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Product and Service Responsibility Policy 

Vanachai Group Public Company Limited and Subsidiaries 
 

Vanachai Group Public Company Limited and its subsidiaries (“the Company”) recognize 

that the products and services provided to customers and society are direct outcomes of 

the Company’s business operations and represent a critical interface between the 

organization and its stakeholders across the entire value chain. Accordingly, the Company 

places the highest importance on product and service responsibility in all dimensions, 

covering product design, raw material sourcing, manufacturing, quality control, information 

disclosure and communication, as well as product use and impacts throughout the product 

life cycle. 

As a company operating in the wood and wood-based products industry, with inherent 

linkages to natural resources, user safety, environmental impacts, and customer trust, the 

Company recognizes that product and service responsibility extends beyond mere 

compliance with applicable laws or industry standards. It also encompasses transparency and 

integrity in information disclosure, consideration of consumer health and safety, protection 

of customer data, and the continuous improvement of product and service quality. 

This Product and Service Responsibility Policy has been established to define a clear 

framework, principles, and implementation guidelines for the Board of Directors, 

management, and employees at all levels, to systematically assume responsibility for the 

quality, safety, and impacts of the Company’s products and services. The policy aims to 

embed such responsibility into business decision-making processes, risk management, and 

the creation of long-term value. 

This Policy is designed to align with the Vanachai Sustainability Framework and the 

assessment approach of the FTSE Russell ESG Ratings under the Customer Responsibility 

pillar (SCR Series). While certain indicators may not directly impact the Company’s current 

business model, the Company believes that adopting a proactive policy approach will help 

elevate operational standards, strengthen the confidence of customers, investors, and other 

stakeholders, and demonstrate the Company’s commitment to responsible business conduct 

throughout the life cycle of its products and services. 

The Company is committed to making product and service responsibility a fundamental 

pillar of good corporate governance, competitive advantage, and sustainable growth, in line 

with its vision: 

“Forest | Future | Together – for a Sustainable Living.” 
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1) Objectives  

• To establish clear principles and guidelines for the development, manufacturing, and 

delivery of products and services that are of high quality, compliant with applicable 

standards, safe for users, and aligned with relevant laws, regulations, and 

requirements, as well as industry standards and internationally recognized practices 

applicable to wood and wood-based products. 

• To promote the Company’s responsibility for potential impacts arising from its 

products and services across health and safety, environmental, and social dimensions, 

covering the entire life cycle from product design, raw material selection, and 

production process control to transportation, use, and end-of-life management. 

• To enhance transparency and accuracy of information relating to products and 

services, ensuring that communication with customers and stakeholders is complete, 

not misleading, and clearly reflects product characteristics, performance, limitations, 

and appropriate use. 

• To establish effective and fair approaches for managing complaints, dissatisfaction, 

and incidents related to product or service quality and safety, with mechanisms that 

support corrective actions, continuous improvement, and long-term prevention of 

recurrence. 

• To integrate product and service responsibility into the Company’s risk management, 

internal control, and corporate governance systems, enabling the identification, 

assessment, and appropriate management of risks related to products, customers, 

and corporate reputation. 

• To support the building of trust, customer satisfaction, and long-term relationships 

through the delivery of responsible, high-quality products and services that 

consistently meet market expectations and stakeholder needs. 

• To ensure that the Company’s practices on product and service responsibility are 

al igned with the FTSE Russell ESG Ratings framework under the Customer 

Responsibility pillar (SCR Series) and the Company’s sustainability framework, serving 

as a key foundation for advancing ESG performance and achieving long-term 

sustainable growth. 

