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深港 海 事安保有 限公 司
SINOGUARDS MARINE sECURITY LIMITED
Room1205`Taisang Bank Bu"ding、 130~132Des Voeux ROad Center、 HOng KOng
Tel∶ +85281987300   Fax∶ +852301s6855   EmaⅡ ∶info@sinoguards.co m

Reso∶uuon of compIa:nt/G"eˇance

s∶ noguards Marine securitv1td∶ s appⅡed.

ldea"y the compIaint should be resolved immed∶ ateIy and depending on its compIeXity、″ithin a maxirη um
tirneframe of3rnonths。 lf the;mmediate resOIution ofthe probIem is not possibIe`then the R/lanagement

Representative requests from the customer/third party a Iength of ti丫 ne(aCcording to the magnitude ofthe

complaint)to assess the repercuss:ons on the Customer and the company。 ln any case、 the Management
RepresentatiVe is responsibIe to ensure that the investigation of the complaint/grievante is carried out、 ″ithin
2months of receipt.

Management Representative is responsible for the fo"owIng∶

●     Cop∶ es of documents generated as a result ofthe compIa:nt are ⅡIed and records of anv action taken

are kept。 Except、″here prohib∶ ted or proteded bv apρⅡcab∶e∶aw`the们 nding ofthe compIaint wilI

be made aˇailabIe to a Competent Authoritv on request。

o     :f needed'cooperation、″:th anv o仟 :c;al inˇestIgations.

。     Upon decision bv the operat∶ ons E冫:reCtor appropriate dioc∶ pⅡ narv act∶ on is taken in the case of

f:nding such aˇ∶oIation or unlawfuI behaˇ :our。

●     Ensuring that anv personneI、 ″ork:ng forthe companv、 ″ho:ηakes a complaint∶ s proteCted from anv

repr:saIs。

the Management Representat:ˇ e:s responsibIe to ensure that a"compIa:nts are:nˇ est∶ gated fuⅡ v and
∶rnpart:a"v and、″ith due considerat∶ on for confident∶ aⅡtv。

FOr alle只 a刂ons ofimproper and`or∶ ∶Ie￡aI conduct as∞ ntaIned h the∶ nternat:onaI Code of Conduct for
Pr"ate securkv serv∶ ce providers"CoC)‘ upon dec:Jon ofthe operations D∶ rector,after the interna:
∶nˇest:gation occurs'the eˇidence ofthe compIa∶ nant and the:nˇ est∶gat:on anaIvsis ofthe Companv is

referred to an∶ ndependentIv appointed paneI ofthree Iawvers、 ″ho are reg:stered、 ″∶th the:nternat:onaI
AssoC:at∶ on of Arb:trators。 The f:ndings ofthe Arb:trators and their ruI:ng along、″∶th aCt:ons taken bv the
Companv、″ⅡI be:nade aˇaⅡabIe to the Compla∶ nant。 the ru"ng ofthe Arb∶ trators:sf∶ naⅡ。

In respect to compIa:nts that ar:se frequentIv'the Management Representat:ˇe mav set∶nto motion a
correct∶ ve act∶ on according to procedure:〃 Correcuve and PreventIve Actions″ 。
AlI cases of complaints and grievances are reviewed during annuaI management review meetings.
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