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LICH SU’ SU’A BOI TAI LIEU

STT | LAN| TRANG NOI DUNG SUA POl NGAY SUA | NGAY HIEU
SUA| SUA POl LUC
01 |01 05 Sau khi nhan duoc khiéu nai hodc khang nghi, 20/01/2021 20/01/2021

Ban giai quyét khiéu nai cé trach nhiém véi
viéc thu thap va kiém tra xac nhan moi théng
tin can thiét (nhiéu nhat c6 thé) dé dwa ra quyét
dinh vé khiéu nai hoac khang nghi
Quyét dinh giai quyét khiéu nai hoac khang
nghi phai dwoc lap, hoac duwgc xem xét va phé
duyét béi nhirng ngwdi khong tham gia vao
hoat déng chirng nhan lién quan dén khiéu
nai, hoac khang nghi do;
CAFECONTROL dam bao khéng str dung
nhan sy (k& ca nhirtng ngwdi hanh dong voi tw
cach quan ly) da cung cap tw van cho khach
hang hodc dwoc khach hang tuyén dung, dé
xem xét hodc phé duyét viéc giai quyét khiéu
nai hodc khang nghij dbi v&i khach hang dé
trong vong hai ndm sau khi két thic hoat dong
tw van hodc st dung lao dong;
CAFECONTROL dam bao sw bdo mat ctia
ngudi khiéu nai, trir khi ngudi khiéu nai Gy
quyén cho CAFECONTROL hoé&c T6 chirc
quan ly tiéu chuan (4C, RA...) chia sé théng
tin hodc ngudi khiéu nai cong khai chia sé
thong tin.
Khéng duorc tiét 16 cac thdng tin s& hiru tri tué
ho&c thwong mai vé hoat ddng dwoc danh gia
trong béat ky tai liéu céng khai nao vé nguoi
khiéu nai khi chwa cé sw chap thuan bang van
ban cua khach hang.
Quy trinh nay phai dwoc cong khai trén website
cia CAFECONTROL va CAFECONTROL phai
cung cép quy trinh nay cho khach hang bang
céach théng bao qua cudc hop két thac
CAFECONTROL khéng giai quyét cac khang
nghi bang cach thay ddi pham vi chirng nhan
dé loai bd van dé trong pham vi chirng nhan
da dwoc cap.
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CAFECONTROL phai thic hién mét danh gia
dé danh gia rti ro cta cac khiéu nai ndc danh,
song CB khéng c6 nghia vu diéu tra khiéu nai
néu khong cé da bang chirng hoac théng tin so
bd. Khiéu nai dwoc gtvi thay mat cho mot
nhém, chdng han nhw mét cong ddng hoac té
chirc ngudi lao ddng, phai coé it nhat mot ngudi
lién hé dé xt ly cac thw tir lién hé va thidc mac
bb sung.

CB phai ghi chép lai cac hanh déng da thuc
hién dé diéu tra va giai quyét khiéu nai trén mot
nhat ky s6. Cac hanh déng dwoc ghi chép lai
phai bao gdm ngay nhan duwoc khiéu nai, tén
va thong tin lién hé cta ngudi khiéu nai, ban
chét cta khiéu nai, bang chirng, tén ctia don vi
s& hiru chirng nhan lién quan dén khiéu nai,
bat ky hanh ddng nao da thuc hién dé diéu tra
vé khiéu nai, cac phat hién diéu tra, va quyét
dinh lién quan dén khiéu nai.

01/07/2022

01/07/2022
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Trang bia

Thay ddi dia chi cong ty

01/07/2025

01/07/2025

04
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Toan bo tai
liéu

Ra soat va lam ré quy trinh; bd sung ban song
ng Viét-Anh

Reviewed and clarified the general procedure;
added Vietnamese-English bilingual text.

01/08/2026

01/08/2026
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1. MUC DiCH/ PURPOSE

Quy trinh dwa ra phuong thirc nhat quan dé& CAFECONTROL tiép nhan, danh gia tinh da diéu
kién, diéu tra, quyét dinh, phan héi va lvu hé so dbi véi khiéu nai va khang nghi lién quan dén hoat
dong danh gia, chirng nhan va cac dich vu chirng nhan. Quy trinh nham bao dadm viéc x ly minh
bach, kip thoi, bdo mat, doc 1ap va phu hop véi cac yéu cau ap dung cua ISO/IEC 17065 va
chuwong trinh chieng nhén lién quan.

This procedure establishes a consistent method for CAFECONTROL to receive, determine
eligibility, investigate, decide, respond to, and retain records of complaints/grievances and appeals
related to audit, certification and certification services. It is intended to ensure transparent, timely,
confidential and independent handling in accordance with applicable ISO/IEC 17065 requirements
and relevant certification scheme requirements.

2. PHAM VI/ SCOPE

Quy trinh ap dung cho cac khiéu nai, khang nghi va yéu cau/trao ddi c6 tinh chat khiéu nai phat
sinh tlr khach hang, ngudi lao déng, cong déng, td chirc xa hoi, bén lién quan hodc cac bén khac co
lién quan dén hoat déng chirtng nhan do CAFECONTROL thyc hién.

