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1. QUY DINH CHUNG 1. General

1.1 Muc dich va pham vi

1.1. Objectives and Scopes

- Quy trinh nay quy dinh trinh ty, thu tuc tiép
nhan va giai quyét ciing nhu ngin ngira sy tai
dién 1ap lai cac khiéu nai, phan nan cua t6
chuc dugc danh gia (khach hang), nguoi tiéu
dung san pham halal va cac bén lién quan lién
quan dén hoat dong danh gia, chimg nhan va
dao tao cua GHC mot cach nhanh chong,
khach quan, dung din, khong dun day trach
nhiém.

This procedure outlines the steps and processes
for receiving, resolving, and preventing the
of audited
organizations (clients), halal product consumers,
and other stakeholders in terms of GHC's audit,
certification, and training activities in a prompt,

recurrence complaints  from

objective, and proper manner, without shifting
responsibility.

- Quy trinh nay duoc cong khai cho to chirc
dugc danh gia (khach hang) va cac dbi tac co
lién quan dén dich vu cua GHC.

This procedure is made public to the audited
organizations (client) and relevant partners
involved with GHC's services."

- Quy trinh nay ap dung voi linh vuc danh
gia, ching nhan Halal cia GHC theo céc yéu
cau quy dinh trong ISO/IEC 17021; ISO/IEC
17065, GSO 2055-2:2021, JAKIM.HH/900-
6/51 (2017), HAS 23000:2 (2012), TCVN
13888:2023, ... va cac Tiéu chuan cong nhan
Halal quéc té/khu vuc c6 lién quan.

This to GHC's Halal
certification activities in accordance with the
requirements set forth in ISO/IEC 17021,
ISO/IEC 17065, GSO 2055-2:2021,
JAKIM.HH/900-6/51 (2017), HAS 23000:2
(2012), TCVN 13888:2023, and other relevant
Halal

procedure applies

international/regional accreditation

standards.

1.2. Bién soan, soat xét, phé duyét:

1.2. Compilation, Review, Approval

Quy trinh nay do Phong Quan ly chuyén gia
bién soan, Giam dbc phé duyét ban hanh.

This procedure is prepared by the Expert
Management Department and approved for
issuance by the Director.

Viéc bién soan, soat xét, stra doi, phé duyét,
ban hanh, thu hoi, hiiy bo quy trinh nay phai
tuan thi cac quy dinh tai Quy trinh Kiém soét
tai licu — PRO.01.

The compilation, review, revision, approval,
issuance, withdrawal, and cancellation of this
procedure must comply with the regulations
outlined in the Document Control Procedure —
PRO.OI.

1.3. Trach nhiém:

1.3. Responsibilities

- Cén b0 bién soan: Pho bién, hudéng dan,
theo doi va cap nhat viéc thuc hién.

Compiler: Disseminates, guides, monitors, and
updates the implementation

- Can b lién quan: Thyuc hién nghiém chinh
cac yéu cau di quy dinh.

Relevant Personnel: Strictly adheres to the
specified requirements
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2. PINH NGHIA, VIET TAT VA TAI
LIEU VIEN DAN

2. Definition and normative references

2.1. Pinh nghia, tir viét tat:

2.2. Definition

- Khiéu nai (khoan 3.9, GSO 2055-2:2021):
Su thé hién su khong hai 10ng ctia bat ky ca
nhan hoic t6 chirc nao dbi véi co quan ching
nhan Halal, noi dugc mong doi s€ c6 phan
hoi.

Complaint (Clause 3.9. GSO 2055-2:2021): An
expression of dissatisfaction by any person or
organization, to a Halal certification body,
where a response is expected

Khiéu nai hodc phan nan hoac khang nghi 1a
yéu cau do t6 chic dugc danh gia (khach
hang), ngudi tiéu dung san pham halal va cac
bén lién quan lién quan néu ra dbi véi két
qua: danh gi4, chimg nhan va dao tao (néu c6)
cia GHC dé dé nghi xem xét lai quyét dinh
do GHC d3 dua ra d6i véi ddi tuong co lién
quan.

