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1. MUC PiICH/ PURPOSE

Quy trinh nay duoc thiét 14p nhdm muc dich
xtr 1y kip thoi nhitng khiéu nai va yéu cau xem xét
lai ciia khach hang va cac bén lién quan dbi véi
dich vu thim dinh/ tham tra cta Cong ty C6 phan
Dau tu va Phat trién méi truong ENVI-Solutions.

2. PHAM VI AP DUNG/ SCOPE OF USE

Quy trinh nay ap dung cho tit ca cac hoat dong
lién quan dén qua trinh kiém tra xac nhan va xac
nhén gid tri st dung cua ENVI, 4p dung ddi véi
khach hang va cac quan tam dén dich vu tham
dinh/ thdm tra, véi cac bd phan va ca nhan thudc
Cong ty C6 phan Pau tu va Phat trién méi truong
ENVI-Solutions tham gia vao qué trinh kiém tra
xac nhan va/ hodc xac nhén gia tri st dung.

This procedure is established to promptly
handle  complaints and  requests  for
reconsideration from customers and stakeholders
regarding the appraisal/inspection services of
ENVI-Solutions Environmental Investment and
Development Joint Stock Company.

This procedure applies to all activities related
to ENVI's validation and verification process, to
clients and those interested in the validation/
verification service, to departments and
individuals of ENVI-Solutions Environmental
Investment and Development Joint Stock
Company involved in the validation and/ or
verification process.

3. TAI LIEU THAM KHAO/ NORMATIVE REFERENCES

Trong tai li¢u nay, ching t61 tham khao céc tai
liéu sau:

- ISO/IEC 17000:2020 Kiém tra xac nhan va
Xac nhan gia tri str dung sy phu hop — Tur vung
va cac nguyeén tac chung;

- ISO/IEC 17029:2019 Kiém tra x4c nhdn va
Xac nhan gia tri str dyng sy phu hop — Nguyén
tac chung va Yéu cau doi véi To chirc xac
nhan gia tri st dung va Kiém tra xac nhan;

- 1S0 14065:2020 Nguyén tic va yéu cau chung
Chq cac To chirc xac nhan gia tri sir dung va
Kiém tra xac nhan thdng tin mdi truong;

- 1SO 14064-1:2018 Khi nha kinh — Phén 1: Pic
diém k¥ thuat va hudng dan ¢ cap do to chuc
dé dinh lugng va bao cao lugng phat thai va
loai bo khi nha kinh,;

- 1SO 14064-2:2019 Khi nha kinh — Phan 2: Dic
diém k¥ thuat va huéng dan & cép du an dé
dinh lugong, theo doi va bao cao gidm phat thai
khi nha kinh hoac cai thién viéc loai bo;

- 1SO 14064-3:2019 Khi nha kinh — Phin 3: Pac
diém ky thuat co huong dan dé xac minh va
xac nhan cac tuyén bo vé khi nha kinh;
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In this document, we refer to the following
documents:

- ISO/IEC 17000:2020 Conformity assessment
— Vocabulary and general principles;

- ISO/IEC 17029:2019 Conformity assessment
— General principles and requirements for
Validation and Verification bodies;

- ISO 14065:2020 General principles and
requirements for bodies validating and
verifying environmental information;

- 1SO 14064-1:2018 Greenhouse gases — Part
1: Specification with guidance at the
organization level for quantification and
reporting of greenhouse gas emissions and
removals;

- 1SO 14064-2:2019 Greenhouse gases — Part
2: Specification with guidance at the project
level for quantification, monitoring and
reporting of greenhouse gas emission
reductions or removal enhancements;

- 1SO 14064-3:2019 Greenhouse gases — Part
3: Specification with guidance for the
validation and verification of greenhouse gas
statements;
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- 1SO 14066:2011 Khi nha kinh — Yéu ciu ning
lug doi voi doan xac nhan gia tri st dung va
kiém tra xac nhan khi nha kinh;

- Céc van ban khac c¢ lién quan.

- ISO 14066:2011 Greenhouse gas —
Competence requirements for greeenhouse
gas validation teams and verification teams;

- Other relevant doccuments.

4. THUAT NGU VA DPINH NGHIA/ TERMS AND DEFINITIONS

4.1. Tinh khach quan/ Impartiality

Tinh khéch quan 1a sy thé hién cua tinh vo tu.