This procedure applies to complaints/grievances, appeals, and inquiries or communications
having the nature of a complaint submitted by clients, workers, communities, civil society
organizations, stakeholders or other parties in relation to certification activities performed by
CAFECONTROL.

3. TAILIEU VIEN DAN/ REFERENCES
- ISO/IEC 17065:2012 - Banh gia sw phu hop - Yéu ciu dbi voi td chirc chirng nhan san pham,
qua trinh va dich vy, dac biét Muc 7.13.

ISO/IEC 17065:2012 - Conformity assessment - Requirements for bodies certifying products,
processes and services, particularly Clause 7.13.
- Cac quy dinh, tiéu chuan, chinh sach va hwdng dan rang budc hién hanh clta cac chwong
trinh/ch s& hiru tiéu chudn ma CAFECONTROL dwoc phé duyét thwe hién chirng nhan, ap dung
theo pham vi twong wng

Current binding rules, standards, policies and guidance of certification schemes/standard owners
for which CAFECONTROL is approved to provide cetrtification services, as applicable to the relevant
scope.
- Hop ddng/thda thuan chirng nhan, diéu khoan dich vu va cac yéu cau phap ly co lién quan, khi
ap dung/

Certification contracts/agreements, terms of service and relevant legal requirements, where
applicable.
- Sb tay chéat lwong, quy trinh kiém soat tai liéu-hd so, quan ly tinh khach quan/xung dét loi ich va
cac quy trinh lién quan cia CAFECONTROL

CAFECONTROL Quality Manual, document-record control, impartiality/conflict-of-interest
management and other related procedures.
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4. THUAT NG’ VA BINH NGHIA/ TERMS AND DEFINITIONS

- Khiéu nai: sy khoéng hai long, khac véi khang nghi, ctia ca nhan hodc t6 chirc dbi véi hoat
dong, dich vu hodc quyét dinh khéng thudc pham vi khang nghi do CAFECONTROL chiju trach
nhiém va c6 mong doi dwoc phan hoi hodc xtr ly. Thuat nglr “grievance” dwgc mét sb chuwong trinh
str dung duoc xem 13 “khiéu nai” theo quy trinh nay.

Complaint/Grievance: an expression of dissatisfaction, other than an appeal, by any person or
organization concerning activities, services, or decisions not subject to appeal for which
CAFECONTROL is responsible and for which a response or resolution is expected. The term
“grievance”, where used by an applicable certification scheme, is treated as a complaint under this
procedure.

- Khang nghi: yéu ciu cla khach hang, don vi dang ky chirng nhan hodc don vi dwoc chirng
nhan dé nghi CAFECONTROL xem xét lai mét quyét dinh thudc qua trinh chirng nhan ma theo quy
dinh ap dung dwoc phép khang nghi.

Appeal: a request by a client, certification applicant or certificate holder for CAFECONTROL to

reconsider a decision made within the certification process for which an appeal is permitted under
the applicable requirements.
- Tinh da diéu kién: két luan ban dau vé viéc ndi dung tiép nhan cé thudc pham vi x& ly cia
CAFECONTROL va/hoac chwong trinh chirng nhan twong rng, cé thudc loai vu viéc dwgc phép xtr
ly theo co’ ché khiéu nai/khang nghj va cé da théng tin so bd dé tiép tuc hay khéng. Két qua va ly
do phai dwoc ghi nhan.

Eligibility: the initial determination of whether a submission falls within CAFECONTROL’s
and/or the applicable certification scheme’s handling scope, is a matter that may be processed
through the complaint/appeal mechanism, and contains sufficient preliminary information to
proceed. The result and rationale shall be recorded.

- Ngweoi khiéu nai/lngwdi khang nghi: ca nhan hoac té chirc glvi khiéu nai’khang nghj. Truwéng
hop khiéu nai dwgc giri thay mat cho mét nhom, chang han cdng ddng hodc td chirc ngudi lao
dodng, phai cé it nhat mot dau méi lién hé kha thi d& quan ly trao dbi va cac yéu cau lam rd bd sung.

Complainant/Appellant: the individual or organization submitting a complaint/grievance or
appeal. Where a complaint/grievance is submitted on behalf of a group, such as a community or
worker organization, at least one viable contact person shall be identified to manage
communications and further inquiries.

5. NGUYEN TAC CHUNG VA TRACH NHIEM/ GENERAL PRINCIPLES AND
RESPONSIBILITIES

- Phong Chirng nhan CAFECONTROL 1a dau mbi tiép nhan khiéu nai, phan loai va diéu phdi viéc

xt ly khiéu nai/khang nghi lién quan dén hoat déng chirng nhan ciia CAFECONTROL. Viéc xem

xét va xt ly khiéu nai/khang nghi phai dwoc thwe hién cong bang, khach quan, khéng phan biét dbi

xtr, bdo dam khéng cé xung dét loi ich va khéng gay bat loi cho ngwdi khiéu nai/khang nghi cho

viéc str dung co ché nay.
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The CAFECONTROL Certification Department shall serve as the focal point for receiving and
classifying complaints and appeals, and for coordinating their handling in relation to
CAFECONTROL’s certification activities. The review and handling of complaints and appeals shall
be carried out in a fair, objective and impartial manner, without discrimination, and shall ensure that
no conflict of interest exists. The submission, investigation and decision on complaints and appeals
shall not result in any discriminatory or adverse action against the complainant or appellant for
having used this process.

