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2. Muc dich

Quy trinh nay dugc xay dung nhim dam bao cac phan anh, khiéu nai, t6 céo duge tiép nhan, xem xét va
giai quyét mot cach kip thoi, minh bach, phit hop véi cac quy dinh ctia phap ludt, va quy tic ing xir cia
Cong ty, dam bao quyén loi hop phéap chinh dang ciia cac bén lién quan, vi muc dich chung dong gop
cho su phat trién doanh nghiép.

3. Pham vi

- Ap dung cho toan thé can bo nhan vién, khach hang, ddi tic, nha cung cap truc tiép, gian tiép trong
chudi cung tmg, cong ddng dia phuong va cac to chirc/co quan c6 lién quan dén hoat dong san xuét
kinh doanh ctia cong ty.

- Thoi hiéu: thoi hiéu phan anh, khiéu nai 1a 90 (chin muoi) ngay, ké tir ngdy nhan dugc quyét dinh/phan
hoi tir cap ¢ thim quyén ciia Cong ty. Khong ap dung thoi hiéu ddi vai t6 cao.

4. Po6i twong ap dung

- Ngudi c6 phan anh/ khiéu nai/té cdo

- Ngudi bi phan anh/khiéu nai/td cao

- Cac bd phan c6 trach nhiém tiép nhén va xur Iy phan anh/khiéu nai/td céo

- Can bo quan Iy c6 tham quyén ra quyét dinh xir 1y phan anh /khiéu nai/té cdo

5. Nguyén tic

- Bao mat thong tin nguoi phan anh/khiéu nai/td cdo.

- Khéach quan, trung thyc, dang tham quyén, ding trinh ty. Khong chip nhan phan anh, khiéu nai, té cdo
nic danh, vuot cip trir truong hop khan cap, co nguy co de doa nghiém trong dén tinh mang, tai san; c6
co s& dang tin cdy hodc phan anh, khiéu nai, t6 cao lién quan dén cip quan 1y truc tiép.

- Uu tién giai quyét sém cac vu viéc c6 tinh nghiém trong/cap bach.

- Tén trong quyén trinh bay, quyén phan hdi ctia cac bén lién quan.

- Uu tién d6i thoai, hoa giai néu phu hop.

- Luu trir hd so day du, ding quy dinh.

- Nghiém cdm: moi hanh vi phan biét dbi xr, trti dap, tra thii c4 nhan lién quan; bao che cho ngudi bi khiéu
nai, t6 cdo; can thiép trai phap luat, trai quy dinh ctia Cong ty vao viéc giai quyét phan anh, khiéu nai, t6
c4o; ¢d tinh phan anh, khiéu nai, t6 cdo sai su that, loi dung viéc khiéu nai, t6 cdo dé xam pham loi ich,
xuyén tac, vu khéng, de doa, xtic pham uy tin, danh du ctia Cong ty, Phong ban, ca nhén; ty y thong
tin/phan hoi cac khiéu nai, t cao khi chua duoc sw ddng y va phé duyét cta cip c6 tham quyén.

6. Giai thich tir ngr

- Phan anh: La viéc c4 nhan cung cap thong tin lién quan dén hanh vi chua phu hop trong cong viée, vi
pham ndi quy, quy dinh hodc anh huéng dén méi truong lam viée.

- Khiéu nai: La viéc c4 nhin yéu cau xem xét lai quyét dinh hanh chinh hogc hanh vi hanh chinh c6 lién
quan tryc tiép dén quyén, loi ich hop phap ctia minh.

- T cho: La viéc ca nhan bao cao hanh vi vi pham phép luat, vi pham dao dirc, gy thiét hai dén t6
chtic/ca nhan khac hoac 1¢i ich chung.