 

2) Policy Alignment and International Standards 

2.1  Alignment with Corporate Policies and Organizational Frameworks 

This Product and Service Responsibility Policy is aligned with and supports the 

Company’s key policies and governance frameworks, ensuring that product 

responsibility is embedded as an integral part of corporate governance and core 

business operations. 
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Referenced standards: 

• FTSE Russell ESG Ratings: SCR01, SCR02 

• OECD Guidelines for Multinational Enterprises 

• UN Global Compact Principles 1, 2, 7, and 8 

2.2 Product and Service Safety and Quality 

The policy emphasizes product design, manufacturing, and service delivery that 

prioritize safety, quality, and appropriate use in order to prevent potential adverse 

impacts on consumers, customers, and end users throughout the product life cycle. 

Referenced standards: 

• FTSE Russell ESG Ratings: SCR03, SCR04 

• ISO 9001: Quality Management Systems 

• ISO 45001: Occupational Health and Safety (in the context of user safety) 

• OECD Consumer Policy Toolkit 

2.3 Responsible Product Information Disclosure and Marketing Practices 

The Company requires that all product and service communications, disclosures, and 

marketing practices be accurate, transparent, and not misleading, clearly reflecting 

product characteristics, limitations, and appropriate usage. 

Referenced standards: 

• FTSE Russell ESG Ratings: SCR05, SCR06 

• ISO 14021 and ISO 14024: Environmental Claims and Labels 

• United Nations Guidelines for Consumer Protection 

• GRI 417: Marketing and Labeling 

2.4 Complaint Management, Customer Satisfaction, and Remedy 

The policy establishes fair, transparent, and verifiable mechanisms for handling 

complaints, responding to customer concerns, and providing appropriate remedies. 

These mechanisms serve as tools for consumer protection and continuous 

improvement of product and service quality. 

Referenced standards: 

• FTSE Russell ESG Ratings: SCR07, SCR08 

• ISO 10002: Customer Satisfaction and Complaints Handling 

• UN Guiding Principles on Business and Human Rights (Remedy Pillar) 

• GRI 418: Customer Privacy (where customer data is involved) 

2.5 Product Lifecycle Responsibility 

The Company recognizes environmental and social impacts associated with products 

and services throughout their life cycle, from raw material selection and production 

to use and end-of-life management. 
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Referenced standards: 

• FTSE Russell ESG Ratings: SCR09, SCR10 

• ISO 14040 and ISO 14044: Life Cycle Assessment (LCA) 

• Environmental Product Declaration (EPD – ISO 14025) 

• GRI 301, 302, and 306 

2.6 Consumer Protection and Customer Data Privacy 

The policy places strong emphasis on protecting consumer rights, privacy, and the 

responsible use of customer data, particularly in the context of service delivery, 

complaint handling, and marketing communications. 

Referenced standards: 

• FTSE Russell ESG Ratings: SCR11, SCR12 

• ISO/IEC 27001: Information Security Management 

• United Nations Guidelines for Consumer Protection 

• GRI 418: Customer Privacy 

2.7 Integration with Enterprise Risk and Reputation Management 

This policy is integrated with the Company’s enterprise risk management system to 

mitigate risks related to product quality, safety, customer satisfaction, and corporate 

reputation arising from products and services. 

Referenced standards: 

• FTSE Russell ESG Ratings: SCR11, SCR12 

• COSO Enterprise Risk Management Framework 

• ISO 31000: Risk Management 

2.8 Linkage to ESG Disclosure and Assessment 

Implementation of this policy provides key inputs for ESG disclosures and investor 

assessments, demonstrating the Company’s responsibility toward consumers, 

markets, and society. 

Referenced standards: 

• FTSE Russell ESG Ratings: Customer Responsibility (SCR Series) 

• GRI 416, 417, and 418 

• United Nations Sustainable Development Goals: Goal 12 (Responsible Consumption 

and Production) 

 

3) Scope 

3.1  Organizational Scope (FTSE Russell: SCR01, SCR02) 

This Product and Service Responsibility Policy applies to the Company and covers 

governance, decision making, and operations related to the design, development, 

manufacturing, distribution, and after sales services of the Company’s products and 
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services at all organizational levels. The policy serves as a central framework for 

defining standards, expectations, and responsibilities for all relevant functions across 

the organization. 