- Ngu®i phu trach tiép nhan dang ky hé so, bdo vé tinh bao mat, theo dai thei han va chuyén ho
so cho nguoi cé thadm quyén. Nguoi diéu tra/xem xét/ra quyét dinh phai c6 ndng lwc phu hop va
dap ing yéu cau doc lap, xung dét lgi ich néu tai Muc 6.7.

The receiving function registers the case, protects confidentiality, tracks timelines, and assigns
the case to authorized personnel. Investigators/reviewers/decision-makers shall be competent and
meet the independence and conflict-of-interest requirements in Section 6.7.

- Moi théng tin, bang chirng, trao déi va quyét dinh phai dwoc ghi nhan day du, cé thé truy xuat va
dwoc bao mat theo mirc d6 phu hop.

All information, evidence, communications and decisions shall be adequately documented,
traceable and protected at an appropriate confidentiality level.

- Cac yéu cau cu thé cha chuwong trinh/ch s& hitu tiéu chuan dwoc ap dung clng véi quy trinh
nay. Trudng hop cé khac biét, CAFECONTROL ap dung yéu cau rang budc cla chwong trinh lién
quan va ghi nhan viéc ap dung trong hd so vu viéc.

Scheme-specific/standard-owner requirements apply together with this procedure. Where
requirements differ, CAFECONTROL applies the binding requirements of the relevant scheme and
records their application in the case file.

6. QUA TRINH XU’ LY/ HANDLING PROCESS

6.1. CONG KHAI VA KENH TIEP NHAN/ PUBLIC ACCESS AND SUBMISSION
CHANNELS

- CAFECONTROL cé6ng khai quy trinh nay hodc mé ta ré rang vé co ché khiéu nai/khang nghi
trén website, cung cap quy trinh cho khach hang chirng nhan va bdo ddm cac bén lién quan c6 thé
tiép can. Website phai cé dwdng dan truc tiép, dé nhan biét dén co ché tiép nhan va xt ly khiéu
nai’khang nghj va, khi cé ap dung, dén kénh bao céo khiéu nai/sw cb tric tuyén hodc kj thuat sé.
Puwéng dan phai chiva tir “Khiéu nai” bang ngén ng str dung trén website d& nguoi st dung co thé
nhan biét r& muc dich cia dwong dan.

CAFECONTROL makes this procedure, or a clear description of the complaint/appeal
mechanism, publicly available on its website, provides the procedure to certification clients, and
ensures that it is accessible to relevant stakeholders. The website shall provide easily recognizable
direct access to the complaint/appeal submission and handling mechanism and, where applicable,
to any online or digital complaint or incident reporting channel. The access link shall contain the
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word “Complaint” in the language(s) used on the website so that users can clearly recognize its
purpose.

- [t nhat cac kénh tiép nhan sau phai dwoc duy tri va hoat déng: email, s6 dién thoai c6 nhan s
tiép nhan trong gi® lam viéc va dia chi buwu chinh. CAFECONTROL ciing c6 thé tiép nhan qua biéu
mau website, van ban truc tiép hodc kénh chinh thirc khac.

At minimum, the following submission channels shall be maintained and operational: an email
address, a telephone number attended by CAFECONTROL personnel during working hours, and a
postal address. CAFECONTROL may also receive submissions through a website form, written
submission in person, or another official channel.

Dau méi tiép nhan/ Submission contacts

Email pcncafecontroldaklak@gmail.com

Bién thoail 0262.3862040

Telephone

Phong Chirng nhan/ x N A AL e S S \gia
Certification Dept. 75/38 Nguyén Lwong Bang, P. Tan Lap, tinh Bak Lak, Viét Nam

- CAFECONTROL duy tri kha nang tiép nhan va quan ly khiéu nai/khang nghi bang cac ngén ngi
duwoc yéu cau béi chwong trinh chirng nhan ap dung. Truéng hop chwong trinh yéu ciu kha nang
x® ly bang tat ca ngdn ngir chinh thirc ctia quéc gia noi CAFECONTROL c¢6 chivng nhan dang hoat
dong, CAFECONTROL sir dung nhan sw ndi bo hodc hé tro ngén nglv doc lap phu hop dé dap tng
yéu cau nay.

CAFECONTROL maintains the capability to receive and manage complaints/appeals in the
languages required by the applicable certification scheme. Where the scheme requires such
matters to be handled in all official languages of the countries in which CAFECONTROL has active
certificates, CAFECONTROL shall use competent internal personnel or appropriate independent
language support to meet this requirement.