A complaint, grievance, or appeal is a request
made by the evaluated organization (client),
halal product consumers, or other relevant
the of GHC’s
certification, training (if

parties regarding results

assessment, and
applicable), asking for a review of GHC’s

decision concerning the relevant subject.

- Phan nan: Hinh thirc dién dat sy khong hai
long (khac voi khiéu nai) cia mot ¢4 nhan
hoic t chirc bat ky véi GHC lién quan dén
hoat dong cua td chirc/co quan d6 v6i mong
mudn duogc dap lai.

of
dissatisfaction (different from a complaint) by

- Grievance: A form expressing
any individual or organization with GHC
regarding the organization’s activities, with the

expectation of receiving a response."

2.2. Tai liéu vién dén:

2.2. Normative references

-GSO 2055-2:2021: San pham Halal - Phan
2: Yéu cau chung déi véi té chire cdp chirng
nhdan Halal;

- GSO 2055-2:2021: Halal Products - Part 2:
General Requirements for Halal Certification
Bodies

- JAKIM.HH/900-6/51 (2017): Thii tuc bo
nhiém té chirc chirng nhdn halal nuée ngodi.

- JAKIM.HH/900-6/51 (2017): Procedures for
Appointing Foreign Halal Certification Bodies

- HAS 23000:2 (2012): Yéu cau chirng nhdn
Halal: Chinh sdach va thu tuc.

- HAS 23000:2 (2012): Halal Certification
Requirements: Policies and Procedures

- TCVN 13888:2023: Panh gia sy phu hop -
Yéu cau doi véi té chirc chirmg nhdn sdn
phdm, qud trinh va dich vu halal.

- TCVN 13888:2023: Conformity Assessment -
Requirements for Halal Certification Bodies for
Products, Processes, and Services

- ISO/IEC 17021-1:2015: Dadnh gia su phu | - ISO/IEC 17021-1:2015: Conformity
hop, Yéu cau déi véi Té chirc danh gid va | Assessment — Requirements for Bodies
chitng nhdn hé théng qudn 1y — Phan 1: Cdc | Providing ~ Audit and  Certification  of
yéu cdu; Management Systems — Part 1: Requirements

- ISO/IEC 17065:2012: Danh gia sw phu | - ISO/IEC  17065:2012:  Conformity
hop — Yéu cau déi véi t6 chirc chitng nhdn @ Assessment — Requirements for Bodies

san pham, qua trinh va dich vu.

Certifying Products, Processes, and Services
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- Nghi dinh 107/2016/ND-CP  ngay - Decree No. 107/2016/ND-CP dated July 1,

01/7/2016 quy dinh vé diéu kién kinh doanh
dich vu danh gia sw phu hop.

2016: Regulations on Business Conditions for
Conformity Assessment Services

- Nghi dinh so 154/2018/NP-CP ngay 09
thang 11 nam 2018 cua Chinh phi sira doi,
bé sung, bdi bé mot s quy dinh vé diéu kién
dau tw, kinh doanh trong linh viee quan Iy nha
nuwoc cua Bo Khoa hoc va Cong nghé va mot
s6 quy dinh vé kiém tra chuyén nganh

- Decree No. 154/2018/ND-CP dated
November 9, 2018: Government Decree
Amending  and Supplementing Some
Regulations on Investment and Business

Conditions in the Field of State Management by
the Ministry of Science and Technology and
Certain Provisions on Specialized Inspection

3. NOI DUNG QUY TRINH

3. Content

3.1. Cac nguyén tic giai quyét phan nan,
khiéu nai, khang nghi

3.1. Principles for Handling Complaints,
Grievances, and Appeals

3.1.1. Khi c6 bat ky khiéu nai hodc khang
nghi nao lién quan dén dich vu ching nhéan
Halal dugc gui t6i GHC, GHC s& thanh lap
Ban giai quyét khiéu nai gdm tdi thiéu 03
nguoi, trong d6 it nhit mot nguoi trong s6 ho
phai 1a chuyén gia vé cac van dé Hoi gido
Halal. Ban khiéu nai nay co thé 1a Ban
chuyén gia vé cac vin dé Hoi gido Halal / Ban
Luat Shariah/ Ban C6 van Shariah hodc mot
Ban dugc thanh 1ap riéng chi dé giai quyét
tinh hudng khiéu nai do.

