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Complaint & Appeal Resolution Procedure
Quy trinh giai quyét khiéu nai va khang nghi

1. Objective Muc tiéu

1. To establish a standard and structured process for the handling of Complaints and Appeals
received by BM. Thiét 1ap mot quy trinh tiéu chuin va ¢ cu tric rd rang nham tiép nhan va xir Iy cac
khiéu nai va khang nghi do BM tiép nhan

Benchmarks Company Limited (abbreviation as BM) Céng ty TNHH Benchmarks (viét tit [a 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. Truyen dat quy trinh tiéu chuin dén tat ca cac
bd phéan lién quan nham dam bao moi khiéu nai va kién nghi déu duoc t1ep nhén va x1r Iy mét cach
chuyén nghiép va co trach nhiém.

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.

Khiéu nai : La su bay to khong hai 1ong cta bat ky c4 nhan hoic t6 chirc nao giri dén BM lién quan dén
cac hoat dong chirng nhan ctia Benchmarks va/hodc cac hoat dong chiing nhan cta cac khach hang da
duoc BM chirng nhan.

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.

Khang nghi: La yéu ciu clia khach hang giri dén BM dé nghi xem xét lai quyét dinh chimg nhan hoc
cac quyet dinh khac do BM dua ra lién quan dén khéach hang do.

2. General Principles Nguyén tic 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 tiép nhan, diéu tra va
dua ra quyét dinh d6i v6i cac khiéu nai hodc khang nghi phai dam bao khong ¢ bat ky hanh vi phan biét
dbi xtr nao dbi véi bén lién quan. Toan bd qua trinh ndy phai dugc quan 1y va thue hién trén nguyén tic
bao mat.

The aggrieved party could send Complaints and Appeals via BM website. Bén bi 4nh hudng co6 thé
gui khiéu nai va khang nghi thong qua trang web ciia BM.

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. Nguoi khiéu nai hoic khang nghi phai m6 ta rd rang n6i dung khiéu nai hoic khang nghi,
cung cip cac bang ching khach quan dé chirng minh cho timg ndi dung hodc khia canh cua khiéu
nai/khang nghi, dong thoi cung cap tén va thong tin lién hé cta nguoi gii.

If a complaint is raised against the clients certified by BM. Trong truong hop c6 khiéu nai dbi véi cac
khéch hang da dugc BM ching nhan.

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

the complainant. Néu ngudi khiéu nai c6 yéu cau, BM phai bao mat danh tinh ciia nguoi khiéu nai
d6i v6i khach hang lién quan.
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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. Trong truong hop khiéu nai nic danh hodc chi 1a y kién thé hién sy khong hai long
nhung khong du co so dé xac dinh 1a khiéu nai, BM s& ghi nhan nhu y kién cta cac bén lién quan va
xem xét xtr 1y trong ky dénh gié tiép theo ctia BM.

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. Tét ca cac khiéu nai va khang nghi nhan dugc phai duoc
ghi nhan va chuyén thong tin chi tiét &én bo phan BM lién quan dé xtr Iy. B phan BM lién quan c6 trach
nhiém thu thap va xac minh tat ca cac thong tin can thiét (trong pham vi c6 thé) nham tién hanh xem xét
va dua ra quyét dinh ddi véi khiéu nai hodc khang nghi. Quyét dinh giai quyét khiéu nai hoic khang nghi
phai duoc xem xét va phé duyét boi nguoi khong tham gia vao hoat dong danh gia lién quan dén khiéu
nai hodc khang nghi do.

An overall review of complaints or appeals process must be part of the annual Management Review.
Viéc ra soat tong thé quy trinh xur Iy khiéu nai va khang nghi phai duoc thuc hi€én nhu mét phan cta hoat
dong Xem xét ciia Ban lanh dao hang nam.

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. Pdi voi chuong trinh FSC, quy trinh giai quyét khleu nai va khang nghi hién hanh duogc cung cip
bang ngon ngtr dia phuong clia cac quoc gia noi BM trién khai hoat dong chting nhan FSC COC. BMs¢
phan hoi cac khiéu nai va khang nghi bang cing ngén ngir d6 hoic thoa thuin véi nguoi giri vé ngdn ngit
st dung.