6.2. TIEP NHAN, DANG KY VA XAC NHAN/ RECEIPT, REGISTRATION AND
ACKNOWLEDGMENT

- Ngay khi nhan dwoc ndi dung, nguoi tiép nhan mé ma hé so va ghi vao Sé theo dbi khiéu
nai’khang nghj bang phwong tién dién tlr. Hb6 so phai ghi téi thiéu ngay nhan, loai vu viéc, chu dé,
ngudi glri/thdng tin lién hé (néu co), khach hang/don vi lién quan (néu cd), bang chirng ban dau,
két quéa sang loc/tinh du diéu kién va ngwdi phu trach.

Upon receipt, the receiving person opens a case reference and records it in the electronic
Complaint/Grievance and Appeal Register. The record shall include at minimum the date received,
case type, topic, submitter/contact information (if available), related client/entity (if any), preliminary
evidence, screening/eligibility result and responsible person.

- CAFECONTROL x&c nhan da nhan khiéu nai, khang nghi va cac yéu cau/trao doi thudc pham vi
x® ly trong vong 10 ngay lich ké tir ngay tiép nhan, hodc trong thdi han ngén hon néu yéu cau ap
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dung quy dinh; déng thoi théng tin cho ngwdi glri vé cac budce tiép theo va thoi diém dw kién co két
qua khi phu hop.

CAFECONTROL acknowledges receipt of complaints/grievances, appeals and in-scope
inquiries within 10 calendar days of receipt, or within a shorter period where required by the
applicable requirements, and provides the submitter with information on the next steps and the
expected timing of the outcome where appropriate.

- Né&u ndi dung dwoc nhan bang dién thoai hoac trao ddi miéng, nhan sw tiép nhan phai lap ban
ghi bang van ban du dé xt ly va, khi cé thé, xac nhan lai ndi dung v&i ngudi gui.

Where a submission is received by telephone or verbally, the receiving personnel shall make a
written record sufficient for handling and, where possible, confirm the content with the submitter.

- Trong subt qua trinh x& ly, S6 theo déi dién tir phai dwoc cap nhat dé thé hién cac hanh dong
diéu tra/xac minh da thuc hién, két qua/phat hién lién quan, quyét dinh hoéc giai phap cubi cung va
ngay déng hd so.

Throughout the handling process, the electronic register shall be updated to record the
investigation/verification actions taken, relevant findings/results, the final decision or resolution, and
the case closure date.

6.3. PHAN LOAI VA XAC PINH TiNH PU PIEU KIEN/ CLASSIFICATION AND
ELIGIBILITY

- Trong bwéc sang loc ban dau, CAFECONTROL phan loai ndi dung la: yéu cau théng tin; khiéu

nai; khang nghi; bao cao sy cbé/td cao; hodc ndi dung ngoai pham vi. Két qua phan loai va tinh du

diéu kién phai dwoc ghi trong sb theo dbi, bao gébm Iy do va yéu ciu chuwong trinh dwoc ap dung

néu cé.

During initial screening, CAFECONTROL classifies the submission as an inquiry/request for

information; complaint/grievance; appeal; incident/allegation report; or out-of-scope matter. The
classification and eligibility result shall be recorded in the register, including the rationale and any
applicable scheme-specific requirement.
- Mét vu viéc dwoc coi 1a du diéu kién x( ly khi ndi dung thudc trach nhiém/hoat ddng chirng nhan
ctia CAFECONTROL hoéc thudc trwerng hop chuwong trinh yéu cau CAFECONTROL theo déi, va
théng tin so bd du dé xac dinh van dé va tién hanh budc xr ly phu hop. Dbi véi khang nghi, noi
dung phai lién quan dén mét quyét dinh thudc qua trinh chirng nhan ma khach hang cé quyén
khang nghi theo yéu cau ap dung.

A case is considered eligible for handling where the matter falls within CAFECONTROL’s
responsibility/certification activites or is a case that the applicable scheme requires
CAFECONTROL to follow up, and the preliminary information is sufficient to identify the issue and
proceed appropriately. For an appeal, the matter shall relate to a decision within the certification
process for which the client has an appeal right under the applicable requirements.
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- Néu chua du théng tin, CAFECONTROL c6 thé yéu cau bd sung trong pham vi can thiét. Néu
xac dinh khong du diéu kién hoac ngoai pham vi, phai ghi nhan ly do va, khi c6 théng tin lién hé,
thdng bao cho nguwdi glri vé két qua sang loc va kénh phu hop néu cé thé.

If information is insufficient, CAFECONTROL may request additional information as necessary.
Where a case is determined ineligible or outside scope, the rationale shall be recorded and, where
contact information is available, the submitter shall be informed of the screening result and an
appropriate channel where this can reasonably be identified.

6.4. XU LY KHIEU NAI / GRIEVANCE HANDLING
- CAFECONTROL thu thap va kiém tra xac nhan théng tin can thiét dé& danh gia khiéu nai, bao
gdm ho so chirng nhan, trao ddi lién quan, di¥ liéu hé théng, phéng van hodc xac minh bd sung khi
phu hop.