3.2 Product and Service Scope (FTSE Russell: SCR03, SCR04, SCR09) 

This policy covers all products and services manufactured, sold, or provided by the 

Company in both domestic and international markets, including but not limited to: 

• All wood-based products and wooden products of the Company 

• Products or services developed or enhanced from core products, such as 

processing, customization, or application advisory services 

• Product related services, including technical information, complaint handling, and 

after sales services 

The Company recognizes that responsibility for products and services extends 

throughout the entire product life cycle, from pre delivery and use to post end of 

life stages. 

3.3 Product Safety and Quality Scope (FTSE Russell: SCR03, SCR04) 

• This policy covers the establishment and application of product and service 

quality and safety standards to ensure that products are fit for use, do not pose 

undue risks to users, and comply with applicable laws, industry standards, and 

customer expectations in each market. 

• The Company considers product safety and quality to be a direct corporate 

responsibility and an integral part of reputation management and long term 

sustainability. 

3.4 Product Information, Communication, and Marketing Scope (FTSE Russell: SCR05, 

SCR06) 

• This policy applies to all forms of product and service-related communication, 

including technical documentation, labels, user instructions, marketing materials, 

and customer communications. Information must be accurate, complete, not 

misleading, and clearly reflect product characteristics, limitations, and appropriate 

use. 

• Responsible communication is regarded as a key element of consumer protection 

and long-term customer trust. 

3.5 Customer Complaint Handling and Remedy Scope (FTSE Russell: SCR07, SCR08) 

• This policy covers processes for receiving, responding to, resolving, and 

remedying complaints related to the Company’s products and services. Customers 

shall be treated fairly, transparently, and in a verifiable manner. Complaints are 

used as an important input for continuous improvement of product quality, service 

performance, and internal processes. 
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3.6 Product Lifecycle Responsibility Scope (FTSE Russell: SCR09, SCR10) 

• This policy covers the consideration of environmental, health, and safety impacts 

associated with products throughout their life cycle, including raw material 

selection, manufacturing, transportation, use, and end of life management. The 

Company aims to minimize adverse impacts and promote efficient resource use in 

line with circular economy principles. 

3.7  Customer Protection and Data Privacy Scope (FTSE Russell: SCR11, SCR12)  

• This policy covers the protection of customer rights, privacy, and the responsible 

management of customer data, particularly data obtained through customer 

interactions, service delivery, complaint handling, and marketing activities. 

Customer data shall be used responsibly, in compliance with applicable laws and 

regulations, and in accordance with business ethics principles.  

3.8 Applicability and Limitations 

• This policy serves as the Company’s central framework for governing product and 

service responsibility. It does not constitute a direct legal requirement or 

contractual obligation unless explicitly referenced in applicable contracts or 

regulatory requirements. Implementation of the policy shall take into account 

business context, legal requirements, and market or country specific conditions in 

which the Company operates. 

 

4) Definitions and References 

4.1  Definitions 

• Products and Services: Wood based products and wooden products, including 

services related to design, manufacturing, distribution, technical information, and 

after sales services, produced or provided by Vanachai Group Public Company 

Limited and its subsidiaries. 

• Product and Service Responsibility: The Company’s responsibility to design, 

develop, manufacture, and deliver products and services that are safe, of high 

quality, supported by accurate and non-misleading information, and that take into 

account impacts on users, consumers, the environment, and society throughout 

the product life cycle. 

• Product Safety: The condition whereby products are designed, manufactured, and 

tested to be fit for their intended use, do not pose undue risks to users under 

normal and appropriate conditions of use, and comply with applicable laws and 

relevant standards. 
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• Product Quality: The characteristics of products that meet technical specifications, 

industry standards, customer expectations, and the quality requirements 

established by the Company. 