3.1.1. When any complaint or appeal related to
Halal certification services is submitted to GHC,
GHC will establish a Complaint Resolution
Committee consisting of at least 3 members,
with at least one of them being an expert in Halal
This
Committee may be the Halal Islamic Affair

Islamic  affairs expert. Complaint
Expert Committee, the Shariah Law Committee,
the Shariah Advisory Board, or a separate
committee established specifically to address the

complaint situation.

3.1.2. Cac thanh vién cua Ban giai quyét
khiéu nai néu trén phai doc 1ap voi cac hoat
dong ching nhan Halal cia to chic duoc
danh gia (khach hang) duogc ching nhan
Halal lién quan dén khiéu nai hodc khang
nghi cy thé dugc giao.

3.1.2. Members of the Complaint Resolution
Committee must be independent from the Halal
certification activities of the organization
(client) involved in the specific complaint or

appeal.

3.1.2. Ban giai quyét khiéu nai/khang nghi
phai tudn thu cac nguyén tic sau:

3.1.2.  The
Committee must adhere to the following

Complaint/Appeal Resolution

principles:

- Cong khai, minh bach: Cac thong tin cua
GHC vé cung cép cac dich vu phai dam bao
cong khai, minh bach voi cé nhan/td chire c6
khiéu nai/phan nan/khang nghi c6 thé theo
ddi, kiém soat dugc cac qua trinh cung cap
dich vu do.

that
information about its services is publicly

Transparency: GHC must ensure
available and transparent, allowing individuals
or organizations with complaints, grievances, or
appeals to monitor and oversee the service

delivery process.
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- Dé tieép can: Cac thong tin vé giai quyét
khiéu nai cia GHC phai dam bao d& hiéu va
dé tiép can.

GHC’s
complaint resolution process must be clear and

Accessibility: Information ~ about

easily accessible.

- Tinh Kip thoi: Dam bao cung cap kip thoi
cho cac ca nhan/té chirc c6 khiéu nai/phan
nan/khdng nghi cac thong tin vé viéc tiép
nhan khiéu nai, trach nhiém va tién do giai
quyét khiéu nai.

Timeliness: GHC must provide timely updates
to individuals or organizations with complaints,
grievances, or appeals regarding the receipt of
the complaint, responsibilities, and the progress
of resolution.

- Khach quan: Pam bao giai quyét cac khiéu
nai mot cach khach quan, cong bing va
khong phan biét ddi xur.

Objectivity: Complaints must be resolved in an
objective, fair manner, without discrimination.

- Chi phi: Cic ca nhan/to chirc c¢6 khiéu
nai/phan nan/khang nghi khong phai chiu bét
ky chi phi nao cho qué trinh thyc hién khiéu
nai va giai quyét khiéu nai.

Cost: Individuals or organizations filing
complaints, grievances, or appeals should not
incur any costs for the complaint process or

resolution

3.2. Chinh sach xir Iy phan nan, khiéu nai | 3.2. Complaint, Grievance, and Appeal
va khang nghi Handling Policy
3.2.1. GHC ludn tao diéu kién dé cac ca | 3.2.1. GHC ensures that individuals or

nhan/td chtrc c¢6 khiéu nai/phan nan/khang
nghi co6 thé phan anh, giri thong tin, van ban,
lién lac t61 GHC. GHC luén thién chi trong
viée giai quyét cac phan nan, khiéu nai nham
bao dam quyén loi cta cac ca nhan/té chirc
¢6 khiéu nai/phan nan/khang nghi. GHC luén
khong nging cai tién dé hoan thién hé théng
chirng nhan Halal cua GHC.

organizations with complaints, grievances, or
appeals can easily report, submit information,
and contact GHC. GHC
resolving complaints and grievances to protect

1S committed to

the rights of the complainants and continually
improving its Halal certification system.

