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1. Muc dich/Purpose
Thiet lap quy trinh de tiep nhan - ghi nhan - dieu tra - xu ly - liru tru tat ca 

khieu nai va moi quan ngai co can cu lien quan den nguy co khong tuan thu Quy 
dinh EUDR, bao gdm/To establish a procedure for the receipt, recording, 
investigation, handling, and retention of all complaints and substantiated concerns 
related to potential non-compliance with the EU Deforestation Regulation 
(EUDR), including but not limited to:

• Pha rung sau 31/12/2020/Deforestation after 31 December 2020;
• Vi pham phap luat tai nude san Violations of laws in the country of 

production;
• Vi pham quyen su dung dat, quyen ngudi lao dong, cong Violations of 

land tenure rights, workers ’ rights, and community rights;
• Rui ro tron lan trong chudi cung (mg/Risks of mixing within the supply 

chain;
f r r t 9

• Bat ky dau hieu nao cho thay san pham cd the la khong tuan thu (non- 
compliant)/ Any indication suggesting that products may be non-compliant.

Thu tuc nham dam bao dap ung yeu cau PEFC EUDR DDS v'sHhis procedure 
aims to ensure compliance with the requirements of the PEFC EUDR Due 
Diligence System (DDS) regarding:

• Moi quan ngai cd can cu (muc 7)/ Substantiated concerns (Clause 7);
• Danh gia rui ro (muc 6)/ Risk assessment (Clause 6);

•>
• Giam thieu rui ro (muc 8)/ Risk mitigation (Clause 8);
• Luu ho so 5 nam (muc 4.3)/ Record retention for five (5) years (Clause 4.3).

2. Pham vi ap dung/Sctfpe of Application
Ap dung cho toan bo!This procedure applies to:
• Ngudn cung ung mil cao su/ndng ho/dai \y!All sources of natural rubber 

supply, including smallholders and agents;
• Can bo thu mua, quan ly vung nguyen lieu, QA/QC, EUDR Compliance 

Officer/Purchasing staff raw material area managers, QA/QC staff and the 
EUDR Compliance Officer;

r •> 9

• Tat ca san pham cao su thuoc nhdm san pham ap dung PEFC EUDR 
DDSA4Z/ rubber products falling within the product scope of the PEFC EUDR 
DDS.

3. Thuat ngu/Definitions
• Moi quan ngai cd can cu: Khieu nai dua tren thong tin khach quan, cd the 

kiem chung lien quan den nguy co vi pham EUDR/Sw^toftaret/ concern: A 
complaint based on objective, verifiable information related to a potential 
risk of non-compliance with EUDR.

• Khieu nai: Phan anh tu bat ky ben nao (khach hang, td chuc, ca nhan, edng 
dong)./ Complaint: Any report or feedback submitted by any party 
(customers, organizations, individuals, or communities).



P. Thi trirfrng kinh 
doanh/Marketing and Business 
Department

Dieu tra hien trirong, lam viec vai nha 
cung cap/nong ho/Conduct on-site 
investigations; work with suppliers and 
smallholders.

Phong TTKD/QLDTXD/QLKT/ 
Marketing and Business / 
Investment & Construction 
Management / Technical 
Management Departments

Thu thap bang chung GPS, doi chieu ban 
do, kiem tra tai lieu phap ly/Collection of 
GPS evidence; map cross-checking; 
verification of legal documentation.

Quyet dinh hanh dong khac phuc va bien 
phap giam thieu cao hon (neu can)/ 
Decision-making on corrective actions and 
enhanced risk mitigation measures (if 
required).

• EUDR Compliance Officer: Ngubi dirge chi dinh phu trach tuan thu 
EUDR (bat buoc voi to chuc khong phai SME)/ EUDR Compliance Officer: The 
designated person responsible for EUDR compliance (mandatory for non-SME 
operators).
4. Trach nhiem/Responsibilities
Bo phan/Department / Unit

r

Ban Giam ddc/Truo’ng Ban chi 
Dao Tang trirong Xanh - 
PTBV/Board of Management / 
Head of the Green Growth & 
Sustainable Development 
Steering Committee_________

5. Quy trinh/Procedure
5.1. Tiep nhan & ghi nhan moi quan ngai/Receipt and Recording of 
Complaints / Concerns
Doanh nghiep tiep nhan khieu nai qua/Complaints and concerns may be received 
through:

• Email,
• Hotline,
• Van ban/Written submissions;

X

• Phan anh tir cong dong hoac ben thu ba/Feedback from communities or third 
parties;

• Thong tin do chinh nhan vien phat hien/Issues identified internally by 
employees;

• Thong bao tu khach hang hoac to chuc phi chinh phu/Notifications from 
customers or non-governmental organizations (NGOs).

