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Procedure

Effective Date
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Flow Chart

Complaint & Grievance

v

v

v

v

Complaints and
Grievances of Employees /
Non-Employee related to
Managers and above.

Complaints and
Grievances of Employees
/ Non Employees related

to staff other than the
manager

Complaints and Grievances
of Workers related to
unattended general matters
(which have no action
being taken).

Non-Employee
Complaints and
Grievances related to

all things (except
managers and above.
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The complainant - Reporting to the HR Manager (GO) The complainant - Reporting to the Manager (GO)
within 10 days using Complaint / Grievance Form. within 10 days using Complaint / Grievance Form.

v v

HR Manager (GO) Manager (GO)
e Discuss (if necessary), investigate and inform complainant e Discuss (if necessary), investigate and inform complainant
the decision / resolution within 30 working days. the decision / resolution within 30 working days.
¢ Assigned copy to the complainant. ¢ Assigned copy to the complainant.
o Implement, record, filing & maintain confidentiality at HQ. o Implement, record, filing & maintain confidentiality at

| manager’s room.

v

The complainant is satisfied?

|
v v
No: The appellant/complainant - Appeal to the
Director within 10 days using Appeal Form.

v

Director
e Investigate & inform appellant / complainant the decision /
resolution within 30 working days.
¢ A signed copy to the appellant.
¢ Implement, record, filing & maintain confidentiality at HQ.
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Complaints resolved internally?
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No: Refer to the arbitration panel as agreed by
both parties within 30 working days. Eg.
Labour Dept, Land & Survey Dept, and etc.
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Yes: Case closed

Yes: Case closed

Company/Manager/Sustainability staff
e Record the agreed resolution.
e Sign by both parties.
e Filing, maintain confidentiality at HQ &/or operation Office.
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Resolution is found mutually?
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No: Bring the complaints to RSPO
Complaints System at RSPO website.

Yes: Case closed




