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1. INTRODUCTION

The purpose of this Bureau Veritas Certification policy is to establish a
standard and structured process for the management of Complaints and
Appeals received by Bureau Veritas Certification. The purpose of this
policy is to communicate the standard process to all operations to ensure
that all appeals and complaints are handled in a professional and
responsible manner.

Muc dich Bureau Veritas Certification dua ra quy dinh nay 1a nham thiét 1ap mét quy
trinh chudn va c6 cdu tridc chat ché, phuc vu cho viéc quan ly cac khiéu nai va khang
cao ma Té Chirc ching nhan Bureau Veritas Certification nhan duoc. Muc dich cda quy
dinh nay 1a dé phé bién quy trinh chuén cho tét cd cac hoat déng nham dam bao rang
tét ca cac khiéu nai va khang céo duoc xi»ly mét cach chuyén nghiép va cé trach nhigm.

The definitions used by Bureau Veritas Certification are the following:
Céc dinh nghia béi Bureau Veritas Certification nhw sau:
Appeal/Khang céo:

An Appeal is defined as an “Appeal against a Certification Decision made
by Bureau Veritas Certification or Decision made by Bureau Veritas
Certification on the validity of a complaint against either Bureau Veritas
Certification or a Bureau Veritas Certification Certified Organisation”.

M6t khang céo duoc dinh nghia 1a mét "Khang céo chdng lai quyét dinh ching nhén
cua Bureau Veritas Certification hodc Quyét dinh cda Bureau Veritas Certification vé
tinh hiéu lyc cda don khiéu nai chéng lai Bureau Veritas Certification hodc Té chic do
Bureau Veritas Certification danh gia "

Complaints/ Khiéu nai:

A complaint is defined as “an expression of dissatisfaction by a person or
organization (“party”) against either Bureau Veritas Certification or a
Bureau Veritas Certification Certified Organisation”.

Mét khiéu nai duoc dinh nghia la “Maét biéu 16 cda viéc khdng hai long béi mét ca nhan
hodc té chirc (“party: bén lién quan”) chéng lai Bureau Veritas Certification hodc Té chic
do Bureau Veritas Certification danh gia”.
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2. GENERAL PRINCIPLES/ CAC NGUYEN TAC CHUNG

Complaints and appeals are registered directly on-line by the “party” on
either the global Bureau Veritas Certification website and (or) directly on
the Bureau Veritas Certification local office’s website; This complaint form
and the complaint/appeal process is publicly available in the same
languages as the public certification summaries published by Bureau
Veritas Certification on-line.

Céc khiéu nai va khang céo duoc dang ki truc tuyén béi chinh “bén lién quan” trén
website ciia Bureau Veritas Certification hodc truc tiép trén website cia van phong dia
phuong cua Bureau Veritas Certification. Don khiéu nai va qui trinh khiéu nai/khang cao
lubn c6 s&n cdng khai va duoc trinh bay bang ngdn ngd tirong tw cac 4n ban vé dich vu
chung nhan duoc cong bé truc tuyén trén trang web cda Bureau Veritas Certification.

This complaint/appeal form is also available in print on party’s request.

Pon khiéu nai/khang c&o nay cing duoc in thanh van ban theo yéu cdu cda bén lién
quan.

Complaints and appeals received must be recorded and the details transmitted
to the relevant Bureau Veritas Certification entity for processing.

Céc khiéu nai va khang céo duoc tiép nhan phai duoc luu lai va cac chi tiét phai duoc
chuyén dén van phong Bureau Veritas Certification c6 lién quan dé xd ly.

In case of complaint or appeal received from a “party” which is not a Bureau
Veritas Certification client, due consideration must be given whether or not it is
appropriate to answer, taking into account potential liability. In such cases, the
content of the answer must be coordinated with the client.

