S — MREF S5-I AR T .
Benchmarks Company Limited (abbreviation as BM) A% /AT A RA T (LA R fEFK BM)

2. To communicate the standard process to all operations to ensure that all complaints and appeals
are handled in a professional and responsible manner. [ TG iz & &5 [ &AM FE, R L5
B D 1R 77 AR B T SRR R

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

TR AR BRA S AR AT 4 6 BM DGIEVE S A1/EE BM AATER P OIETS B AN o

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

HYF: %7 7] BM $2 H 10 3725 B8 UGIE Yo ) BM AR H 1 512 7 R I P g K -
2. General Principles —%J& ]

The submission, investigation and decision on complaints or appeals shall avoid any discriminatory
actions against the party. This process must be managed as confidential. HJFa R4S, HE
Ak 5 SN 38 A o 24 55 N R IBAEAT BIEAT Bl . XA R 2R IRES

The aggrieved party could send Complaints and Appeals via BM website. 523 /5 7] LLE T BM A ]
) X 3t R AR AR R

The complainant or appellant shall describe clearly the complaint or appeal, objective evidence to
support each element or aspect of the complaint or appeal, and the name and contact information of

the submitter. HEF A B YR AN R A BOF RV, Beirel B R 4R 23R 507 A 20
PAR SRS NI E A AR R AF R

If a complaint is raised against the clients certified by BM. #1 55t BM W Ef) % 7 $2 H #F .

1) BM shall retain the anonymity of the complainant in relation to their client, if this is requested by

the complainant. 418 #IF AR HESR, BM MARHBEUF NS LR HIE 4.

2) BM shall treat it as stakeholder comments and address it during the next BM audit, if the
complaint is anonymous complaint or an expression of dissatisfaction that are not substantiated
as complaint. BM RO HAAMZEAHICTT I W, FFAE T — R BM SR AR 3], i SRRl
BRVFEERIEAN, HARBAES AR

Complaints and appeals received must be recorded and the details are transmitted to the relevant
BM for processing. The relevant BM 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. AT AT & R AT L SE,  FRB RIS M %
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An overall review of complaints or appeals process must be part of the annual Management Review.

X BRI R R Y ) A T AR R BV (1 — 0

In the context of FSC program, the present Complaint and Appeal resolution procedure is available
in the local language of the countries where BM operates FSC COC Certification. BM shall respond
to Complaint and Appeal in the same language, or shall agree with the submitter on the language
used. #t FSC I M &, H AT VR X VR L BM £ FSC COC IR 1 B 5K 1) 2 Hbifs 5 4
. BM R PAR il 5 [ B BCR AR, B FH1E 5 55 NB R — 2.

In the context of FSC program, complainant has the opportunity to refer their complaint to ASI (FSC
Accreditation Body), 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 BM and/ or is dissatisfied
by the way the BM handled the complaint. As the ultimate step, the complaint may be referred to

FSC. £ FSCEFHE T, WIFAGHSEHLFIRAE ASI (FSCAAFIHUE) , w8 in) Bk fEiE
AT ST FE T B R, BIR AN FE BM A RIS R/ BM b BE #5475 AN & .
YENT SR —, R E FSC A .

3. Overall Process Steps &GS B

For each complaint and appeal, the following points must be followed: X T &7 A H f, 242005
TELAT LA

Upon receipt a Complaints or Appeals, BM shall confirm whether the complaint or appeal relates to
BM certification activities for which BM is responsible and, if so, BM shall determine which relevant
Personl is responsible to address it. IZ 3% JFELHFE, BM SN ZRUFE R 5 BM 75t
WIETES AR, W2, BM B E R %N S5 5T AL B 1% ] L.

Then a suitable qualified internal independent person shall be appointed, by default, Product
Manager is appointed. If Product 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 CEO. it —H A& SRMNIHALN G, BRIy e, mRmals 5 7 580F
SR AV R (B A B 5E),  CEO KT Ay — 44 B (G VERE (K Y3 r A B

If the Complaints or Appeals are acceptable, BM shall acknowledge receipt of a complaint or appeal
by email. The complaint and appeal must be recorded by Product Manager or qualified internal

independent person, if different. fI KBRS YRR 52, BM RO T A7 HEPFA A B BRI F o
BORAT F YR 2T 7 i 22 B S R I Y A2 (A FD 1E3%.

Product Manager (or qualified internal independent person, if different) provide an initial response,
including an outline of the BM proposed course of action to follow up on the complaint or appeal,
within two (2) weeks of receiving a complaint or appeal. = /f 4 (B ER NN L, WaEA
[ FENCERARER RS = (2) AWM RN, w5 BM @UCGREERVFE R IRIAT 7 M .

Product 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 quality department.

PR (BE TR NS N, WA ANED SR SR, IR R BOR N R R AR R B R
BEFETE DL, FREWEIRIRE 3 M H W, EMSCR BRI SHE T, A 1 IREIFIEE 7 I 50R )
BEWATE

Product Manager (or qualified internal independent person, if different) shall review and approve the
decision resolving the complaint or appeal, and notify the complainant or appeal when the complaint
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is considered to be closed, meaning that the BM has gathered and verified all necessary information,
investigated the allegations, taken a decision on the complaint and responded to the complainant /
appellant. j* & H (EERE AL N L, W ANE]D e BRI HE AR DR A VR BRI I, IF
RN VF O R BE AR AR R, B BM QUSRI Z LT B D ERIE R, AR, SHRF
PEHRE, FERHRUF NV AAE L [BIR

complaint or appeal email #:Jfli545: info@benchmarks.com.hk

complaint or appeal hotline: +852 23848696
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