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PTTEP

Grievance and Issue Handling Guideline

PTTEP-3.1 JUABUNTNOUALDITD 8 1T8Y

12140-GDL-009-R01

APPENDIX 1: GRIEVANCE AND ISSUE HANDLING FLOW CHART

Concemed Parties

Flow Diagram

Notes

Reporting Personnel 1

Public Affairs officer of Asset 2

Public Affairs officer of Asset 3
Site SSHE and related officer

Public Affairs officer of Asset 4

Meeting Solution Team 5
Grievance Solution Meeting
Team

Public Affairs officer of Asset 6

Public Affairs officer of Asset 7

Designated person

Grievance Solution 8
Meeting Team

Public Affairs officer of Asset 9
Designated person

Public Affairs officer of Asset 11
and/or Corp. Public Affairs
officer

STEP 1: Receipt & Registration

STEP 2: Investigation

'

START

}

Registered in Grievance and Issue Record Form

|

Grievance / Issue Investigation

'

,
—

Reject Accept

\_l

Negotiate and finalize resolution

ISTEP 5: Close out

Close outand
Record in Grievance and Issue Monitoring

ISTEP 6: Lesson Leamt

Communicate proposed solution to plaintiff

Not caused by Caused by
company activities company activities
STEP 3: Classification | l
' v v
Comment Request  Concern* Complaint / Grievance
STEP 4 e i
Resolufion Solution Meeting Grievance solution meeting |
Finalize proposed solution Finalize proposed solution

-

Communicate proposed solution to plaintiff

$—\_¢

Reject Accept

\—l

Grievance solution meeting Il

Negotiate and finalize resolution
|

Reject Accept

y v

Notify to Legal Dept
and Corporate

|

Lesson Learnt

'

STOP

Close outand record in Incident Module and
Grievance and Issue Monitoring Form

Register in Grievance and
Issue Record Form

- Meeting with plaintiff to collect
all related information and fill in|
Grievance and Issue Record
Form

- Refer to definition defined in
Crievance and Issue
Handling guideline

- The issue classified as
Comment, Request, and
Concern can internally seek
the resolution by Public Affairs
and related section/dept.

- * If “concern” is evaluated as
high impact issue, Public
Affairs Manager may consider
seeking resolution from
Grievance Solution Meeting
team

- Accept: Meeting leader assign
concerned department for
resolution’s execution

- Reject:

1) Negotiate and find
alternative solution to
finalize resolution

2) Conduct Grievance
Solution Meeting Il (for
grievance or high impact
issue)

- Accept: Meeting leader
assign concerned department
for resolution’s execution

- Reject: Notify to other
concerned
Notify to Legal Dept. and
Corporate for further monitoring

Close out the issue

Record/register in required
forms

Conduct lesson leamt both
Asset and Comorate level

Grievance and Issue Handling Flow Chart

16 June 2022, Revision 01
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