CAFECONTROL gathers and verifies the information necessary to evaluate the
complaint/grievance, including certification records, relevant communications, system data,
interviews or additional verification where appropriate.

- CAFECONTROL xt ly ho&c theo dai khiéu nai theo yéu ciu ctia chwong trinh chirng nhan lién
quan. Khi can danh gia bd sung/danh gia diéu tra hodc hoat déng xac minh khac, hoat déng dé
duwoc thuc hién theo quy dinh danh gia/chirng nhan hién hanh cta chwong trinh ap dung; két qua
xac minh va quyét dinh lién quan la mét phan cda viéc gidi quyét khiéu nai.

CAFECONTROL handles or follows up complaints/grievances in accordance with the relevant
certification scheme requirements. Where an additional/investigation audit or other verification
activity is required, it shall be conducted under the current audit/certification requirements of the
applicable scheme; the verification results and related decision form part of the complaint
resolution.

- CAFECONTROL duy tri bdo mat danh tinh ngwdi khiéu nai, triv khi nguei khiéu nai cho phép
CAFECONTROL va/hoac chu chuwong trinh lién quan chia sé théng tin, ngwdi d6 da tw céng khai
théng tin, hodc viéc tiét 16 dwoc phap luat yéu cau.

CAFECONTROL shall maintain the confidentiality of the complainant unless the complainant
authorizes CAFECONTROL and/or the relevant scheme owner to share the information, the
complainant has publicly disclosed the information, or disclosure is required by law.

- Théng tin thwong mai hodc s& hiru tri tué cia hoat ddng dwoc danh gia khdng dwoc cong bd
trong tai liéu cong khai vé khiéu nai néu chwa cé sy déng y bang van ban ctia khach hang.

Commercial or intellectual proprietary information of the audited operation shall not be disclosed

in public complaint-related documents without the client’s written consent.
- Khi c6 thong tin lién hé, CAFECONTROL théng tin cho ngudi glri vé tién dd va cac phat hién
chinh & m&c phu hop trong qua trinh x& ly. Khi c6 quyét dinh hodc két qua cubi cung,
CAFECONTROL cung cép cho nguoi glvi ban tom tat két qua va théng bao viéc két thuc xi ly vu
viéc, trong pham vi khdng lam 16 théng tin mat, théng tin riéng tw hodc anh huwdng dén tinh toan ven
cta hoat déng diéu tra/chirng nhan.
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Where contact information is available, CAFECONTROL keeps the submitter informed of
progress and major findings at an appropriate level during the handling process. When a final
decision or result is reached, CAFECONTROL provides the submitter with a summary of the
outcome and notification of closure, without disclosing confidential or private information or
compromising the integrity of the investigation/certification process.

6.5. KHIEU NAI NAC DANH/ ANONYMOUS COMPLAINTS/GRIEVANCES

- CAFECONTROL tiép nhan khiéu nai ndc danh va thyc hién danh gia rui ro dya trén thong tin,
bang chirng so bd, mirc dd nghiém trong, kha nang anh huwéng dén tinh toan ven chirng nhan va
kha nang xac minh doc lap. CAFECONTROL khéng bat budc diéu tra khiéu nai ndc danh néu
khéng c6 da bang chirng hodc thdng tin so bd, trir khi chwong trinh chirng nhan ap dung cé yéu
cau khac. Tuy nhién, két qua danh gia radi ro va ly do x& ly/khéng x& ly phai dwoc ghi nhan.

CAFECONTROL accepts anonymous complaints/grievances and performs a risk appraisal

based on the available information, preliminary evidence, seriousness, potential impact on
certification integrity, and the ability to verify independently. CAFECONTROL may determine that no
further investigation is possible where sufficient preliminary evidence or information is lacking,
unless the applicable scheme requires otherwise; the risk appraisal and rationale for action/non-
action shall be recorded.
- Trwdng hop khiéu nai dwoc givi thay mat cho mét nhém, chéng han cong déng hodc td chirc
nguwdi lao ddng, phai cé it nhat modt ddu méi lien hé kha thi d& quan ly trao dbi va cac yéu cau lam
rd bd sung. Dbi v&i cac khiéu nai khac khéng cé théng tin lién hé dé phan héi, CAFECONTROL van
thwe hién cac budc xir ly c6 thé thwe hién trén co sé théng tin sé&n cé va cap nhat trén hé théng
hodc thédng bao cho chi chwong trinh khi yéu ciu ap dung quy dinh.

Where a complaint/grievance is submitted on behalf of a group, such as a community or worker
organization, at least one viable contact person shall be identified to manage communications and
further inquiries. For other complaints/grievances where no contact information is available for
responding, CAFECONTROL shall still perform the handling steps that can reasonably be
completed based on the available information and make any scheme-system update or scheme-
owner notification required by the applicable requirements.

6.6. XU’ LY KHANG NGHI/ APPEAL HANDLING
- Khang nghi dwoc dang ky riéng va xac dinh rd quyét dinh bi khang nghi, ngay quyét dinh, pham
vi lién quan, ly do/diém khéng déng y va bang chirng do ngwdi khang nghi cung cép.