• Product Information: Information related to product characteristics, usage, 

limitations, safety considerations, maintenance, and potential impacts arising from 

product use, communicated through documents, labels, marketing materials, or 

other Company channels. 

• Customer Complaints: Feedback, complaints, or concerns raised by customers 

regarding the quality, safety, usability, or service performance of the Company’s 

products and services. 

• Remedy and Corrective Action: Measures undertaken by the Company in response 

to complaints or issues related to products and services, such as providing 

additional information, improving products, adjusting processes, or implementing 

other appropriate corrective actions. 

• Product Lifecycle: The period covering raw material sourcing, manufacturing, 

transportation, use, and end of life management of a product. 

• Customer Data: Information obtained from customers through sales processes, 

service delivery, complaint handling, or other activities related to products and 

services, which must be managed appropriately and in compliance with applicable 

laws. 

• Vanachai Integrated Materiality and Risk Assessment (V-IMRA): An internal 

assessment framework used by the Company to identify, assess, and prioritize 

sustainability-related impacts, risks, and opportunities across its operations and 

value chain. V-IMRA integrates both impact materiality and financial materiality 

considerations and provides structured inputs to the Enterprise Risk Management 

(ERM) system, strategic planning, and management decision-making. 

4.2  References and Relevant Standards 

This Product and Service Responsibility Policy has been developed with reference to 

the following standards, frameworks, and requirements: 

• FTSE Russell ESG Ratings – Customer Responsibility (SCR Series): Used as the 

primary reference framework for defining approaches to product and service 

responsibility, product safety, customer communication, and complaint 

management. 

• Product Safety Laws and Regulatory Requirements : Applicable laws, standards, 

and regulatory requirements related to wood-based products and industrial 

products in Thailand and in the Company’s export markets. 
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• ISO 9001 – Quality Management Systems: Used as guidance for systematic quality 

management of products and operational processes. 

• ISO 14001 – Environmental Management Systems: Used as a reference framework 

for considering environmental impacts associated with products throughout their 

life cycle. 

• UN Guidelines for Consumer Protection: Applied as a fundamental reference for 

consumer protection, product safety, and fair and transparent provision of 

information. 

• Vanachai Sustainability Framework: Used as the internal framework for integrating 

product and service responsibility into the Company’s overall sustainability 

strategy. 

• Related Internal Codes, Policies, and Practices, including but not limited to: 

➢ Corporate Business Ethics Code (VNG-GOV-BE-ET-02) 

➢ Environmental Policy (VNG-ENV-EVT-PL-02) 

➢ Sustainable Development Policy (VNG-GOV-SD-PL-02) 

➢ Personal Data Protection Policy (VNG-GOV-PDP-PL-01) 

 

5) Governance and Accountability 

The Company affirms that responsibility for the quality, safety, and impacts of its 

products and services rests directly with the organization. Governance of product and 

service responsibility is therefore fully integrated into the Company’s existing 

management structure and corporate governance system, without establishing additional 

committees or separate governance bodies. 

• Board of Directors: The Board of Directors is responsible for providing policy level 

oversight and strategic direction by acknowledging and monitoring material issues 

related to product and service quality, safety, and responsibility, including risks that 

may affect users, customers, the Company’s reputation, and stakeholder trust. This 

oversight ensures that the Company’s operations are conducted responsibly and in 

compliance with applicable laws, relevant standards, and stakeholder expectations. 

• Senior Management: Senior management holds direct responsibility for implementing 

the Product and Service Responsibility Policy by integrating considerations of quality, 

safety, information disclosure, and complaint management into business operations, 

decision making processes, and risk management across all functions. Management 

ensures that product and service management is consistent, effective, and subject to 

appropriate oversight and accountability. 