7. Céc hinh thirc phan anh, khiéu nai, t6 cdo
Cong ty duy tri thuc hién cac kénh tiép nhan phan anh, khiéu nai, td cdo chinh sau dy:

- Truc tiép: tai Phong Nhan sy, hoac Phong An ninh va Kiém soat tuan thu, hodc Phong Phép ché

- Gian tiép:
e  Email: info@mht.masangroup.com
4
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o Hotline/Puong day nong: 0559 469 113 (An ninh N§i bo MHT)
e Hop thu gop ¥ ndi bd

e Cbng thong tin phan anh Your Voice Matters

e Y kién tai cac cude hop dbi thoai dinh ky

8. Quy trinh tiép nhan, xir Iy, gidi quyét
Budc 1: Tiép nhan thong tin

e Don vi tiép nhan: Phong Nhan sy, Phong Phép ché, Phong An ninh va Kiém soat tudn thu hodc
don vi dugc chi dinh theo tirng ndi dung phan anh/khiéu nai/tb cdo.

e Ngay khi tiép nhan, ti da trong 01 ngay lam viéc

e Luu y: Tiép nhan ca thong tin nic danh néu ndi dung cu thé, ¢ co sé xac minh.

Budc 2: Phan loai va danh gia so b

e  Xac dinh tinh chit: Phan 4nh thong thudng / Khiéu nai ¢4 nhan / Té cao vi pham nghiém trong.
e Xac dinh cép d6 rui ro va anh huong dén t6 chirc, c4 nhan.

e Bio cao Ban lanh dao chuyén thong tin dén bd phan c6 tham quyén xir Iy.

e Trong vong 01 ngay lam viéc ké tir khi tiép nhan

Budc 3: Xac minh va thu thap thong tin

e Lap td xac minh hodc phén cong ngudi chiu trach nhiém xac minh.

e Thu thap ching cu, tai liéu, 1am viéc vdi cac bén li€n quan.

e Bao dam khach quan, trung thuc, khong gy ap luc voi nguoi tham gia cung cép thong tin.

e Trong vong 14 ngay lam viéc dbi véi vu viéc thong thuong; vu viéc ¢6 tinh chét phtrc tap c6 thé
dé xuat gia han thoi han xac minh.

Budc 4: Phan tich va dua ra két luan

e Dua trén thong tin xac minh, danh gia ding/sai, mic d6 vi pham (néu co).
e Xac dinh hau qua, trach nhiém, bién phap xtr Iy va hanh dong khéc phuc
e Bao céo két luan va d& xuat hinh thirc xir Iy néu can.

e Trong vong 03 ngay lam viéc sau xac minh

Budc 5: Thong bao két qua

e  Gui thong bao két qua xir Iy dén nguoi khiéu nai/phan anh/td cao (néu c6 danh tinh).

e Truong hop ndc danh: Luu két qua ndi bd va thong béo theo hinh thirc phi hop (néu can).
e Thong bao dén ca nhan, bd phén co quyén lgi, trach nhiém lién quan.

e Trong vong 02 ngay lam viée ké tir khi ¢ két luan

Budc 6: Thuc hién va theo doi két qua xur 1y

e Thuyc thi cic bién phap khic phuc/hanh vi ky luat (néu co).

e Theo doi, danh gia sau xtr Iy dé dam bao khong tai dién hodc phat sinh khiéu nai moi.
e DPam bao luu trit hd so vu viéc ddy di, bao mat va cé thé truy xut khi can.

e Trong vong 05-07 ngay lam viéc, hodc theo quyét dinh xur ly

Bude 7: Két thuc vu viée

e  Gui théng bao chinh thirc xac nhan két thuc xr 1y.
e Trong vong 02 ngay lam viéc sau xu ly
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9. Quy dinh bio mat, chong tra diia va cam két bio vé ngudi phan anh/khiéu nai/to cao

9.1 Bdo mit thong tin

e  Moi thong tin lién quan dén phan anh, khiéu nai hodc td cdo déu phai dugc giir bi mat, bao gém:
danh tinh ngudi giri, ndi dung phan anh, tai lidu lién quan va két qua xu 1y.

e Chi c4c ca nhan/bd phan c6 thAm quyén theo quy trinh méi dugce tiép can va xtr 1y thong tin.

9.2 Chéng tra diia, tru dip

e  (Cong ty nghiém ciAm moi hanh vi de doa, gy ap lyc, tra diia hodc phan biét db6i xir d6i voi
nguoi da co6 hanh dong phan anh khiéu nai hodc t6 cdo thién chi va dung quy dinh.

e Céc hanh vi tra diia c6 thé bao gdm: sa thai, giang chure, tir chéi thang tién, diéu chuyén bét
hop 1y, gay ton hai uy tin, c6 lap hodc gay ap luc vé mit tinh than..