Trach nhiem/Responsibilities ______
Tiep nhan va dieu phoi xu ly moi quan 
ngai, phe duyet ket luan dieu tra/Receipt 
and coordination of complaints and 
concerns; approval of investigation 
conclusions.

To EUDR/EUDR Team
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Trong vong 24 gid’, Phong Thi trudng Kinh doanh phai/Within 24 hours, the 
Marketing and Business Department shall:

• Ghi nhan vao Bieu mau FM-EUDR-01 - Ghi nhan moi quan ngai/Record 
the case using Form FM-EUDR-01 - Substantiated Concern Record;

• Cap ma so vu viec/Assign a case reference number;
• Xac nhan da tiep nhan/Acknowledge receipt of the complaint/concem.

5.2. Danh gia so1 bo moi quan ngai/Preliminary Assessment of the Concern
Trong vong 3 ngay, Phong Thi trudng Kinh doanh va To EUDR danh gia xem moi 
quan ngai co “co can cu” hay khdng dua tren/Within three (3) days, the Marketing 
and Business Department, in coordination with the EUDR Team, shall assess 
whether the concern is substantiated, based on:

• Tinh hop ly/Plausibility;
• Do tin cay ngudn thong tin/Reliability of the information source;
• Kha nang kiem chung/Verifiability;
• Muc do anh hudng den rui ro EUDR/Potential impact on EUDR compliance 

risk.
X ANeu khong co can cu/If not substantiated

—* Luu ho so va phan hoi ket qua cho ngudi phan anh/retain records and respond 
to the complainant.

Jr

Neu co can cir/If substantiated
7 >

—> Chuyen sang budc dieu tra chinh thwc/proceed to the formal investigation 
stage.
5.3. Dieu tra chinh thirc/Formal Investigation
Bo phan lien quan dieu tra thuc hien tdi da 10 ngay, gdm/The relevant departments 
shall conduct the investigation within a maximum of ten (10) days, including:
(a) Thu thap thong tin - tai lieu/ColIection of information and documentation:

• Toa do Id dat GPS ma mu cao su duoc thu hoach/GPS coordinates of land 
plots where rubber was harvested;

• Ngay khai thac/Harvest dates;
• Giay td chung minh quyen su dung dat/Evidence of land use rights;
• Thong tin phap luat lien quan/T^e/evtzwZ legal compliance information;
• Lich su chudi cung ung (CoC)/ Supply chain history (Chain of Custody);
• Thong tin nha cung cap, dai ly thu mua, ndng ho/Information on suppliers, 

agents, and smallholders.
A A(b) Kiem tra hien trudng/On-site inspection

• Chup anh, quay video, lay toa do true tidp/Photographs, video recordings, 
and direct GPS data collection;

• Ddi chieu ban do rung 2020 - hien tai de kiem tra pha rung/Cross-checking 
forest cover maps (2020 -present) to identify deforestation;
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e r \

Tiep tuc nguon/TVo risk / negligible

transfer

khong chioc su* dung nguyen lieu

risk
•> r 9• Rui ro dang ke

• Phong van ngirdi dan, chinh quyen dia phtrong (neu can)/ Interviews with 
local residents and authorities (if necessary).

(c) Danh gia rui ro/Risk assessment
Dira theo muc 6 cua PEFC EUDR WS! Based on Clause 6 of the PEFC EUDR 

DDS, including:
• Rui ro pha rung/Deforestation risk;
• Rui ro khong tuan thu phap XwrtJLegal non-compliance risk;
• Rui ro chudi cung ung/Supply chain risk;
• Co moi quan ngai chua giai quyet/ Existence of unresolved substantiated 

concerns.
Ket luan/Conclusion:

- „ / •> r 9• Khong rui ro / Rui ro khong dang ke 
supply may continue;

Chuyen sang budc giam thieu/ Substantial risk 
to the Risk Mitigation Procedure.