An appeal is registered separately and shall clearly identify the decision being appealed,
decision date, relevant scope, grounds/points of disagreement and evidence provided by the
appellant.

- CAFECONTROL tiép nhan khang nghi déi v&i cac quyét dinh thudc qua trinh chirng nhan do
CAFECONTROL ban hanh ma theo yéu cau ap dung, bén lién quan c6 quyén yéu cau xem xét lai.
DPbi v&i quyét dinh khéng thudc thdm quyén ciia CAFECONTROL, CAFECONTROL théng tin hodc
hwéng dan bén lién quan st dung co ché khiéu nai/khang nghj ctia t6 chirc co6 thdm quyén. Viéc
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gidi quyét khang nghi khéng dwoc thye hién bang cach thay ddi pham vi chirng nhan chi nham loai
bd van dé dang bi khang nghi.

CAFECONTROL accepts appeals against decisions issued by CAFECONTROL within the

certification process for which the relevant party has a right to request reconsideration under
applicable requirements. Where a decision is outside CAFECONTROL’s authority, CAFECONTROL
shall inform or direct the relevant party to the complaint/appeal mechanism of the competent
organization. An appeal shall not be resolved by changing the certification scope merely to
eliminate the matter being appealed.
- Khang nghi phai dwoc xem xét bdi it nhat 02 nguwdi c6 nang lwe, khdng tham gia vao cudc danh
gia ho&c qua trinh ra quyét dinh chirng nhan lién quan va khéng cé xung dét loi ich véi khach hang.
it nhat mét trong nhirtng ngudi xem xét khang nghi phai cé cp do Danh gia trwdng dwoc phé duyét
cho dung pham vi chirng nhan lién quan.

An appeal shall be reviewed by at least two competent persons who were not involved in the
relevant audit or certification decision-making process and who have no conflict of interest with the
client. At least one reviewer shall have Lead Auditor level approved for the relevant certification
scope.

- CAFECONTROL chiju trach nhiém thu thap va kiém tra xac nhan, trong pham vi cé thé, cac
thdng tin can thiét d& dwa khang nghi dén quyét dinh. Viéc xem xét khong chi gi¢i han & bang
chirng do ngwdi khang nghi cung cdp ma con bao gébm hd so' chirng nhan va céac théng tin, bang
ching lién quan do CAFECONTROL lwu giir.

CAFECONTROL is responsible for gathering and verifying, as far as possible, the information
necessary to progress the appeal to a decision. The review is not limited to evidence submitted by
the appellant and shall also consider relevant certification records and other information and
evidence maintained by CAFECONTROL.

- Nhém xem xét danh gia toan bd bang chirng lién quan va lap két luan cé can ct. Khi st dung
Ban Tw van Ky thuat hodc chuyén gia khac, chi nhirtng ngudi dap &ng yéu cau vé nang luc, doc
lap, bao mat va xung dét lgi ich méi dwoc tham gia.

The review panel evaluates all relevant evidence and reaches a reasoned conclusion. Where
the Technical Advisory Board or other experts are used, only persons meeting applicable
competence, independence, confidentiality and conflict-of-interest requirements may participate.

- Két qua va viéc két thuc qua trinh xt& ly khang nghi phai dwoc CAFECONTROL théng bao chinh
thirc bang van ban cho ngu®i khang nghi, néu quyét dinh cudi cling va co sé chinh cta quyét dinh
trong pham vi c6 thé céng bé.

CAFECONTROL shall formally notify the appellant in writing of the outcome and closure of the
appeal process, stating CAFECONTROL’s final decision and the principal basis for the decision to
the extent that it may be disclosed.

- Viéc ndp khiéu nai hoac khang nghi khéng tw ddng lam tam dirng hiéu lwc cla quyét dinh dang
duwoc xem xét, triv khi yéu cau rang budc ap dung hodc td chirc c6 thdm quyén quy dinh khac.
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Submission of a complaint or appeal does not automatically suspend the effectiveness of the
decision under review, unless otherwise required by applicable binding requirements or determined
by the competent organization.

6.7. POC LAP, KHACH QUAN VA XUNG POT LOl iCH/ INDEPENDENCE,
IMPARTIALITY AND CONFLICTS OF INTEREST

- Quyét dinh gidi quyét khiéu nai hodc khang nghi phai dwoc thuwc hién, hodc dwoc xem xét va
phé duyét, b&i ngudi khéng tham gia vao cac hoat ddng chirng nhan lién quan dén khiéu nai hodc
khang nghi dé.

The decision resolving a complaint/grievance or appeal shall be made, or reviewed and
approved, by person(s) who were not involved in the certification activities related to such
complaint/grievance or appeal.