9.3 Bdo vé nguoi phan anh/khiéu nai/té cao

e Cong ty cam két 4 ap dung cac bién phap bao vé can thiét dé dam bao an toan va quyén loi hop
phap cho nguoi tb céo, dic biét khi vu viée lién quan dén vi pham dao dirc, phap luat hoic c6
yéu t6 nguy hiém.

e Ngudi phan anh/khiéu nai/td cao c6 quyén yéu ciu giit kin danh tinh va tir chdi tham gia cac
cudc ddi chat tryc tiép néu cam thay khong an toan.

9.4 Co ché phan hi va tai xem xét

e Néu ngudi phan anh/khiéu nai/td cdo khong ddng ¥ vai két qua xir 1y, co thé giri yéu cau tai
xem xét dén cip c6 tham quyén cao hon.

e Viéc tai xem xét dugc thuc hién cong tim, minh bach va khong anh huéng dén quyén loi chinh
dang cua ngudi gui.

10. Phén cong tiép nhan, xir Iy phan anh, khiéu nai, t6 cdo
10.1 Quy dinh chung:

- Ban Giam ddc chi tiép nhan phan dnh/khiéu nai/td cao d6i voi cac trudng hop nguoi bi phan
anh/khiéu nai/tb céo giit chirc vu tir Quyén Trudng phong tré 1én.

- B0 phan An ninh Noi bo truc tiép tiép nhan phan anh/khiéu nai/td cdo hodc tham gia cliing cac
bd phan trong qua trinh tiép nhén theo chi dao ctia Ban Giam ddc.

- Trudng cac phong ban c6 thé tiép nhan phan anh/khleu nai/td céo sau dé chuyén B0 phén An
ninh N6i bo danh gia, phan loai hodc bao cao tryc tiép TGP dé phan cong giai quyét.

10.2 Céc phong ban tiép nhén, xir Iy phan dnh/khiéu nai/td cio theo biang phin cong duéi day:

A. Theo dbi twong

Poi twong Pon vi tiép nhan chinh Pon vi phoi hop xir Iy

Phong Nhan sy + Ban lanh dao /

Nguoi lao dong Phong Nhén su/ Cong doan Ban Kiém toan ndi bo néu nghiém
trong
: : Ban Diéu hanh / Hoi do :
Nha dau tu Phong Phap ché an et han i 01 dong Quan
n A . B6 phan Quan hé cong dong Phong ENV, M&G, TSF, San
h T g .
Cong dong dia phuong (Phong Quan hé Po6i ngoai) xuat

Phong Kinh doanh / Phong Mua | Phong Phép ché + Phong San xuat

Khach hang, nha 4 :
ach hang, nha cung cap hang / Ban diéu hanh

Co quan chinh quyén, t6 chirc Phong Phap ché / Phong Quan hé

< 1A £ . Ban dicu hanh
x4 hoi doi ngoai
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B. Theo ndi dung vu viéc

Noi dung vu viéc

Pon vi tiép nhan chinh

Pon vi phoi hop xir Iy

Mbi truong, 6 nhiem, anh hudng
stc khoe

dong

Phong Moéi trudong / Quan hé cong

Phong An toan, Phap ché

Boi thuong, tai dinh cu

Quan hé DBéi ngoai)

B6 phan Quan hé cong déng (Phong

Phong Phép ché, Tai chinh

Tién luong, ché do phic loi

Phong Nha Tai chinh
(nguoi lao dong) ong Nhan sy ai chin
Hop ddng, chat 1 ich ’
op done c : 1Awng dic Phong Mua hang / Kinh doanh Phong Phép ché
vu/san pham
Mua hang trach nhi¢m — khong Phong Kinh doanh/ B§ phan mua Phong Phép ohé

lién quan téi xung dot

hang quang

Vi pham dao durc, phap luat
(quay rdi, gian 1an...)

Phong Nhan su / Phap ché

Ban Kiém soét tuan thi / Tong
Gidm déc

C. Theo mirc do nghiém trong

Viéc trinh phé duyét ce”ip Tap doan sé thuc hién theo DoA Tép doan, tuy tinh chit vu viéc.

Mitc do

Tiéu chi nhan dién

Pon vi/cip xir Iy

Nhe

Khéng c6 dau hiéu vi pham phap luat/Noi quy.
Khong gay thiét hai vé tai san, strc khoe, danh
du ctia ¢a nhan/tap thé.