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. Trong khuén kho chuong trinh FSC, nguoi khiéu nai co quyén chuyén khiéu nai ctia minh dén ASI
(co quan cong nhén ciua FSC) néu véan dé chua duoc giai quyét sau khi da thuc hién day du quy trinh hién
hanh, hodc néu ngum khiéu nai khong dong ¥ v6i két luan ciia BM va/hoic khong hai long véi cach thire
BM xt Iy khiéu nai. O budc cudi cung, khiéu nai c6 thé dugc chuyen dén FSC dé xem xét.

3. Overall Process Steps Cic buéc quy trinh tong thé.

For each complaint and appeal, the following points must be followed: Déi véi mbi khiéu nai va
khang nghi, can tuan thu cac ndi dung sau day:

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. Khi nhan duoc khiéu nai hodc khéang nghi, BM phai xac nhan liéu
khiéu nai hodc khang nghi d6 co6 lién quan dén céc hoat dong ching nhén thudc trach nhiém cua BM hay
khong; néu c6, BM s& xac dinh nhén su lién quan chiu trach nhiém xu ly.

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. Sau d6, mét nhan sy ndi b doc 1ap co6 du nang lyc sé dugce chi dinh. Theo méac dinh, vi tri
Quan 1y San pham s& duoc bd nhiém. Trong truong hop Quan Iy San phdm c6 tham gia vao qua trinh
danh gia (d4nh gia hién truong hodc ra quyét dinh) lién quan dén khiéu nai hoic khang nghi, Tong Giam
dbc (CEO) sé& chi dinh mot nhan sy ndi bo doc 1ap va dit ning luc khac dé xu 1y.
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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. Néu khiéu nai hodc khang nghi duoc chip nhan, BM sé& x4c nhén viéc
da tiép nhan khiéu nai hodc khang nghi qua email. Khiéu nai hoic khang nghi phai dugc ghi nhan boi
Quan ly San phém hodc bdi nhan sy ndi bo doc 1ap cod du nang luc dugce chi dinh (néu 1a nguoi khac).

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. Quan ly San pham (hodc nhén sy ndi b doc
1ap c6 du nang lyc dugce chi dinh, néu 1a nguoi khéc) phai cung cap phan hoi ban dau, bao gdm ndi dung
khai quat vé ké hoach hanh dong du kién cia BM dé theo ddi va xir Iy khiéu nai hodc khang nghi, trong
vong hai (02) tuan ké tir khi nhan dwogc khiéu nai hodc khang nghi.

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.
Quan ly San pham (hodc nhan sy ndi bo ddc 1ap c6 di nang luc dugc chi dinh, néu 1a nguoi khac) co
trach nhiém theo ddi két qua va thong bao cho nguoi khiéu nai/ngudi khang nghi vé tién do déanh gia
khiéu nai hodc khang nghi. Pdng thoi, voi sy hd trg ctia bd phan chét luong lién quan, phai tién hanh diéu
tra cac ndi dung dugc néu va xac dinh day du céac bién phap xtr Iy du kién dé phan hoi khiéu nai trong
vong 03 thang ké tir khi nhan dwoc khiéu nai.

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
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. Quan 1y San pham (hodc nhan sy ndi bo doc 1ap ¢ du ning luc duge chi dinh, néu 1a ngudi
khac) phai xem xét va phé duyét quyét dinh giai quyét khiéu nai hodc khang nghi, dong thoi thong bao
cho nguoi khiéu nai hodc nguoi khang nghi khi vu viéc duoc xem 1a da két thiic. Diéu nay c6 nghia 1a
BM d3 thu thap va xac minh ddy du cac thong tin can thiét, tién hanh diéu tra cac ndi dung lién quan, dua
ra quyét dinh ddi v6i khiéu nai va phan hoi cho nguoi khiéu nai/ngudi khang nghi.

complaint or appeal email Email giri khiéu nai hodc khang nghi: _info@benchmarks.com.hk

complaint or appeal hotline Pudng day nong tiép nhan khiéu nai hoic khang nghi: +852 23848696
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