Trong trrong hop khiéu nai va khang cao nhan duoc tir mét “bén” khéng phai 1a khach
hang cda Bureau Veritas Certification, thi phdi xem xét cac yéu té lién quan dé danh gia
viéc tra loi co thich hop hay khdng. Trong cac trirong hop nay, néi dung cda viéc tra loi
phai duoc trao déi véi khach hang.

The Local Technical Manager (LTM) is the default channel for dealing with the
complaints and appeals. End-responsible to carry out this process:

Giam déc ky thuat chi nhanh (Local Technical Manager - LTM) 1a kénh méc dinh cho
viéc gidi quyét cac khiéu nai va khang céo. Trach nhiém cudi cung dé thuc hién thd tuc
nay la:

- For complaints, LTM

- DOi voi cac khiéu nai: LTM
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- For appeals, FSC HUB manager (related with the country of the appeal)
- Péi v6i cac khang cdo: Giam déc FSC HUB (c6 lién quan véi qudc gia cua
khang céo)

The relevant KPI must be monitored as a measure of effectiveness of the
process (KPI).

KPI c6 lién quan phai dwoc giam sat nhw mét thwdc do caa tinh hiéu qua cda thad tuc
(KPI).

An overall review of customer’s complaints or appeal process must be part of
the annual Management System Review.

M6t sw xem xét toan bé cda thd tuc khiéu nai hodc khang céo cda khach hang phai la
mat phan cda viéc xem xét hé théng quén ly hang nam.

The HUB Manager, the TQR CER Technical Manager and the Global
accreditation Coordinator shall be informed of all FSC complaints. The Global
Technical Director of Bureau Veritas Certification Holding SAS shall be notified
depending upon severity. In case of a critical risk (such as complaints involving
a possible litigation, insurance declaration, court summons, loss of image,
accreditation...) the complaints must be transferred to the HO Divisional legal
contact.

Cép quén ly HUB, giam déc ki thuat CER TQR va diéu phdi vién chinh thic toan céu
sé duoc thong bao vé tat cg céac loi khiéu nai cda FSC. Giam déc ky thut toan cau
cua Bureau Veritas Certification Holding SAS phai dwoc théng bao tuy thuéc vao mac
do nghiém trong. Trong triromg hop rdi ro cao (nhw 1a cac khiéu nai lién quan dén mét
tranh chdp c6 thé xay ra, khai bao bdo hiém, triéu tap cua tda &n, mat mat hinh anh,
coéng nhén,...) thi cac khiéu nai phai duoc chuyén dén dia chi cdia phong ban Hop phap
tai Tru sé.

Bureau Veritas retains the anonymity of the complainant in relation to the client,
if this is requested by the complainant and shall treat anonymous complaints
and expressions of dissatisfaction that are not substantiated as complaints as
stakeholder comments and address these during the next audit.

Bureau Veritas sé gid kin danh tinh cda nguoi khiéu nai lién quan téi khach hang, néu
diéu nay duoc yéu cau béi nguoi khiéu nai va sé doi xtr véi cac khiéu nai ndc danh va
nhiing biéu hién cda sw bt man nay 1a khéong duoc ching minh nhw nhiing 164 phan
nan cta y kién cac bén lién quan va sé gidi quyét nhing trong lan danh gia tiép theo.
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3. OVERALL PROCESS STEPS/ TOAN BO CAC BUOC

THU TUC

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

Déi v6i méi khiéu nai va khang céo, cac diém sau phéi duoc thuc hién:

1) The complaint and appeal must be recorded by the LTM of the receiving
Bureau Veritas Certification Entity. Complaints/appeals will normally be

made in writing, but if not, Bureau Veritas Certification office receiving the
official oral complaint shall initiate a record in BVC system.

Khiéu nai va khang céo phai duoc luu lai béi LTM cda Bureau Veritas Certification.
Céc khiéu nai/khang céo binh thuong sé duoc thuc hién thanh vén ban, nhung
néu khéng thi vdn phong Bureau Veritas Certification nhan khiéu nai bang [6i noi
chinh thic sé phai tao thanh mét ban luu trik tai hé thdng cda BVC.