3.2.2. Cac khiéu nai ctia nguoi tiéu dung lién
quan dén san pham/dich vu Halal duoc chimg
nhan s€ dugc danh gia boi GHC va GHC sé¢
chiu trach nhiém thyc hién cac cudc diéu tra
can thiét. Qua qua trinh xtr 1y, néu thiy khiéu
nai la ¢é6 can ctr thi don vi duogc cép chung
chi (6 chirc dugc GHC déanh gia, cip chimg
nhan Halal) phai boi thuong thiét hai gy ra
theo quy dinh c6 lién quan ctia hop dong.

3.2.2. Consumer complaints related to certified
Halal products/services will be evaluated by
GHC, which will be responsible for conducting
necessary investigations. If a complaint is found
to be valid, the certified entity (the organization
certified by GHC) must compensate for any
damages as stipulated in the relevant contract.

3.2.3. GHC cong khai mau Pon khiéu nai va
phan nan (FOI1-PRO.07) trén Website cua
GHC tai dia chi: https://halalghc.com/tai-
lieu-cong-khai dé cac ca nhan/td chic co
khiéu nai/phan nan/khang nghi c6 thé tiép

.2.3. GHC publishes the Complaint and
Grievance Form (FO1-PRO.07) on its website
at https://halalghc.com/tai-lieu-cong-khai so

that individuals or organizations can easily

access and submit their complaints or

grievances.
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can va thuc hién thu tuc khiéu nai mét cach
thuan tién.

3.2.4. Khi nhan dugc cac phan nan, khiéu nai
hodc khang nghi GHC cam két s& thuc hién
cac cudc diéu tra can thiét. Qua d4nh gia, néu
thdy khiéu nai 13 c6 cin cr thi GHC cam két
thuc hién boi thuong thiét hai gy ra theo quy
dinh c6 lién quan ciia hgp dong/théa thudn
chung nhan.

3.2.4. Upon receiving complaints, grievances, or
appeals, GHC is committed to conducting
necessary investigations. If a complaint is found
to be justified, GHC will that
compensation is provided in accordance with the

€nsure

relevant terms of the contract or certification
agreement.

3.2.5. Luu d6 tiép nhan, xir 1y khiéu nai,
khang nghi va phan nan nhu sau:

3.2.5. The flowchart for receiving and handling

complaints, appeals, and grievances is as

follows:

Nhén thong tin khiéu nai, phan nan

v

Thong bao v€ viéc nhan dugc khicu
nai, phan nan

v

Xem xét, danh gia khiu nai, phan nan

A 4

Lap ho so khicu nai, phan nan

A 4

Xur ly khicu nai, phan nan <

A 4

Thong bao dén khach hang

Chip nhan

Lap hd so cac bién phap da thuc hién

Luu ho so

Khong chép nhan

Receive information about complaints

v

Notify receipt of the complaint or

grievance

v

Review and evaluate the complaint or

orievance

v

Document the complaint or grievance

'

Resolve the complaint or grievance <l—‘

Reiect

A

L

Notify the customer

Accept

\ 4

Document the measures taken

File the records

Hinh 1. Lwu dd quy trinh xir 1y khiéu nai, t6 cao / Flowchart of procedure for
resolution of complain
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a) Buéc 1: Nhan thong tin khiéu nai,
phan nan

a) Step 1: Receive Complaint or Grievance
Information

Moi nhén vién, Ban lanh dao cia GHC déu
c6 trach nhiém nhan cac thong tin vé phan
nan, khiéu nai hoic khang nghi vé dich vu
chimg nhan Halal qua céc kénh tiép nhan
(email, di¢én thoai, zalo, website, cong van
dén, gap g tiép xuc truc tiép, ...). Khi nhan
dugc phan nan, khiéu nai hodc khéng nghi
nhan vién d6 danh gia so bd murec do nghiém
trong clia van d&, néu van dé nghiém trong
can giai quyét ngay thi lién hé tryc tiép bang
dién thoai, email cho giam ddc/trudng bod
phan lién quan dé xtr 1y kip thoi (trong 24h
van phai bdo cho giam doc biét qua email).

