ESTS Extensive Standard Technical Services Co., Ltd.

Complaint & Appeal Resolution Procedure
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1. OBJECTIVE BHY

The purpose of this procedure is:

FEFHENET:

a) To establish a standard and structured process for the handling of Complaints and Appeals
received by Extensive Standard Technical Services Co., Ltd. (hereafter called ESTS)
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b) To communicate the standard process to all operations to ensure that all complaints and appeals
are handled in a professional and responsible manner.
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ESTS definitions .

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

®if: BEFARBEAARAN ESTS FRAINMEERHELH ESTS INERNE FINEFERH.
In the context of FSC program, an ESC Complaint shall include:
# FSCINEM B H, FSCHIFNBHEMNTER
a) Name and contact information of the complainant, and
RIFANBRIRRETR
b) A clear description of the issue, and
XHOF R B M R At
c) Evidences to support each element or aspect of the complaint.

XERFNEERLESTTANIEE.

Appeal: A request by the client to the ESTS for reconsideration of a Certification Decision or Decision
made by ESTS relating to that client.
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In the context of FSC program, an FSC Appeal shall include:
7 FSCIANETE®, FSC HiF BN TER:
a) Name and contact information of the submitter, and
FRIFIRZ AN BB FRE T
b) A clear description of the issue, and
X BRI RO E T B A A
¢) Evidences to support each element or aspect of the appeal
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2. GENERAL PRINCIPLES @M

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

RIFMAIFIRE, AEMRKN B RN HE T FAEERENT A BRERGIREE AN B ITHE.

The aggrieved party could send Complaints and Appeals to ESTS Managing Director by email, the email
address is available on the ESTS website: https://www.estsglobal.com/en/policies.html.
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BEM_EHKE]: https://www.estsglobal.com/en/policies.html.

If a complaint is raised against the clients certified by ESTS,

WMREX ESTS ME FINERE&ROF:
a) ESTS shall retain the anonymity of the complainant in relation to their client, if this is
requested by the complainant.
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b) ESTS shall treat it as stakeholder comments and address it during the next ESTS audit, if
the complaint is anonymous complaint or an expression of dissatisfaction that are not
substantiated as complaint.
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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.
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An overall review of complaints or appeals process must be part of the annual Management Review.
XEARIFNRIFCESENBEREXIEAFEEEEITHRN—B0.

In the context of FSC program, the present Complaint and Appeal resolution procedure is available in
the local language of the countries where ESTS operates FSC COC Certification. ESTS shall respond
to Complaint and Appeal in the same language, or shall agree with the submitter on the language used.
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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 ESTS and/ or is dissatisfied
by the way the ESTS handled the complaint. As the ultimate step, the complaint may be referred to FSC.
7 FSCIMEME R, MRAEXHLHENNEEERTERBR, NELEAREE ESTS ARMLE
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3. OVERALL PROCESS STEPS sfk B
For each complaint and appeal, the following points must be followed:
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1) Upon receipt a Complaints or Appeals, ESTS Managing Director shall confirm whether the complaint
or appeal relates to ESTS certification activities for which ESTS is responsible and, if so, ESTS
Managing Director shall determine which relevant ESTS services is responsible to address it.

BEBOFHERIFR, ESTS ERLELEBNRIMNIFRNERRESS ESTS ARMIMEEAFHF X,
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Then a suitable qualified internal independent person shall be appointed, by default, Program Technical
Manager is appointed. If Program Technical 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 Managing Director.
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2) If the Complaints or Appeals are acceptable, ESTS Managing Director shall acknowledge receipt of

a complaint or appeal by email. The complaint and appeal must be recorded by Program Technical
Manager or qualified internal independent person, if different.
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3) Program Technical Manager (or qualified internal independent person, if different) 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.
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4) Program Technical 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.
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5) Program Technical 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 certification body has gathered and verified all
necessary information, investigated the allegations, taken a decision on the complaint and responded
to the complainant / appellant.
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