2) LTM communicates the details of the complaint or appeal and findings to

relevant internal parties where required Technical Manager shall liaise with
Bureau Veritas Certification (Holding) or the relevant accredited Bureau
Veritas Certification entity in order to reply adequately to the appeal or
complaint.
LTM chuyén céc chi tiét cia khiéu nai hodc khang céo va cac phat hién téi cac bén
néi bé cé lien quan noi yéu cdu Giam Péc ky thudt phai gid lién lac véi Bureau
Veritas Certification c6 trach nhiém hodc Bureau Veritas Certification dwoc chinh
thirc cbng nhan c6 lién quan dé phan héi mét cach thich dang téi khiéu nai hodc
khang céo.

3) LTM shall/ LTM sé:

- record documents, ensure traceability of documents,

L trip cac tai liéu, bdo ddm kha nang truy tim nguéc géc cia cac tai liéu

- check the feasibility of the decisions and closes the case when solved

kiém tra tinh kha thi cda cac quyét dinh va két thac viéc x ly khiéu nai khi nd
da duoc gidi quyét

4) Complaint shall be offered the opportunity to refer it to FSC’s dispute
resolution process if the issue has not been resolved at the end of the
complaint procedure with Bureau Veritas Certification.

Khiéu nai sé duoc dé nghi mét corhdi dé chuyén no t6i thd tuc gidi quyét dy quyén
clia FSC néu van dé chua duoc gidi quyét tai thoi diém két thic cda quy trinh khiéu
nai voi Bureau Veritas Certification.
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The submission, investigation and decision on appeals/complaints shall avoid
any discriminatory actions against the party. This process must be managed as
confidential.

Sw dé trinh, diéu tra va quyét dinh déi véi cac khiéu nai/khang céo sé tranh bét cuv cac
hanh déng phan biét déi xi&r chéng lai cac bén. Tha tuc nay phéi duoc quan ly nhw la
bi mat.

The complainant has the opportunity to refer their complaint to ASI, if the issue
has not been resolved through the full implementation of Bureau Veritas
Certification’s own procedures, or if the complainant disagrees with the
conclusions reached by the Bureau Veritas Certification and/ or is dissatisfied
by the way Bureau Veritas Certification handled the complaint. As the ultimate
step, the complaint may be referred to FSC.

Nguwoi khiéu nai sé c6 co héi chuyén 1oi phan nan cda minh t6i ASI, néu van dé véan
chua duoc gidi quyét cho du da thuc hién day du theo quy trinh cda Bureau Veritas,
hodc néu nguoi khiéu nai khéng déng tinh véi cach gidi quyét cua Bureau Veritas
Certification va/hodc khéng hai long véi cach thdc Bureau Veritas Certification giai
quyét khiéu nai.Theo buéc cudi ciing, 16i khiéu nai sé duoc chuyén t6i FSC.
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4. APPEALS PROCESS/ THU TUC KHANG CAO

Upon receipt of the appeal LTM shall determine if she or he was involved in the
appealed decision — all appeals must be investigated by personnel different
from those who carried out the audits and made the relevant certification
decision.

Dua vao viéc tiép nhan khang céo, LTM phéi xem xét néu ba hodc 6ng &y tham gia
trong quyét dinh khang céo — tat ca cac khang céo phai duoc diéu tra béi ca nhan khac
tir nhifng nguoi da thuc hién cac cudc kiém tra va dua ra quyét dinh chidng nhan co
lién quan.

If she or he was involved, then a suitable qualified internal independent panel
shall be appointed, and if not she or he can carry out the investigation. The
panel is composed of: 2 person independent from the appealed decision from
2 HUBS and the Global accreditation coordinator.

