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1. General provisions
The procedure of handling complaints is a process of receiving, registering and processing complaints, which allows you to track the entire process from filing a complaint to making a relevant decision. Effective procedure of handling complaints is an important aspect of interaction with stakeholders and the main component of the approach to interacting with stakeholders described in ISO standards and IFC Performance Standards.
This process must be fair, accessible, transparent and properly documented.

When dealing with appeals the procedure is aimed at achieving the following goals:
familiarization of stakeholders with the algorithm of submission and consideration of appeals by the Company;
familiarization of stakeholders with possible results of consideration of appeals;

establishment of unified requirements for the processing of appeals taking into account the requirements of the current legislation of Ukraine. 
2. References to regulatory acts
Law of Ukraine “On Appeal of Citizen” of October 2, 1996, No 393/96- ВР; 
Law of Ukraine “On Information” of October 2, 2020, No 2657-XII;
Recommendation on consideration of complaints at the enterprises for the purpose of their resolution No 130;
Resolution of the Cabinet of Ministers of Ukraine “On approval of Instructions for keeping citizens in government bodies and local authorities, public associations, enterprises, institutions and organizations irrespective of ownership in the media” of April 14, 1997, No 348 (with amendments);
Guidelines of the International Finance Corporation: Standards for environmental and social sustainability dated January 01, 2012.
3. Terms and definitions
Stakeholder - an individual or organization, which may affect, is under the influence or affected by a decision or activity. EXAMPLE: Consumers, owners, employees as part of the organization, suppliers, bankers, trade unions, partners or society.
Appeals should be understood as written (verbal) proposals (comments), statements (petitions) and complaints.
Complaint – dissatisfaction with the Company’s activities expressed by stakeholders in written, electronic or oral form;
Complaint is any actual or potential problem that leads to the expression of dissatisfaction or concern.
Appeal is a request from stakeholders for information and / or advice on the Company’s activities;
The appeal can be submitted by a single person (individual) or a group of people (collective).
4. Procedure for processing appeals
Stakeholders use one of the methods of filing the complaints listed below:

• download the Application Form (Appendix 1), placed on the company's website https://ukrainske-zerno.com/ua/  

• send the completed complaint form by mail to the address below the form;

• apply to the Head Office, which is located at the address: 36007, Poltava, Marshal Biryuzov Street 32 A;
• send a message to the e-mail address: office_pl@ie.net.ua.
General requirements for consideration of appeals:
The appeal must indicate the surname, name, patronymic, place of residence of the citizen; set forth the heart of the matter concerned, comments, suggestions, statements or complaints, requests or requirements. The written application must be signed by the applicant (applicants) indicating the date. The e-application must also indicate the e-mail address to which the applicant may be sent a response or information on other means of communication with him/her. The use of an electronic digital signature when sending an electronic appeal is not required.
An applicant who files a complaint on behalf of an aggrieved person or a community of aggrieved persons must indicate on whose behalf the complaint is filed and provide evidence that the relevant powers have been granted by the aggrieved person(s);
If the applicant does not wish to disclose personal data or any other information contained in the complaint, he must state this request (indicating the reasons).
The appeal, executed without observance of the specified requirements, is returned to the applicant with the corresponding explanations not later than in ten days from the date of its receipt.
Registration and consideration of complaints
- appeals are registered in the journal for registration of appeals (Appendix 2). The journal must be numbered and bound;

- after registration in the prescribed manner, the appeal is submitted for consideration to the head of the Company. The head, having reviewed the appeal by imposing a resolution, directs the appeal to the executor for consideration on the merits and preparation of the response;
- The Company within 7 working days sends to the initiator of the appeal a letter indicating the registration number of the appeal and data of the responsible (contact) person;
- the assessment and study of the appeal for its importance and seriousness is being carried out;

 - in case of a positive solution to the issue a response to the appeal is being prepared;
- the term for consideration of the appeal is 30 calendar days from the date of registration of the complaint.
The company identifies the reasons for the complaint and takes measures to resolve it. If the complaint cannot be resolved in time for objective reasons, the company sends to the initiator of the complaint an interim response on the extension of the term for consideration of the complaint, but the period of consideration may not exceed 45 days.
A written response to the appeal about the results of the issue is prepared and sent to the initiator by mail or e-mail (in case this is the initiator's request).

If the complaint remains unresolved, it is reconsidered and discussed with the initiator the possibility of further measures to resolve it.
The main purpose of dispute resolution is to resolve the issues set forth in the complaint, as well as other significant issues related to the complaint identified during the review of the complaint or the dispute resolution process, to the mutual satisfaction of the parties.
5. Monitoring
Monitoring the results of a complaint consideration: if the complainant does not object, the company can contact him to make sure that its activities do not cause further concern.
The procedure of handling complaints that all the issues related to appeals should be treated confidentially. The identity of the initiator and the contents of the appeals are not disclosed to third parties without the written consent of the initiator.
The information that you receive can serve as an early warning before the solution of the problem becomes too costly and time-consuming.
6. Final provisions
Keeping records and documents, related to the process of consideration of appeals, so that they can be accessed later is an important task and corresponds to the interests of both the Company and stakeholders. These records and documents must include:

( a copy of an appeal;

( a Company's response;

( measures taken;

( justification of the measures taken;

( information on whether an appeal has been filed; 

( outcome of an appeal hearing
The information obtained in the form of appeals may play the role of early detection and warning of the problem than its solution will become too expensive and labor-intensive.
Appendix 1

APPLICATION FORM
	Registration number assigned to the company

	Full Name:

Note: You can remain anonymous if you wish, or ask not to disclose your personally identifiable information to a third party without your consent
	[image: image1.jpg] Please do not disclose my personally identifiable information
Я I I would like to file a complaint ANONYMOUSLY

 

	Contact Information:

Specify the best way to communicate (mail, phone and email).

Note: You may not provide your contact information if you do not wish to do it
	Address:_________________________________________

________________________________________________

________________________________________________

________________________________________________

Phone:__________________________________________
Email:

	Description of the event or complaint (What, when and where did it happen? Who did it happen to and who else is involved? What are the causes and consequences of the event or problem?)



	What actions do you think need to be taken to solve the problem?


	Signature __________________                  Date______________



	Please send this form to the address: Ukraine, 36007, Poltava, Marshal Biryuzov Street 32 A, “Ukrainian Grain” LLC or by e-mail: office_pl@ie.net.ua.


Appendix 2

JOURNAL
for registration of appeals from stakeholders
Started___________

 Completed_________

Journal Form 
	No.
	Date of signing /sending an appeal
	Date of receipt of an appeal and the registration index 
	Full name, place of residence (e-mail address, phone number), category, social status of the applicant
	From where sent, date, index, taking under control
	Type of appeal, form, sign of receipt
	Basic and additional questions, a brief content 
	Contents of the resolution, its author, date, executor and completion time
	Mark on the transfer to execution
	Completion mark, results of examination, control removal
	Case ID No.

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
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