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Announcement of the Board of Directors of the Industrial Estate Authority of Thailand

Subject: Complaint Management Policy

Whereas it is expedient to revise the announcement of the Board of Directors of the Industrial

Estate Authority of Thailand, subject: Complaint Management and Confidentiality Policy.

By virtue of Section 23 (14) of the Industrial Estate Authority of Thailand Act B.E. 2522
(1979) and the resolution of the Board of Directors of the Industrial Estate Authority of Thailand
in its Meeting No. 9/2022 on July 26, 2022, the Board of Directors of the Industrial Estate Authority of

Thailand therefore issues an announcement, as follows:

Article 1. This announcement is called “ Announcement of the Board of Directors of

the Industrial Estate Authority of Thailand, subject: Complaint Management Policy.”

Article 2. This announcement shall come into effect from the day following the date of

the announcement.

Article 3. The Announcement of the Board of Directors of the Industrial Estate Authority

of Thailand, subject: Complaint Management and Confidentiality Policy, dated May 14, 2021, shall be

repealed.

Article 4. In this announcement:

“Executives” means I-EA-T Governor and executive employees from level 9 and above.

“Complaint” means a complaint arising from the undertaking or the industrial operation
of I-EA-T which the complainant has filed or submitted a complaint to seek justice or to request assistance
by any approach as specified by I-EA-T and shall include the original complaint with new issues or facts.

“Complaint Management” means the process of handling important complaints in accordance with
requirements and standards, such as complaint and complaint acceptance, fact review and complaint

resolution, determination of follow- up and reporting complaint results measures in order to satisfy

the complainant.



Article 5. The determination of Complaint Management Policy under this announcement

has the following objectives:

(1) To inform I-EA-T executives and employees, including stakeholders of the organization,
the intention and framework of complaint management of I-EA-T.

(2) To raise awareness within the organization for executives and employees of I-EA-T,
including stakeholders of the organization, in order to realize the importance of performing duties under
the framework of complaint management of I-EA-T.

(3) To build trust and credibility with society, stakeholders and the general public
in a commitment to manage complaints in a timely and efficient manner.

(4) To realize and pay attention to the privacy policy to protect personal information of

complainants and witnesses that are transparent, safe and fair.

Article 6. The determination of Complaint Management Policy under this announcement
shall be used as a framework for the administration of business of [-EA-T, as follows:

(1) I-EA-T has established an effective complaint management system in accordance with
ISO 10002: Quality Management-Customer Satisfaction-Guidelines for complaint handling in organizations
leading to an increase in the ability to develop products and services for I-EA-T.

(2) I-EA-T has assigned a person to be responsible for the complaint management of
the organization in order to comply with the procedures for operating in accordance with the policies
and procedures for handling complaints completely and efficiently.

(3) I-EA-T has established a privacy policy to protect the personal information of
complainants and witnesses to ensure that I-EA-T has transparent, safe, and fair channels and processes for

complaint acceptance.

(4) I-EA-T has set a complaint management manual to be used as a procedure for handling
complaints.

(5) I-EA-T has prescribed indicators and standard targets for handling complaints
in order to effectively manage complaints in accordance with standards and targets.

(6) I-EA-T has required the implementation of digital technology to manage, monitor, report

status, and summarize complaint management results appropriately.



Article 7. I-EA-T Board of Directors has duties and responsibilities, as follows:

(1) To determine the Complaint Management Policy of I-EA-T.

(2) To supervise and consider giving suggestions as well as giving approval to the summary

report of 6-month complaint handling.

(3) To supervise the operation of the complaint departments and responsible departments

in accordance with the determined objectives and targets.

Article 8. I-EA-T must review the Complaint Management Policy periodically to ensure that

it is suitable for the changeable operating conditions of the organization.

Article 9. I-EA-T must collect, monitor, and evaluate the operating results in accordance with

the Complaint Management Policy and present to I-EA-T Board of Directors at least once a year.

Article 10. I-EA-T Board of Directors, executives, as well as employees of I-EA-T at all levels
must concern and comply with the rules, regulations, and laws relating to the complaint management of
I-EA-T, including cabinet resolutions, as well as procedures and related standards strictly, by having

supervisors at all levels have the duty to supervise, monitor, and control operations in accordance with

complaint management standards.

Announcedonthe 2§ August 2022

o
(Mr. Narin Kalayanamit)

Chairman of the Board of Directors of the Industrial Estate Authority of Thailand