Chu thich 1: V6 tu c6 nghia 1a khong ¢6 xung
d6t vé loi ich hodc xung dot loi ich dugc giai quyét
sao cho khong anh huong bét loi dén cac hoat
dong tiép theo ctia to chirc tham dinh/ tham tra.

Chd thich 2: Cac thuat ngit khac dé truyén dat
cAu thanh cta tinh khéach quan la doc lap, khong
c6 xung dot 1oi ich, khong thién 1éch, khong thanh
kién, trung lap, cong béng, co1 mo khong thién vi,
tach bach, can bang.

4.2. Yéu ciu xem xét lai/ Appeals

Yéu cau xem xét lai 12 yéu cdu cta nha cung
cap ddi tuong tham dinh/ thdm tra voi to chirc
tham dinh/ tham tra dé xem xét lai quyét dinh do
t6 chirc dua ra lién quan dén d6i tugng do.

4.3. Khiéu nai/ Complaints

Khiéu nai 1a hinh thuc dién dat su khong hai
long, khac voi yéu cau xem xét lai, ciia mot ca
nhan hay to chuc bat ky véi to chirc tham dinh/
tham tra vé cac hoat dong cua td churc tham dinh/
tham tra d6 voi mong mubn duoc dap lai.

5. TRACH NHIEM/ RESPONSIBILITY

Nhan vién Phong Hanh chinh Téng hop va
Phong Dich vu khach hang chiu trach nhiém tiép
nhan don khiéu nai hodc dé nghj xem xét lai tuyén
b6 tham dinh/ tham tra cta khach hang, co quan
quan 1y hoac cac bén quan tam.

Giam dbc, Quan 1y chit luong, Truong bod
phan hodc ngudi dugc phan cong tiép nhan va xir
ly khiéu nai va yéu cau xem x¢ét lai ctia Cong ty c6
trach nhiém tuan thu quy dinh trong quy tinh nay.
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Impartiality is the expression of objectivity.

Note 1: Impartiality means that there is no
conflict of interest or that the conflict of interest is
resolved so as not to adversely affect the
subsequent  activities of the validation/
verification body.

Note 2: Other terms to convey the constituents
of objectivity are independence, freedom from
conflict of interest, unbiased, unprejudiced,
neutral, fair, open-minded, unbiased, balanced.

Appeals is a request by the supplier of an
validation/ verification object to the validation/
verification body to reconsider a decision made by
the body in relation to that object.

A complaint is a form of expression of
dissatisfaction, other than a request for
reconsideration, by an individual or organization
to an validation/ verification body regarding the
activities of that validation/ verification body with
the desire to receive a response.

The General Administration and Customer
Service Department staff are responsible for
receiving complaints or requests for review of
audit/audit statements from customers, regulatory
agencies or interested parties.

The Director, Quality Manager, Department
Head or person assigned to receive and handle
complaints and requests for review of the
Company is responsible for complying with the
provisions of this procedure.
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6. NOI DUNG/ CONTENT

6.1. Tiép nhan khiéu nai va yéu ciu xem xét lai/ Receiving complaints and appeals

Trong qua trinh tham gia thuc hi¢n hoat dong
thim dinh/ thAm tra, chuyén gia ciia Phong nghiép
vu c6 trach nhiém phat hi¢n cac cong vi¢c khong
phu hgp. Khi phat hién cong viéc khong phu hop
nguoi phat hién phai bdo cdo ngay cho trudng
phong hodc nguoi c6 trach nhiém. Trong truong
hop khan cap, phai thyc hién ngay cac bién phap
can thiét nham ngan khong cho van dé tram trong
hon.

Moi nhan vién ctia Cong ty khi nhan dugc
phan anh, khiéu nai hodc yéu cAu xem xét lai cua
khéach hang hoac cac bén lién quan theo cac hinh
thirc email, dién thoai, phan anh truc tiép,. .. phai
bao cao Quan ly truc tiép dé xem xét va dua ra
hudng giai quyét.

Nguoi duge phan cong xir 1y khiéu nai hoic
yéu cau xem xét lai ¢6 trach nhiém xac minh tinh
chinh xac, ding ddn cta nhitng thong tin ma khach
hang hoac cac bén lién quan phan anh.

Néu nhitng théng tin d6 khong chinh x4c hoic
khong lién quan dén hoat dong tham dinh/ tham
tra cua Cong ty thi phai bao cao Giam dbc hoic
Quén 1y chét lwong dé tra 151 khach hang hodc cac
bén lién quan.