Mang tinh chat gop ¥, phan anh.

e Phong ban c6 phan anh/khiéu nai/td céo

tu giai quyet ndi bo.

e Tham van cac bg phan khac néu thay can

thiét.

Trung binh

C6 dau hiéu vi pham quy dinh ndi bd (Chuea cé
ddu hiéu vi pham phdp ludt).

Chua gay thiét hai vé tai san, sttc khoe, danh
du cua ca nhan/tap thé.

¢ B0 phan SEC va cac b phén lién quan

phéi hop dé xuét cach thirc giai quyét
1én TGD.

TGP phé duyét cach thic giai quyét.
Céc ca nhan/bd phan lién quan thyc hién
theo quyét dinh cua TGD.

Nghiém
trong

C6 dau hiéu vi pham quy dinh n6i bo (Chua co
ddu hiéu vi pham phdp ludt).

Gay thié¢t hai vé tai san, strc khoe, danh du cua
c4 nhan/tap thé.

B6 phan SEC va cac b phén lién quan
phéi hop dé xuét cach thirc giai quyét
1én TGD.

TGP phé duyét cach thic giai quyét.
Céc ca nhan/bd phan lién quan thyc hién
theo quyét dinh cia TGD.

bac bict
nghiém
trong

e (6 dau hiéu vi pham phap luat.

Gay thiét hai vé tai san, strc khoe, danh du cua
cé nhan/tap thé.

B phan SEC va cac b phén lién quan
phéi hop dé xuét cach thirc giai quyét
1én TGD.

TGD phé duyét cach thirc giai quyét.
Céc c4 nhan/bd phén lién quan thuc hién
theo quyét dinh ciia TGD

Co quan nha nudc c6 tham quyén.

Tiéu d& & Ma tai liéu: MHT-SEC-SOP-S-013 Quy trinh tiép nhén va giai quyét phin anh, khiéu nai, tb cio

Ngudi soan thao/Ngudi kidm tra: Nguyén Tién Dat/ Tran Thusn Phong
Nguoi phé duyét: Michael Glover/ Ashley McAleese

Ngay ban hanh:

8/2025 Phién ban: 01

Tén suit xem xét lai: 24 thang

KHONG KIEM SOAT MAU BAN CUNG




MASAN QUY TRINH
wentecamarenas 1 A\ | TIEP NHAN VA GIAI QUYET PHAN ANH, KHIEU NAIL TO CAO

10.3 Quy trinh rit gon gdm 3 buéc ap dung cho sw vu don gian (mirc d9 nhe).
10.3.1 Ap dung khi:
- Khong c6 yéu t6 phap 1y nghiém trong
- Co thé xir Iy tai chd hodc trong pham vi bg phan
- Khong lién quan dén khiéu nai/td cdo tap thé, khong phat sinh thiét hai 16n
10.3.2 Quy trinh rit gon 3 bwéec:

Buéc thue hién Noi dung Thoi gian xir ly

; Qua email, hop thu gop ¥, trao d6i truc tiép hodc dién Trong vong 1 ngay lam
1. Tiep nhén phan 4nh thoai. viée

Truong bd phan danh gid, xur Iy ngay hoac giao nhan Trong vone 3 neav lam
2. Phén loai vaxu ly tai | ¢ fien £ A A A 1A 1o K g vong 3 ngay
U quan giai quyet. Khong can lap bién ban néu

h: Viéc
cho khong nghiém trong.
3. Phan hdi ngudi phan Giri két qua xtr 1y qua kénh phu hop (truc tiép, Trongovc‘)ng 5 ng’z‘ly lam
anh & ghi nhan nodi bd email...), luu ndi dung xur Iy ndi bo. vi¢c ke tir khi tiep nhan

10.4 Cac quy dinh khac

- Nguoi ¢6 hanh vi tb cdo sai sy that, vu khong s& bi xtr 1y theo quy dinh.

- Can b ¢6 trach nhiém xir Iy ma thiéu trung thuc, khong khach quan ciing bi xur 1y ky lut.