Néu ba hodc 6ng 4y tham gia, sau d6 mét ban héi tham doc 1ap néi bo di diéu kién
phu hop phai duoc bé nhiém, va néu khéng thi ba hodc éng 4y c6 thé thuc hién cudc
diéu tra. Ban hoi thdm nay bao gém: 2 ca nhan déc 1ap véi quyét dinh khang céo tor 2
HUBS va Global accreditation coordinator.

Any appeal received must be communicated in a timely manner to the Global
accreditation Coordinator to support the answer to the appellant that the appeal
has been received and will be processed and to investigate the grounds of the
appeal, by reviewing the appeal and associated files (contract review, audit
reports, certification decision details) followed by preparing a report detailing
the appeal.

B4t ky khang céo nao duoc nhan phai duoc lién lac trong mét cach thic dung luc téi
diéu phdi vién céng nhan toan cdu dé hé tro trd 16i cho nguoi khang céo rang khang
c&o da duroc nhan va sé duoc xiv ly va diéu tra cac nguyén nhan cda khang céo, bang
cach xem xét lai khang céo va cac hé so lién quan (contract review, audit reports,
certification decision details) theo sau viéc chudn bj mét ban bao céo chi tiét khang
cao.

The receipt of the appeal must be acknowledged, according to the above
principles, including an outline of the proposed course of action to follow up on
the appeal, within 2 weeks of receiving it.

Viéc nhén khang céo phai duoc thira nhén, theo cac nguyén tdc nhw trén, bao gém
mét dé cuong cla qua trinh dé xuét hanh déng bam séat vao khang céo trong vong 2
tuan ké ter khi nhan duoc né.
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Global accreditation coordinator shall monitor the results, have investigated and
specified all its proposed actions in response to appellant(s) within 3 months of
receiving the appeal with the support of FSC Hub manager / LTM.

Piéu phoi vien cong nhan toan c4u sé giam séat cac két qua, diéu tra va xac dinh tat ca
cac hanh déng dé xuét dé déi phé véi cac nguoi khang céo trong vong 3 thang ké ter
khi nhan duoc khang céo véi sw hé trocda Quan ly FSC Hub / LTM.

5. COMPLAINTS PROCESS/ THU TUC KHIEU NAI

Upon receipt of the complaint LTM shall determine if she/he was involved in the
process in question — all complaints must be investigated by personnel different
from those who carried out the audits and made the relevant certification
decision. If s/he was involved, then a suitable qualified internal independent
person(s) shall be appointed, and if not s/he can carry out the investigation.
Dua vao viéc nhan khiéu nai, LTM sé& xac dinh liéu ba hodc 6ng 4y c6 tham gia vao
qua trinh diéu tra — tat cg khiéu nai phai duoc diéu tra béi ca nhan khac tir nhimg nguoi
da thue hién cac cudc kiém tra va dua ra quyét dinh ching nhan c6 lién quan. Néu ba
hodc éng 4y tham gia thi mét ca nhan déc 1ap trong ndi bé dd diéu kién thich hop sé
duoc chi dinh, va néu khong thi ba hodc 6ng dy cé thé thuc hién cudc diéu tra.

The receipt of the complaint must be acknowledged, according to the above
principles, including an outline of the proposed course of action to follow up on
the complaint, within 2 weeks of receiving it.

Viéc nhan khiéu nai phai duoc thera nhan, theo cac nguyén tdc nhu trén, bao gém mot
dé curong clia qua trinh dé xuat hanh déng bam sat vao khiéu nai trong vong 2 tuén ké
ter khi nhan dwoc né.

LTM shall monitor the results and keep the complainant(s) informed of progress
in evaluating the complaint, 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 FSC HUB Manager.

LTM sé quan ly két qua va theo sét tién d6 danh gia cua (cac) 16i khiéu nai, va diéu tra
cac cao budc va chi dinh cho tét cd dé xuat hanh déng dé phan héi lai 16i khiéu nai
trong vong 3 thang ké ttr ngay nhan 16i khiéu nai véi sw hé tro cda cép quan ly FSC
HUB.
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