5.4. Hanh dong giam thieu rui ro/ Risk Mitigation Actions
Neu phat hien rui ro dang ke, doanh nghiep phai thuc hien mot hoac nhidu bien 
phap sau/ Where substantial risk is identified, the Company shall implement one or 
more of the following measures:

• Tam dung mua hang tu Id dat/nha cung cap/Temporarily suspend sourcing 
from the land plot or supplier concerned;

\ r r

• Yeu cau nha cung cap cung cap thong tin bd sung/Require the supplier to 
provide additional information;

• Kiem tra doc lap ben thu ba (neu nghiem trong)/ Conduct independent third- 
party verification (for serious cases);

• Yeu cau khac phuc vi pham (dat dai, phap luat, lao dong...)./Require 
corrective actions to address land, legal, or labor violations;

• Loai bd vinh vien nha cung cap khdi danh sach (neu khong the khac phuc)/ 
Permanently remove the supplier from the approved supplier list if remediation is 
not possible.
Luu y/Note:
Trong thdi gian rui ro chua dupe giam thieu
vao san pham PEFC EUDR, khong dupe dua vao thi trudng E\5/Until the risk 
has been effectively mitigated, the raw material shall not be used for PEFC EUDR 
products and shall not be placed on or exported to the EU market.
5.5. Ket luan & bao cao/Conclusion and Reporting
To EUDR lap Bien ban ket luan vu viec, neu rd/The EUDR Team shall prepare a 
Case Conclusion Report, clearly stating:

• Md ta mdi quan ngai/Description of the complaint or concern;
• Bang chung/Evidence collected;

CTY TNHH MTV CAO SU LQC MINH - Thu tyc xur ly khieu nyi va moi quan ngai lien quan den EUDR - ban hanh Ian 01 - Ngay 31/12/2024 6/12



moi quan ngai EUDR/EUDR

complainant (where

r \

• Ket qua dieu tra/Investigation results;
• Muc do rui ro/Level of risk identified;
• Bien phap da thuc hienlMitigation measures implemented;
• Quyet dinh xu ly/Final decision.

Ket qua duoc gui cho/The results shall be communicated to:
• Ngudi dua moi quan ngai (neu co thong tin)/ The 

contact details are available);
• Nha cung cap lien quan/TTze relevant supplier;
• Ban Lanh dao Cong Xy/The Company’s Management.

5.6. Lira ho so’/Record Retention
Theo PEFC EUDR DDS, ho so phai luu toi thieu 5 nam, gom/In accordance with 
the PEFC EUDR DDS, all records shall be retained for a minimum of five (5) 
years, including:

• Bieu mau FM-EUDR-01 (Ghi nhan moi quan ngai)/ Form FM-EUDR-01 
(Substantiated Concern Record);

• Bieu mau FM-EUDR-02 (H6
(Investigation File);

• Ban do, anh, GPS!Maps, photographs, and GPS data;
• Tai lieu nha cung cap/Supplier documentation;
• Ket luan & quyet Conclusions and final decisions.

• X A6. Bieu mau di kem/Associated Forms
1. FM-EUDR-01 - Ghi nhan

Concern / Complaint Record
2. FM-EUDR-02 - Bien ban dieu tra

Concern Investigation Record
3. FM-EUDR-03 - Bao cao ket luan & hanh dong giam thieu/Conclusion 

and Risk Mitigation Action Report
7. Hieu luc & xem xet/Effectiveness and Review

• Thu tuc nay duoc xem xet lai it nhat 1 lan/nam, theo yeu cau muc 4.5 cua 
PEFC EUDR DDS/This procedure shall be reviewed at least once per year, 
in accordance with Clause 4.5 of the PEFC EUDR DDS.

• Bat ky thay doi luat, hudng dan EU, hoac rui ro moi phai cap nhat kip thdi./ 
Any changes in legislation, EU guidance, or the emergence of new risks 
shall be promptly updated.

so dieu tra)/ Form FM-EUDR-02
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X • xmoi quan ngai/khieu nai/Substantiated



5. Danh gia tinh ho*p le ban dau
Phong Thi trirang Kinh doanh danh dau:

 Co can ctr
 Khong co can cir

Ghi chu:
Xac nhan ciia ngudi tiep nhan: 
Xac nhan cua To EUDR: 
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FM-EUDR-01 — BIEU GHI NHAN MOI QUAN NGAI / KHIEU NAI EUDR
Ma so bieu man: FM-EUDR-01
Ngay lap://   
Ngucri tiep nhan:
Bo phan:  

r r1. Thong tin ngudi gui moi quan ngai/khieu nai
• Ho ten / To chuc:
• Dia chi lien he:
• Email / SDT:
• Co cho phep cong ty lien lac lai khong?  Co  Khong

2. Noi dung moi quan ngai/khieu nai
(dinh kem anh/bang chung neu co)

• Ngay phat sinh://   
r r

• Mo ta moi quan ngai/khieu nai:
3. Loai moi quan ngai (danh dau)