- Hb so xu 1y, giai quyét Phan anh/Khiéu nai/T5 cdo dugc luu tai phong An ninh theo dang quy
dinh bao mat va thoi gian luu trlit nhu sau:

e Ho so vu viée khong du diéu kién xtr ly, giai quyét; Ho so vu viéc murc do nghiém trong “Nhe”:
Thoi han luu trit 1 ndm.

e Ho so vu viéc murc dd nghiém trong “Trung binh”: Thoi han luu triv ti thiéu 05 nam, Trudng bd
phan giai quyét vu viéc quyét dinh thoi han luu trit phit hgp nhung khong sém hon thdi han luu
trit toi thiéu.

e Ho so vu viéc murc do nghiém trong “Nghiém trong”: Thoi han luu trir tdi thiéu 10 nam, Truong
bo phan giai quyét vu viéc quyét dinh thoi han luu trit pht hop nhung khong sém hon thoi han
luru trit t6i thiu.

e Hd so vu viéc muc do nghiém trong ‘“Pac biét nghiém trong”: Thoi han luu tri tdi thiéu 15 nam,
Trudng bd phan giai quyét vu viée quyét dinh thoi han luu trit phtt hop nhung khong sém hon
thoi han luu trit ti thiéu.

e Dinh ky hang quy/ndm, bao cio tong hop sd liéu, tinh hinh giai quyét giri Ban diéu hanh va cac
bén lién quan.

11. Tham khao
11.1 Lién két ngoai
- Luat Khiéu nai s6 02/2011/QH13 do Qudc hoi ban hanh ngay 11 thang 11 nim 2011 va cac
vin ban huéng dan, thi hanh.
- Luat T4 céo s6 25/2018/QH14 do Qudc hoi ban hanh ngay 12 thang 6 nim 2018 va cac van
ban hudéng dan, thi hanh.
- Quy trinh giai quyét khiéu nai, t6 cio cta Cong ty C6 phan Masan Consumer Holdings.
- Responsible Minerals Assurance Process — Tungsten Smelter Standard
- OECD Due Diligence Guidance for Responsible Supply Chains of Minerals from Conflict-
Affected and High-Risk Areas
11.2 Lién két trong
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- Noi quy Lao dong cuia Cong ty TNHH Khai thac Ché bién Khoang san Nii Phéo.

- B0 quy trinh tmg phé cac su ¢6 An ninh va cac quy trinh khac ¢6 lién quan.
11.3 Biéu miu

- Phiéu dang ky hop thu gop ¥ (Nhan sy).

- Bién ban ghi nhén su viéc (An ninh/An toan) NMP- SE-FOR-S-024.

- Bién ban vi pham (An ninh/An toan) NMP- SE-FOR-S-028.

- Ban tudng trinh sy viéc/vi pham (An ninh/An toan) NMP- SE-FOR-S-023.

- Bao cao su cd (An ninh/An toan/Mai truong) NMP- HS-FOR-17.

- Bién ban lam viéc (An ninh) NMP- SE-FOR-S-021.

- Bién ban lay 16i khai (An ninh) NMP- SE-FOR-S -025.

- Béo c4o két qua diéu tra (An ninh/An toan) NMP- SE-FOR-S-026.

- Béo céo két luan vu viée (An ninh/An toan) NMP- SE-FOR-S-027.

- Bién ban ban giao ho so/tang vét (An ninh) NMP- SE-FOR-S-010.
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ABBREVIATIONS AND INTERPRETATION
Term Interpretation
Company MASAN HIGH-TECH MATERIALS CORPORATION
CEO Chief Executive Officer (General Director)
SEC Security and Compliance Department
IR Investigation Results
DoA Delegation of Authorities for management roles within the Company
ENV Environment & Sustainable Development Department
M&G Mining and Geology Department
TSF&Geo Tailings Storage Facility & Geotechnical Department

1. Document control history

. Date of .. :
Version . Description Revised by Approved by
issuance
Review and amend the “NPM-SE-SOP-
S-013 Procedure for resolution of
complaints, denunciations”

01 8/2025 Replace two previous Procedures: Nguyen Tien Dat Michael Glover
“NPM-SE-SOP-S-013 Quy trinh gidi Tran Thuan Phong Ashley McAleese
quyét khiéu nai té cdo” and “NPM-SE-

SOP-S§-013 Procedure for resolution of
complaints, denunciations”
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MASAN PROCEDURE FOR RESOLUTION OF FEEDBACK, COMPLAINTS
HIGH-TECH MATERIALS ) AND DENUNCIATIONS

2. Purpose

This Procedure is designed to ensure that all feedback, reports, complaints and denunciations are
received, reviewed, and handled in a timely and transparent manner, in accordance with applicable laws
and the Company's Code of Conduct, as well as to safeguard the legitimate rights and interests of all
stakeholders and contribute to the Company’s sustainable development.

