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IQNet Ltd COMPLAINTS HANDLING PROCESS

The IQNet Ltd complaint handling process is subject to the requirements for confidentiality. In investigating any
complaint, IQNet Ltd will take the necessary measures to protect the identity of the complainant and any person
who gave testimony, unless such persons willingly choose to let their identity be known.

Process/Activities

Complaint Received IQNet Ltd Head Office may receive a complaint directly from the complainant, or from a stakeholder

Register the complaint:
Complaints will be made in writing. Verbal complaints are not admitted. Complaints received by any
Redi ] f channel, where the sender does not provide sufficient information to be identified and/or to be
eg|strat|9n O contacted, will not be investigated.
complaint In order for a complaint to be processed, the complainant will provide, at a minimum, the following
information:
- Individual name or name of the complaining NGO/community group/organization/trade union.
Complaints may be filed on a confidential basis to protect the anonymity of the interested party but
will include contact information in order to enable follow-up and reporting;
- Contact phone/fax/e-mail;
- Complaint scope: the description will be fully detailed and objective evidence to the complaint (e.g.
dates, names, facts) will be provided in order to allow investigation.

A Within five working days, where practical. If necessary, additional information should be provided by
the complainant, to support the complaint.
The IQNet Ltd Head Office is responsible for the management and reporting of all complaints and

Acknowledge receipt

of complaint appeals received.
All complaints and appeals are centralized by the Head Office, regardless the channels they are
received (directly, via IQNet Ltd Representatives, via IQNet Ltd auditors or via the accreditation
bodies).
| Inform SAAS | For SA8000 certification - Within one month (Report to SAAS every 6 months, or 10 days in case of

complaints received from SAAS)

v

Preliminary Determine nature of complaint and if a full corrective action cycle is warranted
investigation

The decision regarding the acceptability of the complaint will be made on the factual evidence
provided. If the complaint is not valid, the complainant will receive a notification of the reasons for
such a decision. The complainant is also given the opportunity to provide additional evidence to
support the complaint.

Complaint
valid?

Yes
Detailed investigation Investigation conducted involving, as appropriate, stakeholder engagement, unannounced audits or
No |conducted involving all investigation during regular audits. The investigation will cover all elements identified in the

relevant parties complaint.

v

Corrective action to be
taken, and verified as
being effective

v
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The results of the complaint investigation are communicated to the complainant by IQNet Ltd Head
Office directly or via the IQNet Ltd Representative.
The IQNet Ltd Head Office develops the correspondence with the complainant (advising with the

Notify complainant of [ IQNet Ltd Representative, when appropriate). The Representative is responsible for the translation
outcome and IQNet and submission to the complainant, if needed (with a copy to IQNet Ltd Head Office). The
appeal process Representative is also responsible for translating and submitting to IQNet Ltd Head Office any

correspondence from the complainant.

In case of complaints related to the operation of the management systems of audited organizations,
the client's management will have the right to submit a written response to the allegations and to
have that included in the report.

A The formal notice of the end of the complaints-handling process to the complainant will be made after

the appropriate correction and corrective actions had been taken and their effectiveness had been

End of process verified. Partial notice of the complaint-handling process may be made if necessary. If the complaint
is not grounded, the complainant will be notified of the reasons. The complainants will be given an

opportunity to provide additional information to support their complaint.

Legend:

IQNet Ltd Representative: An authorized Representative is an IQNet Partner which has entered
into an agreement with IQNet Ltd to provide assessment services as specified in the contract “| 010-
SA IQNet Ltd Representative Agreement”.

IQNet Ltd APPEALS PROCESS

An organization or individual may appeal against the IQNet Ltd decision, stating its grounds for disagreement,
within 30 days from the notification of the decision.

The appeal is reviewed by IQNet Ltd within 2 months from its submission. The decision will be made by
individuals different from those who conducted the audits or made the certification decision. The appelant is also
given the opportunity to provide additional evidence to support the appeal.

The decision is communicated to the appellant, directly or via the IQNet Ltd Representative.

SA8000 CERTIFICATION — PARTICULAR REQUIREMENTS

IQNet Ltd provides a detailed report to the accreditation body SAAS of all complaints received.

The complaints submitted by personnel and/or interested parties in relation with IQNet Ltd SA8000 certified
facilities should follow the guidelines established in SAAS Guideline 304, referred hereafter:

Guidelines for making a complaint by personnel at an IQNet Ltd SA8000 certified facility:
An organization certified by IQNet Ltd for SA8000 shall have appointed a management representative for

ensuring a confidential means is established and accessible to workers to submit complaints in relation with
SAB8000 issues. Complaints may be submitted anonymously or workers may identify themselves.
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As a complaint might be an employee’s first endeavour to report concerns of non-compliances related to SA8000
in the organization he/she is employed, he/she should seek assistance to the elected SA8000 worker
representative(s) or trade union representative(s), where one exists. The SA8000 worker representative will take
precautions to assure anonymity if the worker chooses not to identify himself/herself.

The SA8000 worker representative, the worker, or any designated representative of the worker will take the
complaint to the organization’s SA8000 management representative. Management must respond within a
reasonable time frame. The SA8000 management representative should advise what that time frame is for the
organization.

The management should consider the following in addressing the complaint:
- the root cause analysis for the noncompliance with the provisions of SA8000;
- the correction and corrective action as needed.

Should the complainant not be satisfied with the outcome of the complaint investigation, he/she can address to
IQNet Ltd as the certification body.

Guidelines for making a complaint by personnel and/or interested parties to IQNet Ltd in relation to an
IQNet Ltd SAB8000 certified facility:

Where management of an IQNet Ltd SA8000 certified organization fails to address a valid complaint, this may be
raised by any interested party (organization’s personnel, NGO, trade union, etc.) with IQNet Ltd.

The IQNet Ltd address is specified on the SA8000 certificate issued to the organization, or should be obtained
from the elected worker representative and/or management representative. The IQNet Ltd web page contains
also contact details that can be used by any person maintaining the confidentiality of the originator.

Complaints must include documented evidence demonstrating that the facility did not comply with one or more
specific provisions of SA8000. SA8000 Standard provisions by hame and number should be specified if possible.
The SA8000 worker representative could assist with identifying the provisions and assembling the needed
evidence. Evidence can include the signed testimony of workers reporting what they themselves have witnessed.
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