Néu céc thong tin d6 1a chinh xac hodc lién
quan dén hoat dong tham dinh/ tham tra cta Cong
ty, ngudi duge phan cong xir Iy khiéu nai, yéu cau
xem xét lai phai bao cdo Giam dbc dé kip thoi dua
ra phuong an xur ly.

Viée xtr 1y khiéu nai va yéu cau xem xét lai
phai dugc tién hanh mét cach khach quan, khong
duoc dan dén bat ky hanh dong phan biét doi xur
nao.

Viéc xtr 1y khiéu nai va yéu cau xem xét lai
duoc thl,]:c hién theo Quy trinh thu’g hién Hanh
dong khac phuc ENVI P 11.4, bao gom céc budc
Sau:

- Tim nguyén nhan cua diéu khong phu hop;

- Tlll_l’C hién ‘khéc phuc va ngin ngura viéc tai
dién cua di€u khong phu hop;

- Phén tich nhiing kha néng co thé - xay dén cua
nhirng diéu khong phu hop tiém an.
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During the process of participating in the
validation/ verification activities, the experts of
the Operations Department are responsible for
detecting inappropriate work. When detecting
inappropriate  work, the discoverer must
immediately report to the department head or
responsible person. In case of emergency,
necessary measures must be taken immediately to
prevent the problem from getting worse.

All  employees of the Company, when
receiving feedback, complaints or appeals from
clients or related parties in the form of email,
phone, direct feedback, etc., must report to the
direct Manager for consideration and provide a
solution.

The person assigned to handle complaints or
appeals is responsible for verifying the accuracy
and correctness of the information reflected by
clients or related parties.

The person assigned to handle complaints or
appeals is responsible for verifying the accuracy
and correctness of the information reflected by
clients or related parties.

If the information is accurate or related to the
Company's validation/ verification activities, the
person assigned to handle the complaint or
appeals must report to the Director to promptly
propose a solution.

The handling of complaints and appeals must
be conducted impartiality and must not lead to
any discriminatory actions.

The handling of complaints and appeals is
carried out according to the Corrective Action
Implementation Procedure ENVI P 11.4,
including the following steps:

- Find the cause of the nonconformity;

- Take corrective action and prevent the
recurrence of the nonconformity;

- Analyze the
nonconformities.

possibilities of potential
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6.2. Danh gia mirc do cua sy khong phu hop/ Assess the level of the nonconformity

Truéng phong Nghiép vu hodc Quan 1y chit
lwong c6 trach nhiém xem xét cong viéc khong
pht hop so véi cac yéu cau ky thuat cé lién quan
dé xac dinh mirc 6 anh hudng dén két qua tham
dinh/ thdm tra, sau do phan loai cong viéc khong
phu hop ¢ mirc nang hay nhe.

Vi¢c danh gia mac do khong phu hop duoc
thuc hién theo Quy trinh danh gid néi bo ENVI P
11.3.

The Head of Operations or Quality
Management is responsible for reviewing
nonconforming work against relevant technical
requirements to determine the extent of impact on
the validation/ verification results, and then
classifying nonconforming work as either minor
or major.

The assessment of nonconformity is carried
out according to ENVI Internal Audit Procedure
P11.3.

6.3. Xir ly cong viéc khong phu hgp/ Handling nonconformity work

6.3.1. Péi véi cong viéc khdng phi hep nhe/ For minor nonconformity work

Truong phong Nghiép vu hodc Quan ly chat
luong xac dinh cho phép van tiép tuc cong viéc,
dong thot xac dinh nguyén nhén dé dé ra phuong
an va td chirc thuc hién hanh dong khéc phuc theo
Quy trinh thyc hién hanh dong khac phuc ENVI P
11.4.

The Head of the Operations Department or
Quality Management determines that the work
should continue, and at the same time determines
the cause to propose a plan and organize the
implementation of corrective action according to
the Corrective Action Implementation Procedure
ENVIP 11.4.

6.3.2. Péi véi cong viéc khdng phi hep ning/ For major nonconformity work

a. Truong phong Nghiép vu hodc Quan ly chat
luong c6 tham quyén tam dung cong viéc va
gitr lai tuyén bd thim dinh/ thdm tra c6 lién
quan (néu chua phat hanh).

b. Truéng phong Nghiép vu hodc Quan ly chat
luong 1ap bao cdo trinh Gidm ddc phé duyét
viéc dung hén cong vi¢c, xac dinh nguyén
nhan, chon phuong an hanh dong khic phuc
trinh Giam ddc phé duyét.