3. Scope

- This Procedure applies to all employees, customers, partners, direct and indirect suppliers within the
supply chain, local communities, and organizations/agencies related to the Company’s business and
production operations.

- Statute of limitations: The statute of limitations (or time limit) for submitting feedback and complaints
is ninety (90) days from the date of receiving a decision or response from the Company’s competent
authority. No statute of limitations applies to denunciations.

4. Subject of application

- Individuals submitting feedback, complaints or denunciations

- Individuals subject to feedback, complaints, or denunciations

- Departments responsible for receiving and handling feedback, complaints or denunciations

- Managers have authority to make decisions on the resolution of feedback, complaints or denunciations

5. Principles

- Ensure confidentiality of individuals submitting feedback, complaints, or denunciations.

- Maintain objectivity, integrity, and compliance with authority and procedures. Anonymous and escalated
feedback, complaints or denunciations will not be accepted except for emergency cases involving threats
to life or property, reliable grounds, or cases involving direct managers/supervisors.

- Priority shall be given to urgent or serious cases.

- Respect the right of all stakeholders to present their views and respond.

- Prioritize dialogue and mediation where appropriate.

- Ensure complete and proper record keeping.

- Itis strictly prohibited: Any acts of discrimination, retaliation, or personal retribution against individuals
involved; Concealment or protection of individuals subject to complaints, denunciations; Unlawful or
unauthorized interference in the feedback, complaint, denunciation handling process; Deliberate
submission of false feedback, complaints, or denunciations, and taking advantage of the complaint,
denunciation process to infringe upon the rights, distort facts, slander, threaten, or damage the reputation
and honor of the Company, departments, or individuals; Disclosing or responding to
complaints/denunciations without the consent and approval of the authorized authority.

6. Terms and Definitions

- Feedback: means an individual providing information related to inappropriate behavior at work,
violations of internal rules, regulations, or actions affecting the working environment.

- Complaint: means an individual requesting for a review of an administrative decision or behavior that
directly involves his/her legitimate rights and interests.

- Denunciation: means an individual reporting violations of the law, unethical behavior, or acts causing
damage to another individual/organization or the public interest.

7. Channels for submitting feedback, complaints and denunciations
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The Company maintains the following main channels for receiving feedback, complaints, and
denunciations:

- Direct submission: At the Human Resources Department, or Security & Compliance Department, or
Legal Department.
- Indirect submission:
¢ Email: info@mht.masangroup.com
o Hotline: 0559 469 113 (MHT Internal Security)
e Internal suggestion box
e “Your Voice Matters” reporting portal

e Opinions raised in the periodic dialogue meetings

8. Procedure for receiving, handling and resolving complaints

Stepl: Information receipt

e Focal points: HR Department, Legal Department, Security & Compliance Department, or
designated teams depending on the nature of the feedback, reports, complaints or denunciations.

e Immediately upon receipt, within a maximum of 01 working day.

e Note: Anonymous submissions are accepted if they contain specific, verifiable information.

Step 2: Classification and preliminary assessment

e Determination of nature: general feedback / personal complaint / serious violation.
e Determine the risk level and impact on the organization or individuals

e Report to the Management team for channeling to the authorized department.

e Within 01 working day from the date of receipt.

Step 3: Information verification and collection

e [Establish a verification team or assign a responsible person to verify.

e Collect evidence, documents, and work with relevant parties.

e Ensure objectivity, honesty, and no coercion of informants.

e Within 14 working days for common cases; complex cases may propose an extension.

Step 4: Analysis and conclusion

e Based on verification results, assess whether it is valid or invalid and severity of the violation (if
any).

e Determine consequences, responsibilities, disciplinary actions and remedial measures.

e  Submit a conclusion report and recommend disciplinary actions, if needed

e Within 03 working days after completion of verification.