All employees and management of GHC are
responsible for receiving information about
complaints, grievances, or appeals related to
Halal certification services through various
channels (email, phone, Zalo, website, formal
correspondence, direct meetings, etc.). Upon
receiving a complaint, grievance, or appeal,
the staff member should perform a preliminary
assessment of the issue's severity. If the issue
is urgent and requires immediate attention,
they should directly contact the relevant
director or department head by phone or email
to address the matter promptly (the director
must be informed via email within 24 hours).

Néu van dé khong phai cap bach trong vong
24h phai 1ap Phiéu tiép nhan thong tin phan
nan va khiéu nai cua cac ca nhan/td chirc co
khiéu nai/phan nan/khang nghi (theo FO2-
PRO.07) va giri cho Ban giam dbc, truong
bd phan lién quan dén khiéu nai, phan nan.

If the issue is not urgent, a Complaint and
Grievance Receipt Form (F02-PRO.07) must
be created within 24 hours and sent to the
management team and the department head
responsible for the complaint or grievance.

b) Budée 2: Thong bao vé viéc nhan dwoc
khiéu nai, phan nan hoic khang nghi

b) Step 2: Notify Receipt of the Complaint,
Grievance, or Appeal

Khi nhan dugc phan nan, khiéu nai hodc
khang nghi Ban chuyén gia vé cac van dé
Hoi gido Halal /Ban giai quyét khiéu nai
duogc giam ddc phan cong giai quyét khiéu
nai phan nan phai thong bao cho céc ca
nhan/té chirc c¢6 khiéu nai/phan nan/khéng
nghi biét da dugc tiép nhan bang cac cach:
Goi dién thoai, gtri thu dién tir hodc gui qua
zalo hodc gui van ban qua dudng van thu.
Thoi gian thong bao khong qua 24h sau khi
nhan dugc phan nan, khiéu nai hodc khang
nghi.

Upon receiving a complaint, grievance, or
appeal, the Halal Islamic Affair Expert
Committee or the Complaints Resolution
Panel assigned by the director must notify the
complainant or relevant organization that their
complaint has been received. This notification
can be done via phone call, email, Zalo, or
The
notification must be made within 24 hours of

formal written communication.

receiving the complaint, grievance, or appeal.

¢) Buéc 3: Xem xét, danh gia so' bd khiéu
nai, phan nan hoac khang nghi

¢) Step 3: Preliminary Review and Assessment
of the Complaint, Grievance, or Appeal

Céc phan nan, khiéu nai hoac khang nghi can
dugc danh gid so bd theo cac ti€u chi nhu:

Bén chat cua phan nan, khiéu nai hoac khang

Complaints, grievances, or appeals should be
preliminarily assessed based on criteria such

as: the nature of the complaint, the severity,
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nghi, mirc do gay gat, su lién quan dén cac
van d& vé cac dich vu cia GHC, tinh phiic tap
mtrc d6 anh hudng, nhu cdu va kha ning giai
quyét néu phan nan, khiéu nai hodc khang
nghi. Néu khong c6 du thong tin can thiét dé
tién hanh giai quyét thi quay lai bude 1.

relevance to GHC's services, complexity,
impact, and the need and feasibility of
resolution. If sufficient information is not
available to proceed with the resolution, return
to Step 1.

Céc truong bd phan lién quan phan bo cac
ngudn lyc can thiét cho qua trinh xir Iy phan
nan, khiéu nai hodc khang nghi tai b phan
minh quan ly.

The relevant department heads should allocate
the necessary resources for processing the
complaint, grievance, or appeal within their
respective departments.

d) Buéc 4: Tap hop va 1ap ho so phan
nan, khiéu nai hoic khang nghi

d) Step 4: Compile and Document the
Complaint, Grievance, or Appeal

Lap ho so phan nan, khi¢u nai hodc khang
nghi cting véi cac thong tin ho trg va c6 dau
hi€u nhan biét ho so theo tirng vu viéc.