- CAFECONTROL khéng str dung ngui da cung cap tw van cho khach hang hodc tirng dwoc
khach hang tuyén dung dé xem xét/phé duyét viéc giai quyét khiéu nai hodc khang nghi ctia khach
hang do trong vong 02 nam ké ttr khi két thic hoat ddng tw van hodc quan hé lao dong.
CAFECONTROL shall not use personnel who provided consultancy to the client or were
employed by the client to review/approve the resolution of a complaint/grievance or appeal
concerning that client within two years following the end of the consultancy or employment, unless a
stricter applicable requirement applies.
- Trwdc khi phan cong, ngwdi xem xét/diéu tra/ra quyét dinh phai xac nhan khéng cé xung dét loi
ich. Néu c6 rii ro vé tinh khach quan, phai thay thé nhan sw ho&c ap dung bién phap kiém soat da
dwoc phé duyét.
Before assignment, reviewers/investigators/decision-makers shall confirm absence of conflict of

interest. Where an impartiality risk exists, personnel shall be replaced or an approved control
measure applied.

6.8. THOl HAN VA TRAO POl THONG TIN/ TIMELINES AND COMMUNICATION

Moc / Milestone Thei han / Yéu cau kiém soat / Control requirement
Timeline
X&c nhan khiéu Trong 10 ngay lich | Xac nhan d& nhan, néu budc tiép theo va thoi diém dw kién co
nai/khang nghi Within 10 calendar | két qua khi phu hop; ap dung th&i han ngén hon néu chwong
Complaint/ days trinh yéu cau.
grievance or appeal Confirm receipt, next steps and expected outcome timing where
acknowledgment appropriate; apply a shorter timeframe if required by the scheme.
Giai quyét khiéu Trong 30 ngay lich | Hoan thanh x{ ly/két luan va truyén dat két qua trong thoi han
nai/ Within 30 calendar | quy dinh. Trwdng hop viéc gidi quyét khiéu nai bao gbm danh gia
Resolve days diéu tra dan dén quyét dinh chirng nhan, quyét dinh chirng nhan
complaint/grievance phai dwoc hoan tat trong cung thdi han giai quyét khiéu nai, trie
khi y&éu cau rang budc clia chwong trinh quy dinh co ché khac.
Néu can kéo dai, thwc hién théng bao hodc xin chap thuan theo
yéu cau ap dung.
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Méc / Milestone Thoi han / Yéu cau kiém soat / Control requirement
Timeline

Complete the handling/conclusion and communicate the outcome
within the specified timeframe. Where complaint/grievance
handling includes an investigation audit leading to a certification
decision, the certification decision shall be completed within the
same resolution timeframe unless the applicable binding scheme
requirements specify another mechanism. If an extension is
needed, notification or approval shall be made as required by the
applicable requirements.

Giai quyét khang Trong 30 ngay lich | Hoan thanh xem xét doc lap va truyén dat két qua; cap nhat hé
nghi/ Within 30 calendar | théng/chl chwong trinh khi dwoc yéu cu.

Resolve appeal days Complete the independent review and communicate the outcome;
update the scheme system/owner where required.

- CAFECONTROL theo di thoi han ké tir ngay tiép nhan. Cac méc néu trén |a thdi han kiém soat
ndi bo tdi da, trir khi yéu cau rang budc ap dung quy dinh thdi han ngan hon hodc co ché khac.
Trwdng hop khong thé hoan tat trong thdi han quy dinh va viéc gia han dwoc phép,
CAFECONTROL phai ghi nhan ly do va thyc hién viéc théng bao hoac xin chap thuan cla bén lién
quan/chd chuwong trinh theo yéu cau ap dung, déng thai tiép tuc theo ddi dén khi déng vu viéc.

CAFECONTROL tracks the applicable timelines from the date of receipt. The above milestones
are maximum internal control timelines unless applicable binding requirements prescribe a shorter
timeframe or a different mechanism. Where the case cannot be completed within the specified
timeframe and an extension is permitted, CAFECONTROL shall document the reason and make
any required notification or obtain approval from the relevant party/scheme owner, as applicable,
and continue tracking the case through closure.

6.9. CAP NHAT HE THONG CHU'ONG TRINH VA CHUYEN CAP/ SCHEME PLATFORM
UPDATES AND ESCALATION

- Khi yéu cau ap dung quy dinh vu viéc phai dwoc cap nhat trén nén tang/hé théng cia chuong
trinh hodc théng bao cho chi chwong trinh, CAFECONTROL phai thuc hién day da va dung thoi
han theo hwéng dan hién hanh. Déi v&i khang nghi, théng tin cap nhat phai bao gém tbi thiéu ngay
tiép nhan khang nghi, trang thai thé hién qua trinh khang nghi dang duoc thuc hién va két qua cudi
cung, cung cac théng tin khac khi dwoc yéu cu.

Where applicable requirements require a case to be recorded or updated in a scheme
platform/system or reported to the scheme owner, CAFECONTROL shall complete such actions
fully and within the applicable timeframe in accordance with current instructions. For appeals, the
information recorded shall include, at a minimum, the appeal date, a status indicating that the
appeal process is ongoing, and the final result, together with any other required information.
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- Dbi v&i vu viéc khong cé théng tin lién hé dé phan héi, CAFECONTROL van hoan thanh cac
budc xr ly cé thé thwc hién trén co s& thong tin sdn cé va cap nhat/thdng bao cho chwong trinh
chirng nhan khi dwoc yéu cau.