Step 5: Notification of result

¢ Send notification of the resolution to the complainant/feedback provider/denouncer (if identity
is known).

e For anonymous cases: retain results internally and notify appropriately, if necessary.

e Keep all relevant individuals or departments informed.

e Within 02 working days after conclusion is available.

Step 6: Implementation and monitoring

e Execute remedial actions/disciplinary measures (if any).
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e Monitor and assess post-handling to prevent recurrence or new complaints.
e Ensure proper record keeping, confidentiality, and traceability when needed.
e  Within 05-07 working days, or as specified in the resolution decision.

Step 7: Closure of case

e Issue an official notice confirming the closure of the case.
e  Within 02 working days after resolution.
9. Confidentiality, anti-retaliation policy, and Commitment to protect whistleblowers,

complainants and denouncers

9.1 Confidentiality

e All information related to feedback, complaints, or denunciations must be kept strictly
confidential, including the identity of the reporter, the content of the report, supporting
documentation, and the outcome of the resolution.

e  Only authorized individuals/departments designated under the procedure are permitted to access
and handle such information.

9.2 Anti-Retaliation

e The Company strictly prohibits any form of threat, pressure, retaliation, or discrimination
against individuals who submit feedback/report, complaints, or denunciations in good faith and
properly.

e Acts of retaliation may include, but are not limited to dismissal, demotion, denial of promotion,
unjustified transfer or reassignment, damage to reputation, isolation, or psychological
harassment.

9.3 Protection of whistleblowers, complainants and denouncers

e The Company is committed to implementing necessary protective measures to ensure the
safety and legal rights of whistleblowers, complainants, especially cases involving ethical
violations, breaches of the law, or matters posing personal risk.

e Reporters/complainants/whistleblowers have the right to request anonymity and may decline to
participate in direct confrontation or hearings if they feel unsafe.

9.4 Appeal and review mechanism

o [f the whistleblower, complainant and denouncer is not satisfied with the resolution outcome,
they may submit a appeal for review to a higher authorized level.

e The review will be conducted fairly, transparently, without prejudice to the legitimate rights
and interests of the complainant.

10. Assignment of responsibilities for receiving and handling feedback, complaints and
denunciations
10.1 General provisions

- The Board of Directors only receives feedback, reports, complaints and denunciations
involving individuals at the position of Acting Managers or higher.

- The Internal Security Department is directly responsible for receiving feedback, reports,
complaints and denunciations or jointly participating with other departments during receiving
them as directed by the Board of Directors.

- Heads of Departments can receive feedback, reports, complaints and denunciations, then
channel or forward them to the Internal Security Department for assessment and classification,
or report directly to the CEO for handling assignment.

10.2 Departments responsible for receiving and handling feedback, complaints and
denunciations

A. By stakeholder

Stakeholder Primary receiving unit Coordinating unit
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Human Resources Department +
Human Resources .
Employees . Management Team/Internal Audit
Department/Trade Union . . .
Committee if serious
Investors Legal Department Management team/Board of

Directors

Local communities

Community team (External
Relations Department)

Departments of ENV, M&G,
TSF&Geo, Processing

Customers and suppliers

Sales Team / Procurement team

Legal Department + Processing
Department/Management team

Government authorities, social
organizations

Legal Department / External
Relations Department

Management team

B. By nature of the case

Nature of the case

Primary receiving unit

Coordinating unit

Environment, pollution, health
impacts

ENYV Department / Community
Team

Safety Department, Legal
Department

Compensation, resettlement

Community team (External
Relations Department)

Legal Department, Finance
Department

Compensation & Benefits (for
employees)

Human Resources Department

Finance team

Contracts, service/product
quality

Procurement team/ Sales team

Legal Department

Responsible procurement (non-
conflict-related)

Sales Team / Concentrate
Procurement team

Legal Department

Violations of ethics or law
(harassment, fraud, etc.)

Human Resources department/Legal

department

Compliance Committee/Chief
Executive Officer

C. By severity level

Escalation to Group level will follow the Group’s Delegation of Authority (DoA), depending on the

nature of the case.

Severity Identification Criteria Handling unit/Level
Level
° N.O 1qdlcat10n of legal or internal regulation ¢ Involved departments handle internally.
Minor violation, e May consult other departments if
e No damage to assets, health and reputation of nechsa p
the individual/team Y
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General feedback, suggestions

e Security & Compliance department and

. . . C relevant departments coordinate and
e Signs of internal regulation violations (no .
e S, propose measures/solutions to CEO.
indication of legal violation).