 Nghi ngo pha rung sau 31/12/2020
 Van de toa do / nguon gdc nguyen lieu
 Vi pham phap luat nude san xuat (dat dai, moi trudng...)
 Vi pham quyen lao dong, cong dong, FPIC
 Rui ro tron lan trong chudi cung ung
 Khieu nai tu khach hang EU
 Khac (ghi ro):

4. San pham/L6 hang/ Nha cung cap lien quan (neu cd)
• Ma Id hang:
• San pham:
• Nha cung cap/Ndng ho:
• Khu vuc / Toa do lien quan (neu cd): 



I 

I / 

3. Kiem tra hien truong
• Ngay kiem tra: 
• Ngudi kiem tra:
• Ket qua .
• Dinh kem:
•  Anh
•  Video
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FM-EUDR-02 — BIEU MAU DIEU TRA MOI QUAN NGAI EUDR
Ma so bieu mau: FM-EUDR-02
Ma vu viec: 
Ngay bat dau dieu tra:/  
Bieu tra vien/Do’n vi phu trach: 
1. Thong tin dieu tra ban dau

• Nguon moi quan ngai:  Khach hang  Ben thu ba  Noi bo
• Lien quan den nha cung cap/nong ho: 

e r

• Loai rui ro nghi van:
•  Pha rung
•  Khong tuan thu phap luat
•  Xung dot dat dai
•  Quyen lao dong
•  Chudi cung ung/tron lan
•  Khac:

2. Thu thap tai lieu
Ghi nhan cac tai lieu da thu thap:

 Toa do GPS Id dat
 Ban do nam 2020 + hien trang
 Hinh anh/video hien truong
 Giay chung nhan quyen su dung dat
 Hd so PEFC CoC/PEFC-EUDR
 Hop dong mua ban
 Hda don/bien nhan thu mua
 Chung tu van chuyen
 Phong van nha cung cap / ngudi dan
 Khac:__________________________

Mo ta chi tiet bang chung:



Cho phep tiep tuc sii dung ngudn 
7 r

Chuyen sang buac giam thieu & khac phuc

.  Du lieu GPS
•  Ban do doi chieu pha rung

4. Bank gia rui ro theo PEFC EUDR DDS
Dua tren muc 6 cua tieu chuan:
4.1. Rui ro pha rung sau 31/12/2020

 Khong rui ro
 Rui ro khong dang ke
 Rui ro dang ke

4.2. Rui ro khong tuan thu phap luat
 Khong rui ro
 Rui ro khong dang ke
 Rui ro dang ke

4.3. Rui ro chuoi cung irng (tron Ian, ho so* thieu...)
 Khong rui ro
 Rui ro khong dang ke
 Rui ro dang ke

4.4. Rui ro lien quan den quyen lao dong, cong dong, EPIC
 Khong rui ro
 Rui ro khong dang ke
 Rui ro dang ke

5. Ket luan so* bo• •

Ket luan cuoi cting:
 RUI RO KHONG DANG KE
 RUI RO DANG KE

Ngtrd'i lap bao cao: _
Ngay://   
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5. Quyet dinh cuoi cung cua Ban Giam doc
 Cho phep tiep tuc sir dung nguon nguyen lieu
 Cho phep su dung sau khi hoan tit kh4c phuc
 Khong cho phep su dung - Loai bo ngudn
 Bao cao co quan co tham quyen (neu ap dung)

FM-EUDR-03 — BIEN BAN KET LUAN & HANH DONG GIAM THIEU 
EUDR

Ma so bieu man: FM-EUDR-03
Ma vu vice: 

• o ____ ______
r

Ngay hoan tat: 
1. Tom tat vu vice• • 

' r •• Ngudn moi quan ngai:
• Nha cung cap/Ld hang lien quan: 
• Loai rui ro:

2. Ket qua dieu tra
(Tom tat tu bao cao FM-EUDR-02)

3. Phan loai rui ro cuoi cung
 Khdng rui ro
 Rui ro khdng dang ke
 Rui ro dang ke

4. Hanh dong giam thieu da thurc hien
(Chon hoac ghi rd)

 Tam dung thu mua tu nha cung cap
 Yeu cau cung cap them bang chung
 Kiem tra hien trudng bd sung
 Giam sat tang cudng
 Dao tao nha cung cap
 Kiem tra doc lap ben thu ba
 Loai bd nha cung cap khdi danh sach
 Khac:

Mo ta chi tiet:
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Ly do:

6. Luu ho so1
• Luu tru toi thieu 5 nam theo yeu cau PEFC EUDR DDS.
• Luu tai bo phan:

Ngirdi lap bieu:
To EUDR:  

r X A ABan Giam doc phe duyet: 
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