Create a file for the complaint, grievance, or
appeal, including all supporting information
and identifiable markers for each case.

e) Buéc 5: Xir Iy phan nan, khiéu nai hoic
khang nghi

e) Step 5: Process the

Grievance, or Appeal

Complaint,

Céac truéng b phéan sau khi nhan duoc
quyét dinh cua giam ddc vé viéc xtr 1y phan
nan, khiéu nai hodc khang nghi cua cac ca
nhan/td chirc c¢6 khiéu nai/phan nan/khang
nghi can tim hiéu k§ hoan canh va cac thong
tin lién quan dén phan nan, khiéu nai,
nguyén nhan phan nan, khiéu nai, chi dinh
nhan vién thuc hién giai quyét chim nhét
trong vong 24h.

After receiving the director's decision on how
to handle the complaint, grievance, or appeal
from individuals or organizations, department
heads the
circumstances and relevant information about

must thoroughly investigate
the complaint, including the cause of the
complaint. They should assign staff to address

the issue, ensuring this is done within 24 hours.

Hang thang, Ban chuyén gia vé cac van dé
Hbi gido Halal / Ban Luat Shariah/ Ban C
véan Shariah / Ban giai quyét khiéu nai duoc
thanh 1ap c6 nhiém vu thu nhan két qua giai
quyét phan nan, khiéu nai ctia cac phong
ban va bao céo 1én Ban giam ddc.

Each month, the Halal Islamic Affair Expert
Committee, Shariah Law Committee, Shariah
or the established
Resolution

Advisory Committee,
Complaints Committe s
responsible for collecting results of the
complaint  resolutions from  various
departments and reporting them to the Board

of Directors.

g) Budc 6: Thong bao dén to chic duoc
danh gia (khach hang)

g) Step 6: Notify the Audited Organization
(Client)

Ban duoc phan cong chu tri giai quyét khiéu
nai, phan nan hoac khang nghi thong bao
(béng cac cach: Goi di¢n thoai, gui thu dién
tir hodc gui qua zalo hodc guri van ban qua

duong van thu) cho cac ca nhan/té chuc co

The committee assigned to lead the resolution
of the complaint, grievance, or appeal must
the
involved (via phone call, email, Zalo, or

notify individuals or organizations

official letter) about the decision and actions to
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khiéu nai/phan nan/khang nghi biét veé
quyét dinh, hanh dong s& dugc thyc hién
lién quan dén khiéu nai, phan nan hodc
khang nghi sau khi c6 ¥ kién ctia Giam déc.

be taken regarding the complaint, grievance, or
appeal, after receiving the Director's opinion.

Néu cac ca nhan/t chirc c6 khiéu nai/phan
nan/khang nghi tir chdi quyét dinh hoic
hanh dong da duoc dua ra thi cac phong ban
lién quan phai c¢6 cac hinh thuc giai quyét
khac hodc theo cac didu khoan trong
REG.01 - Quy dinh chung vé chiing nhan
Halal.

If the individuals or organizations with
complaints, grievances, or appeals reject the
the
departments must seek alternative resolution

decision or actions taken, relevant

methods or follow the terms outlined in
REG.01 - General Regulations on Halal
Certification.

Dong thoi Bo phan chu tri giai quyét khicu
nai, phan nan thong bao cho cic c4 nhan/to
chirc c6 khiéu nai/phan nan/khang nghi biét
vé sy thay d6i nay theo quy dinh cua GHC
trong REG.01 - Quy dinh chung vé chimg
nhan Halal va 14p ho so vé trudng hop do.

Additionally, the department handling the
complaint or grievance must inform the
individuals or organizations about this change
according to GHC’s regulations in REG.01 -
General Regulations on Halal Certification and
document the case.

Céc bd phan, cd nhan co lién quan can co
bién phép giam sat tiép theo ddi véi qua
trinh xir Iy phan nan, khiéu nai hodc khang
nghi cho dén khi cac phuong an giai quyét
thich hop dugc thao ludn va lam thoa man
cac ca nhan/td chirc c¢6 khiéu nai/phan
nan/khang nghi.

The involved departments and individuals
should implement follow-up measures to
monitor the complaint, grievance, or appeal
resolution process until appropriate solutions
are discussed and satisfactorily addressed.

Phan nan, khiéu nai hodc khéng nghi can
dugc giai quyét trong vong 10 ngay ké tir
ngdy nhan dugc phan nan, khiéu nai.
Trudng hop ngoai 1¢, xin y kién Giam déc
quyét dinh thoi han giai quyét.