Moderat :
OCeTAe 1 o Not damage to assets, health and reputation of * CEO shall approve the

the individual/team vet measures/solutions Relevant
yet. individuals/teams implement the CEO’s
decision.

e Security & Compliance department and
relevant departments coordinate and

e Signs of internal regulation violations (no propose measures/solutions to CEO.

indication of legal violation).

Serious e Damage to assets, health and reputation of the « Cof shal.l approve the
individuals/teams measures/solutions Relevant
’ individuals/teams implement the CEO’s

decision.

o Security & Compliance department and
relevant departments coordinate and
propose measures/solutions to CEO.

o Signs of legal violation. e CEO <hall approve the

Critical e Damage to assets, health and reputation of the .
dividuals/t measures/solutions Relevant
ndividuals/teams. individuals/teams implement the CEO’s
decision.

e Governmental authorities

10.3 Simplified 3-step procedure for simple cases (Minor level).
10.3.1 This procedure is applied when:
- No serious legal implications are involved
- The matter can be resolved on-site or within the relevant department
- It does not involve collective complaints/denunciations or result in significant

damages.
10.3.2 Simplified 3-Step Procedure:
Step Description Handling time limit
1 Receiving the Via email, suggestion box, direct discussion, or Within 1 working day
complaint telephone.
) \ Heads of departments assess and handle immediately
2 Clas.51ﬁcat101? & On- or assign relevant personnel to handle. No written Within 3 working days
site Handling report required if non-serious.
3 Response & Internal | Provide handling results via appropriate channels (in Within 5 working days
Recording person, email, etc.), and record internally. from the date of receipt.

10.4 Other provisions

- Individuals who make false or slanderous complaints and denunciations will be handled in
accordance with regulations.
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- Personnel responsible for handling cases dishonestly and unobjectively will also be subject to

disciplinary actions.

- Records related to the handling and resolution of feedback, complaints and denunciations shall
be kept by the Security Department in compliance with confidentiality requirements and

retention period as follows:

v" Cases not eligible for handling; Minor-level cases: Retention period of 1 year.

v Moderate-level cases: Minimum retention period of 5 years. The department heads
responsible for handling may decide on a longer retention period, but not shorter than
the minimum.

V" Serious-level cases: Minimum retention period of 10 years. The department heads
responsible for resolution may decide on a longer retention period, but not shorter than
the minimum.

v’ Critical-level cases: Minimum retention period of 15 years. The department heads
responsible for resolution may decide on a longer retention period, but not shorter than
the minimum.

- On a quarterly and annual basis, it is required to summarize data, handling status and submit a
report to the Management team and relevant stakeholders.
11. References

11.1

11.2

11.3

External links
Law on Complaints No. 02/2011/QH13 dated November 11, 2011 by the National Assembly
and its guidelines and implementing documents.

Law on Denunciations No. 25/2018/QH14 dated June 12, 2018 by the National Assembly and

its guidelines and implementing documents.
Procedure for resolution of complaints and denunciations of Masan Consumer Holdings Joint
Stock Company.
Responsible Minerals Assurance Process — Tungsten Smelter Standard
OECD Due Diligence Guidance for Responsible Supply Chains of Minerals from Conflict-
Affected and High-Risk Areas
Internal links
Internal Labour Regulations of Nui Phao Mining Company Limited.
Security Incident Response Procedures and other related procedures.
Forms
Suggestion box registration form (HR).
Record of case (Security/Safety) NMP- SE-FOR-S-024.
Minutes of violation (Security/Safety) NMP- SE-FOR-S-028.
Statements of event/violation (Security/Safety) NMP- SE-FOR-S-023.
Incident report (Security/Safety/Environment) NMP- HS-FOR-17
Working minutes (Security) NMP- SE-FOR-S-021.
Minutes of testimony (Security) NMP- SE-FOR-S -025.
Investigation report (Security/Safety) NMP- SE-FOR-S-026.
Report on the conclusion of the case (Security/Safety) NMP- SE-FOR-S-027.
Document/Evidence handover minutes (Security) NMP- SE-FOR-S-010.
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