
Complaint Mechanism 

 

GEM encourages stakeholders to put forward opinions or suggestions on the company's social 

responsibility management, especially the supply chain due diligence management, to help the company 

improve its work; at the same time, it also accepts complaints from employees, suppliers, customers and 

stakeholders, and provides proper and unblocked channels and proper and fair ways to handle 

complaints, so as to ensure that the company's work is carried out in a standardized and orderly manner. 

 

I. Way of Complaint 

There are two ways of complaint: telephone and written manners (including EMAIL). Stakeholders can 

put forward opinions, suggestions or complaints to GEM by telephone, mail or letter. 

 

II. Receipt of Complaint 

GEM International Green Supply Chain Management and Commerce Department is the department 

responsible for handling complaints, and a person is designated to be responsible for receiving opinions, 

suggestions or complaints submitted by stakeholders, and confirming receipt within two working days 

after submission. 

 

III. Review of Complaint 

1. Complaints meeting the following conditions can be accepted: 

Being related to the due diligence management of supply chain of GEM, including any identified risks; 

Point out the defects, inconsistencies or deficiencies of the due diligence management system; 

Including sufficient objective evidences to reasonably support the allegations submitted to the acceptor; 

Violation of relevant requirements of labor practice and policies related to human rights and environment, 

health and safety; 

Violation of the relevant requirements of the code of business ethics; 

Submit the complaints in good faith 

2. Complaints meeting the following conditions will not accepted: 

The complaint is not related to the supply chain due diligence management of GEM; 

The complaint is related to issues beyond GEM's control, influence or responsibility; 

Lack of sufficient objective evidence to reasonably support the complaint; 

Submit the complaints in good faith 

3. All complaints shall be based on factual basis and true content, rather than speculation and false 

content, and should not include malicious attack or slander. 

 

IV. Handling of Complaint 

If the complaint does not meet the conditions in item 1, GEM will inform the complainant of the decision, 

including the reasons for rejection of the complaint. If necessary, GEM may advise the complainant to 

submit the complaint to other parties. 

If applicable, GEM will inform the complainant of the complaint mechanism of the specific certification 

scheme related to the complaint. 

Once the complaint is accepted, GEM Social Responsibility Office will organize relevant departments to 

investigate all elements of the complaint, and inform the complainant of the investigation results and the 

determined corrective measures (if any) used to solve the complaint within 15 working days (the results 

will be notified following the confidentiality policy). 

GEM takes one of the following actions to handle each complaint: 

To accept the complaint, corrective measures need to be taken 

To accept the complaint, no corrective measures is needed 



Reject complaint 

Publish the results or inform the complainant 

 
V. Information Confidentiality 

After receiving the complaint information, GEM International Green Supply Chain Management and 

Commerce Department will assign a special person to be responsible for information preservation, 

transmission of information audit, information processing and feedback. Without the consent of the head 

of GEM International Supply Chain Management and Commerce Department, it is forbidden to disclose 

to people outside the department. 

 

VI. Protection to Complainant 

The acceptor shall keep the complaint information strictly confidential. Complaint materials should be 

strictly managed as confidential information, and no one can access them without the approval of the 

principal leaders or the head of each division. It is strictly forbidden to transfer the complaint materials to 

the respondent, and retaliate against the informer. It should protect the lawful rights and interests of the 

informer. Those who seriously leak secrets and cause damage to the lawful rights and interests of the 

informer shall be transferred to judicial organs. 

 

 

Complaint Channel 

Tel: +8613509639689 

E-mail: CSR@gem.com.cn 

Address: No.3 Yingchun Avenue, Duodao District, Jingmen High-tech Zone, Hubei Province, 

China 

 