Complaints, grievances, or appeals should be
resolved within 10 days from the receipt date.
In exceptional cases, consult the Director to
determine the resolution timeframe.

h) Budc 7: Lap ho so cac bién phap da thuc
hién

h) Step 7: Documenting Implemented
Actions

Khi cic ca nhan/td chire ¢ khiéu nai/phan
nan/khang nghi nhan dugc thong bao, néu
chap nhan cac quyét dinh va hanh dong dua
ra thi BO phan chu tri giai quyét khiéu nai,
phan nan thong bao dén phong ban lién
quan thuc hién quyét dinh va luu ho so. Két
thic qua trinh phan nan, khiéu nai.

When the individuals or organizations with
complaints, grievances, or appeals receive the
notification and accept the decisions and
actions taken, the department responsible for
handling complaints and grievances will notify
the relevant departments to implement the
decisions and maintain records. The process of
addressing the complaint or grievance will be
considered concluded once all actions have

been implemented and documented.
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Quia trinh giai quyét khiéu nai phan nan dugc
theo ddi trong F03-PRO.07 — S theo doi
khiéu nai va phan nan va dugc Ban chuyén
gia vé& cac van dé Hoi giao Halal/Ban dugc
phén cong giai quyét khiéu nai ghi nhan va
luu trir.

The complaint and grievance resolution
process is tracked in F03-PRO.07 — Complaint
and Grievance Tracking Register and is
recorded and stored by the Halal Islamic Affair
Expert Committee or the assigned complaint
handling committee.

- Trong truong hop phuong an giai quyét
khiéu nai khong duoc théng nhat voi cac ca
nhan/té chirc c¢6 khiéu nai/phan nan/khéng
nghi, su viéc s€ dugc dua 1én td chuc cong
nhan hodc co quan thim quyén nudc nhap
khau hoic toa 4n Tp. HO Chi Minh hoic toa
an qudc té theo thoa thuan trong hop dong
dé giai quyét.

If the resolution proposal is not agreed upon by
the individuals or organizations lodging the
complaint, grievance, or appeal, the matter will
be escalated to the accrediting organization,
the relevant import authority, or the courts of
Ho Chi Minh City or an international court as
stipulated in the contract for resolution.

4.SU'BAO MAT:

4. Confidentiality

- Moi thong tin lién quan t&i to chirc
duoc danh gia (khach hang) va déi tac
khiéu nai phai dugc bao mat hoan toan,
dac bi¢t 1a nhitng thong tin khiéu nai lién
quan toi chién luwoc, hoat dong kinh
doanh, cong nghé va thi truong cia to
chic dugc danh gia (khach hang) trong
qué trinh thyc hién hop dong, trir phi c6
su chap thuan bang vin ban cia ngudi
c6 tham quyén cua t6 chic duge danh
gia (khach hang) do.

All information related to the audited
organization (client) and the complainant
must be kept confidential, particularly
information concerning the organization's
strategy, business operations, technology,
and market during the contract execution,
unless written consent is obtained from the
authorized representative of the audited
organization (client).
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V.HO SO LUU / Records
TT Hb so M3 HS 1;;" fuu Tgm g;?“ h;“
No Record Code ora.ge urd zo.n ?
location Retention
1 b khié i va pha ) < Lo .
on khiéu nai va phan nan / FOL.PRO.07 06 nam (doi voi chu

Complaint and Grievance Form

nai, phan nan / Complaint and
Grievance Tracking Register

2 |Phiéu thong tin xtr 1y khiéu nai,
ha an /  Complaint d
p %n nan 'omp ain a'n FO2-PRO.07
Grievance Handling Information
Form
3 |S6 theo ddi qua trinh xir 1y khiéu

F03-PRO.07

Ban chuyén gia

vé cac van dé

Hoi gido Halal

/ The Halal
Islamic Affair
Expert
Committee

ky chirng nhan 03
nam) / 06 years (for
a 3-year certification
cycle);

02 nam (doi véi chu
ky chirng nhan 01
nam) / 02 years (for
1-year certification
cycle)
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