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Complamt & Appeal Resolution Procedure
AUMAUNATITANNATTADIAIILURALANTANG IO

1. Objective iaquscaiva

1. To establish a standard and structured process for the handling of Complalnts and Appeals
received by BM. iadnnisiudasasizauuarnisanssali Benzhenlixing 163y agfinnsiivuadunauii
Hunassrunaritaseasiendaiau

Benchmarks Company Limited (abbreviation as BM) us®¥w fivdu imalulafl 31da (sa'lufiaviania 4
Lau)

2. To communicate the standard process to all operations to ensure that all complaints and appeals

are handled in a professional and responsible manner. aamimumaummg'\uiﬂr;mmmmunﬂgumms
Walvisfulandasasdaunaznisanssalvionualasunisinnisatnefiaa fwuaziinnusudnay

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.

99295 au: UARAKTaaIAnTlAY Muanva N linalasafanssunisiusasuad BM uay/viafanssunis
JusavanAuay BM sauisn Benzhenlixing

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. n1sanssai: Aruazasgnaisia BM iWazalu
AAsanTuiiedunisdaaiulasusas wransandulalag uaay BM Miedasdugne

2. General Principles ndnn15vi 'l

The submission, investigation and decision on complaints or appeals shall avoid any discriminatory
actions against the party. This process must be managed as confidential. n1sul3a93a938U NsFAL

&U uarnsiasandaduanasal msndnidaonisasevinliunisidandfiiilan sadaviidosas
nsznunsisasiuiy anudu

The aggrieved party could send Complaints and Appeals via BM website. ejifamnaaiuisafiuidassag
Bauuaranasalkiiunaivladuas BM ‘e

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. msaal,'sr;mmawﬂuamssmmsaﬁmr;mﬂaul,aummaamaiamsuumamaawﬁsm nangIu
1/1LﬂuiﬂﬁiiummnLLmauﬂsuLmumaquumawaiaatsuumamaawﬁim wazdlauazdayafinsauasniu
Favathetaiau

If a complaint is raised against the clients certified by BM. vnfinnsfiudassasdausaqna1ilasunns
Fusavann BM

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

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. miwmsmwa'saaL'szmmmul,ﬂummﬂmmumamumu“lmmumﬂ wazinld
wAlaluseninensnuniu BM afesia‘lyl mn’uaiaoLsuuuu“l,m”mjawiamsuu wraugavaNNliunala
uazdv'lilasunisanasauiniuriasasizaua’y
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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 maanumnmaiaaL'ir;luLtaumsam'ﬁsmmummﬁn LRE
sosgazanalddeInn1sgsAa (BM) mmmmaa {AnN1sgsAaTiAasiniAnuNINLaLATIA AL .
dayaRnduonua (invaniulalle) Lwaml,uumsnwasaaLiﬂumaam'gﬁmmmau AsenAulaiag
wAludasasdaunianisanasaimslasunisasadauuaraulif laaurainsilitdeddasdunisdssifiun
Wgnasdurasasdaunianisanssaiiiy

An overall review of complaints or appeals process must be part of the annual Management Review.
ANTNUMIUNTTLIUANTTAVBEUWEaaNEsalatvATauAauazsadtiugIuniivaasnIsnunIunIsUZmNSg
clohRb IEEERY

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.
Tuguuavnszununs FSC u dunaunsurlazasasizaunarnisanssailuiaaiuladavinduniwvias
Auvavisuinan BM siiiunisiusas FSC COC BM asnautiasasisauuaznisanssalluniseeniu
wIannaIAUKaULIaIAI AU BINRLTY

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. analensaunszuiunisuas FSC maaLsuuu‘l',amammuuwaosaumuiﬂm ASI
(wie9uRlasunsiusasann FSC) wintagm'lidlasunisualurumssdunisaudunauiifiagasuy
8 wsamnNsaaLiﬂuVLumumunnwamﬂm BM 165U LLav/ma”L:Jwa‘lam.lmsammsmasamsuuwao BM
funaugavinadanisiuizassasdauludousdinilasunissusasain FSC

3. Overall Process Steps diunaulnusiuaanszuIuNs

For each complaint and appeal, the following points must be followed: &uiunissassaunazais
anssalueaza’y azsavlfifdaudaniivuacalyil

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. iiia'le3usavsavisauniaanasal dha BM ArsasiadauiiBtasiag
FuuntaanssabiuAmidasduAanssunisiusasiiagnnalsanusufinuavuasie BM w3a'ly winla éhe
BM aisusivsloyaainsititidasiiadanisiutlaymdonad

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 complalnt or appeal, a new qualified internal independent person is
appointed by CEO. ainwu agfinsussdounnanialuasdnsiifinaaniivnsauuazniubasy Taaan
Lsumuaul,ﬂummmimammsm winIansuaadaeifidiusnlunsznunsdsadu (nsesagaunsanis
An&ula) 1/1anwaanwasaaLiﬂuusanstMEim CEO auu,mmuﬂﬂamﬂ‘Lua\mnimuﬂmaunmmmwau
uaztludasyauln

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. wn%asasFnUNtafmanssailiuinansuls ¥an1siagsAanlsiu
dunsfunsuriunvdna dasavsaunazAanssalazaadlasunsiuinlaafinn1suaadueivia
yaaanaluniiludssesnfiaauaniduinizau (614)
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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. W¥ansudaduad (viagidenmgaialun
Lﬂuaasmmmauummmuau mndluuanadu) assaslinisnaunduiassunialusas (2) flanvisiu

mmum“l,m”%w”afaaL%ﬂuusaamsim smmasﬂuwuﬂgnmmsm BM wuzindniunsfinaiudasasiiay
waanasol

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. jY¥anTHAaTUI (WiaKnsInandinaluaddnsiiiiudasy wind) AITAAMIUNRANEURY
u,zn”amw;Jﬁnvniwaamsﬂimﬁuﬁa's"aoL%uuvﬁamiawﬁ'szﬁ‘lﬁcﬁaoy%qu/@"a"iua,m'ﬁiaimsm malu 3 whautiy
AnJunladudasasieu TaalasunsaiuayuaINLRUNAUNTWIIALIADY HIANTHANAMUIIAITNTIA
FAUADNANIMIUREANNUALUINIINTALTUNTNLUZINNINUALNAAa LA UAIAAUDTDIGEY

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. g ansudndaai (Wiagnssnanadinaluasdnsiiludase wvindl) arseanadauuazayliainig
mmau‘tmwaLLﬂ"’Lwa'saaLsﬂumamsam'ﬁsm uazudelvigsasitauniagiuanssainudiadaindasasisau
Tuduaaaua’ nanda Nammswamnmm“lmmsmLtaumaaaanmauammmumwmum gausiuda

ARTINILAD ﬂﬂﬂut'&Lﬂﬂ')ﬂ‘lJ‘LlB‘iEJ\‘]L‘iEIULLEQ'J LLEQuG\a'iJﬂEQUNJSEJOLSEIH/QEIHEJ‘M‘E'SNLL&'J

complaint or appeal email Matfwadmiusaoisau :  info@benchmarks.com.hk

complaint or appeal hotline sasIufuBassasGHUVTaaNETal: +852 23848696
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