For a case with no contact information for responding, CAFECONTROL shall still complete the
handling steps that can reasonably be performed based on available information and make any
scheme-platform update/notification required.

- Néu chwong trinh chirng nhan/chi s& hivu tiéu chuan yéu cdu CAFECONTROL theo déi mét vu
viéc cu thé, hd so phai thé hién yéu ciu nhan dwoc, hoat ddng da thuc hién, két qua phan héi va
cac trao dbi lien quan. Khi can thém thoi gian, CAFECONTROL thwe hién viéc thédng bao/chap
thuan gia han theo yéu cau ctia chwong trinh ap dung.

Where a certification scheme/standard owner requests CAFECONTROL to follow up on a
specific case, the file shall show the request received, actions taken, response/outcome and
relevant communications. Where additional time is needed, CAFECONTROL shall follow any
notification/extension approval requirements of the applicable scheme.

- Khi vu viéc van chwa duoc gidi quyét sau quy trinh ndi bd va yéu cau ap dung cho phép chuyén
cap, CAFECONTROL théng tin cho bén lién quan vé co ché khiéu nai/khang nghi/chuyén cép cua
cht chwong trinh hodc co quan cé thdm quyén phu hop. Viéc chuyén cap khéng thay thé nghia vu
CAFECONTROL phai hoan tat va Iwu hé so cac budc thudc trach nhiém cia minh.

Where a matter remains unresolved after the internal process and the applicable requirements
permit escalation, CAFECONTROL informs the relevant party of the scheme owner’s or other
competent authority’s complaint/appeal/escalation mechanism. Escalation does not replace
CAFECONTROL’s obligation to complete and retain records of the steps for which it is responsible.

6.10. PONG HO SO VA XEM XET HE THONG/ CLOSURE AND SYSTEM REVIEW

- Hb so chi dwgc dong khi da hoan thanh diéu tra/xem xét can thiét, co quyét dinh hodc giai phap,
da truyén dat két qua theo yéu cau, da cap nhat hé thdng chwong trinh khi ap dung va da ghi ngay
dong hod so.

A case is closed only after the necessary investigation/review is complete, a decision or solution
has been reached, the outcome has been communicated as required, program systems have been
updated where applicable, and a closure date has been recorded.

- Céc hanh dong khac phuc/phong ngtra phat sinh tr khiéu nai/khang nghi dwoc quan ly theo quy
trinh hanh déng khac phuc ciia CAFECONTROL va duoc theo déi dén khi hoan tat.

Corrective/preventive actions arising from complaints/grievances or appeals are managed under
CAFECONTROL’s corrective action procedure and followed through to completion.

- Tét ca khiéu nai, sy cd dwoc bao cdo, khang nghi va két qua x& ly dwoc phan tich trong hoat
ddong xem xét hé théng quan ly chat lvong dinh ky d& nhan dién xu hwéng, nguyén nhan I&p lai va
thwe hién cac diéu chinh can thiét déi véi hé théng/quy trinh chirng nhan.
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All complaints/grievances, reported incidents, appeals and their outcomes are analyzed as part
of regular quality management system reviews to identify trends and recurring causes and make
necessary adjustments to certification management systems/processes.

- Hb so phai dwoc lwu gilk bao mat tdi thiéu theo thoi han clia hé thdng quan Iy va chwong trinh
ap dung. CAFECONTROL ap dung thdi han lwu 06 ndm dbi véi cac hd so theo quy trinh nay, triy
khi quy dinh phap luat/chwong trinh yéu cau dai hon.

Records shall be retained confidentially for at least the period required by the management
system and applicable program. CAFECONTROL applies a six-year retention period for records
under this procedure unless law or program requirements require a longer period.

7. BIEU MAU VA HO SO LUU / FORMS AND RETAINED RECORDS

STT Ho6 so/biéu mau Ma hoa Noi lvu Thei gian lwu
No. Record/Form Code Location Retention
S4 theo ddi khiéu nai - khang nghi BM/9/STDKN/01 Phong Chirng 06 nam/
1 | Complaint/Grievance and Appeal nhan/ Certification 6 years
Register Dept.
Phiéu dé nghi hanh dong khac BM/9/PDNKPPN/02 | Phong Chirng nhan/ 06 nam/
5 phuc/phdng nglra, néu ap dung Certification Dept. 6 years
Corrective/Preventive Action Request,
where applicable
Phiéu xt ly khiéu nai - khang nghi BM/9/XLKNKN/03 | Phong Chirng nhan/ 06 nam/
3 | Complaint/ Grievance and Appeal Certification Dept. 6 years
Case Handling Record
Hb6 so vu viéc va béng chu:ng I‘<ém Theo ma vu viéc/ Phong Chirng nhan/ 06 nam/
theo: thw/cong van, trao doi, bang Case ID Certification Dept. 6 years
chirng xac minh, quyét dinh va bang
chirng cap nhat hé thong/chu chwong
4 trinh

Case file and supporting evidence:
correspondence, verification evidence,
decisions and scheme-platform/owner
update evidence
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