C. Can cur bao cdo cua Truong phong Nghiép vu
hodc Quén 1y chat luong, Giam ddc quyét dinh
viéc théng bao cho khach hang va thu hoi
tuyén bd tham dinh/ tham tra da phat hanh
(néu cb).

d. Truong phong Nghiép vu hodc Quan Iy chit
luwong c¢o6 trach nhi€ém t6 chuc thuc hién hanh
dong khic phuc theo Quy trinh thuc hién Hanh
d6ng khic phuc ENVI P 11.4.

e. Giam dbc hodc ngudi duge iy quyén cho phep
tiép tuc cong viéc sau khi hanh dong khac
phuc da dugc thyuc hién xong.
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The Head of the Operations Department or the
Quality Manager has the authority to suspend
the work and retain the relevant validation/
verification statement (if not yet issued).

The Head of the Operations Department or the
Quality Manager prepares a report to the
Director for approval to completely stop the
work, determine the cause, select a corrective
action plan to submit to the Director for
approval.

Based on the report of the Head of the
Operations Department or the Quality
Manager, the Director decides to notify the
customer and withdraw the validation/
verification statement that has been issued (if

any).

The Head of the Operations Department or the
Quality Manager is responsible for
organizing the implementation of corrective
actions according to the Corrective Action
Implementation Procedure ENVI P 11.4.

The Director or authorized person allows the
work to continue after the corrective action
has been completed.
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f. Phong Nghiép vu xdy dung va thuong xuyén
soat xét huong dan xur 1y dbi véi cac cong viee
khong phu hop.

The Operations Department develops and
regularly reviews the handling instructions
for non-conforming work.

6.4. Trinh tw giai quyét khiéu nai/ Complaints settlement procedure

6.4.1. Viét don/ Write a complaint

Nguoi muén khiéu nai phai g don khiu nai
theo mau ENVI P 9.10 FO1 cho nhan vién phong
Hanh chinh Tong hop hoac Trudng cac bd phén.

6.4.2. Nhan don/ Receive complaints

Nguoi nhén don phai xem xét ndi dung don,
néu khong dung tham quyén giai quyet thi giai
thich va huéng dan cho nguoi khiéu nai biét.

Néu dung tham quyén thi kiém tra cac loai tai
liéu, ho so kém theo, néu dung theo quy dinh thi
ghi ndi dung khiéu nai/ yéu cau xem xét lai vao
phi€u xem xét khiéu nai ENVI P 9.10 FO2.

Sau khi tiép nguoi khiéu nai xong, nguoi tiép

nhn phai ghi day di ndi dung vao S6 theo dbi
khiéu nai theo mau ENVI P 9.10 F 04.

The person wishing to complain must submit a
complaint form according to ENVI P 9.10 FO1 to
the General Administration staff or the Head of the
departments.

The person receiving the complaint must
review the content of the complaint. If it is not
within the authority to resolve, explain and guide
the complainant.

If it is within the authority, check the attached
documents and records. If it is in accordance with
the regulations, record the complaint/ appeals on
the complaint review form ENVI P 9.10 FO2.

After receiving the complainant, the recipient
must record the full content in the Complaint
Tracking Book according to form ENVI P 9.10 F
04.

6.4.3. Tra loi thai gian giai quyét/ Receive complaints

Sau khi xem xét toan bd ndi dung, nguoi nhan
don phai tra 161 thoi gian giai quyét cho nguoi
khiéu nai biét.

Truong hop bo phan lién quan dén khiéu nai

néu ty giai quyét duogc thi thoi gian tra 101 khong
qua 5 ngay lam viéc.

Truong hop bo phén lién quan dén khiéu nai
khong thé tu giai quyét dugc thi thoi gian tra 101
khong qua 10 ngay lam viéc.

6.4.4. Xir ly khiéu nai/ Complaint handling

Nguoi ¢6 thim quyen xir 1y khiéu nai phai ¢6
trach nhiém giai quyét theo thoi han giai quyét néu
trén.

Nguoi giai quyét khiéu nai phai 1a ngudi khong
tham gia tryc tiép vao cong vi¢c bi khicu nai.

Trong truong hop can phai c6 hoi dong dé giai
quy¢t khicu nai thi phai 1ap bién ban cudc hop hoi
dong theo mau ENVI P 9.10 FO5.

ENVI P 9.10 Phién ban/ Version: 1.1
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After reviewing the entire content, the
recipient must respond to the complainant with a
time limit for resolution.

In case the department involved in the
complaint can resolve the complaint itself, the
response time shall not exceed 5 working days.

In case the department involved in the
complaint cannot resolve the complaint itself, the
response time shall not exceed 10 working days.

The person with authority to handle the
complaint must be responsible for resolving it
within the above-mentioned resolution period.

The person resolving the complaint must not
be directly involved in the work being complained
about.

In case a council is required to resolve the
complaint, the minutes of the council meeting must
be drawn up according to form ENVI P 9.10 F05.
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6.4.5. Ra quyét dinh xir ly/ Issue a decision to handle

Vige xur ly khiéu‘nai c6 thé thong qua thong tin
truc ti€p, thong tin bang van ban hoac ra quyét dinh
xu ly.

Trudng hop ra quyét dinh xt 1y thi thuc hién
theo mau ENVI P 9.10 F06.

Complaints can be handled through direct
communication, document communication or a
decision to handle.

In case of a decision to handle, follow the form
ENVI P 9.10 FO06.

6.4.6. Khiéu nai vwret cap/ Complaints beyond level

Khi nhan duge khiéu nai vuot cép thi nguoi
nhan dugc khi€u nai phai giai thich cho nguoi
khiéu nai ding céc thu tuc, quy trinh trén day.

Neu sau thoi han giai quyét ma ngudi co tham
quyén khong giai quyét hoic nguol khiéu nai
khong dong ¥ voi cach giai quyét thi c¢6 thé khiéu
nai 1én cp tiép theo.

When receiving a complaint at a higher level,
the person receiving the complaint must explain to
the complainant the correct procedures and
processes above.

If after the deadline for resolution, the
competent authority has not resolved the
complaint or the complainant does not agree with
the resolution, the complaint can be submitted to
the next level.

7. PHAN PHOI TAI LIEU/ DISTRIBUTION OF DOCUMENTS

- Quan ly chét lugng ctia ENVI: 01 ban
- Phong Nghiép vu: 01 ban

- Phong Hanh chinh Tong hop: 01 ban
- Phong K& toan tai chinh: 01 ban

- Phong Dich vu khach hang: 01 ban

- ENVI Quality Manager: 01 copy

- Operations Department: 01 copy

- General Administration Department: 01 copy
- Financial Accounting Department: 01 copy

- Customer Service Department: 01 copy

8. BIEU MAU AP DUNG/ APPLICATION FORM

- ENVI P 9.10 FO1: Phiéu ghi nhin khiéu nai
hodc yéu cau xem xét lai

- ENVI P 9.10 F02: Phiéu xem xét khiéu nai va
yéu cau xem xét lai

- ENVI P 9.10 F03: Thu 10i khach hang vé
khiéu nai, yéu cau xem xét lai

- ENVI P 9.10 F04: S6 tiép nhan khiéu nai va
yéu cau xem xét lai

- ENVI P 9.10 F05: Bién ban hop xir 1y khiéu
nai, yéu cau xem xét lai

- ENVIP 9.10 FO6: Quyét dinh xir 1y khiéu nai
va yéu cau xem x&t lai

- ENVIP 9.10 FO7: Phiéu khao sat y kién khach
hang

ENVI P 9.10 Phién ban/ Version: 1.1

Ngay ban hanh/ Date of issue: 16/05/2025

ENVI P 9.10 FO1: Complaint or appeals
record form

- ENVI P 9.10 F02: Complaint and appeals
review form

- ENVI P 9.10 FO03: Clients response letter on
complaint, appeals

- ENVI P 9.10 F04: Complaint and appeals
receipt book

- ENVI P 9.10 FO05: Minutes of meeting to
handle complaint, appeals

- ENVI P 9.10 FO06: Decision to handle
complaint and appeals

- ENVI P 9.10 FQO7: Clients opinion survey form
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9. HO SO/ RECORDS

Tét ca hd so lién quan dén qua trinh giai quyét
khiéu nai va yéu cAu xem xét lai dugc luu gilr an
toan va bao mat tai Hé thong ho so ciia ENVI theo
quy dinh trong Quy trinh kiém soat théng tin dang
van ban ENVI P 11.6.

ENVI P 9.10 Phién ban/ Version: 1.1

Ngay ban hanh/ Date of issue: 16/05/2025

All records related to the complaint and
appeals process are kept safe and secure in

ENVI's Records System as prescribed in
Documented Information Control Procedure
ENVI P 11.6.
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