• Product and Service Related Functions: Functions involved in manufacturing, quality 

control, marketing, sales, and customer service are responsible for operational 



Version 1/2026 VNG-GOV-PSR-PL-01 

Product and Service Responsibility Policy 

Effective Date: 25 February 2026 

Page | 9  

 

implementation of this policy. These functions prioritize product quality and safety 

controls, accurate and non misleading communication, and systematic collection and 

use of customer feedback and complaints to drive continuous improvement of 

products and services. 

• Employees at All Levels: Employees at all levels are expected to perform their duties 

responsibly, remain aware of the impacts associated with the Company’s products and 

services, and promptly report any issues or risks that may affect quality, safety, or 

customer confidence to their supervisors through appropriate channels. 

This governance structure reflects the Company’s commitment to affirming that 

responsibility for products and services is a shared responsibility across the organization, 

with the Company retaining ultimate accountability for the outcomes and impacts of the 

products and services delivered to customers and society.  

 

 

6) Commitments and Principles 

6.1 Product Quality and Safety (FTSE Russell SCR01, SCR02) 

• The Company is committed to developing, manufacturing, and delivering products 

and services that meet quality standards and are safe for use. Emphasis is placed 

on effective quality control throughout the production, storage, and delivery 

processes in order to prevent risks that may affect users and customers. 

6.2 Compliance with Product Related Laws and Requirements (FTSE Russell SCR02) 

• The Company strictly complies with applicable laws, regulations, and requirements 

related to products and services, including product safety, industry standards, 

labeling requirements, and consumer protection regulations, both domestically 

and internationally. 

6.3 Accurate and Transparent Product Information (FTSE Russell SCR03, UN Guidelines 

for Consumer Protection) 

• The Company is committed to providing accurate, complete, and non-misleading 

information regarding its products and services. Such information covers product 

characteristics, intended use, limitations, and precautions, thereby supporting fair, 

informed, and responsible decision making by customers. 

6.4 Customer Engagement and Complaint Handling (FTSE Russell SCR04, ISO 10002 – 

Customer Satisfaction and Complaints Handling) 

• The Company values customer feedback and has established appropriate, 

transparent, and fair mechanisms to receive and address suggestions, complaints, 

and concerns related to products and services. Customer feedback is 
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systematically used to drive continuous improvement in product quality and 

service performance. 

6.5 Product Lifecycle Responsibility (FTSE Russell SCR01, ISO 14040 / ISO 14044 – Life 

Cycle Assessment) 

• The Company recognizes the impacts of its products throughout their lifecycle, 

from design and raw material sourcing to production, use, and post use 

management. The Company seeks to minimize environmental and social impacts 

while promoting efficient use of resources. 

6.6 Continuous Improvement and Development (FTSE Russell SCR05, Continuous 

Improvement Principles – PDCA) 

• The Company is committed to the continuous improvement of its products and 

services by incorporating customer feedback, risk assessments, changes in 

standards and technology, and evolving market expectations, in order to enhance 

organizational responsibility, credibility, and long-term sustainability. 

 

7) Risk, Impact, and Product and Service Complaint Management 

The risks, impacts, and dependencies associated with the matters addressed in this 

policy are identified, analyzed, and prioritized through the Company’s Vanachai 

Integrated Materiality and Risk Assessment (V-IMRA) process. V-IMRA is an internal 

assessment framework that considers both impact materiality and financial materiality 

across the value chain. 

7.1 The results of V-IMRA are integrated into the Enterprise Risk Management (ERM) 

system to support policy formulation, strategic decision-making, the setting of risk 

appetite, and the creation of long-term sustainable value. 

7.2  Identification and Assessment of Product and Service Risks (FTSE Russell SCR01, 

SCR02): The Company identifies and assesses risks related to its products and 

services throughout their lifecycle, covering aspects such as quality, safety, intended 

use, information disclosure, and regulatory compliance. Particular attention is given 

to risks that may adversely affect users, customers, and other stakeholders. 

7.3 Management and Mitigation of Product and Service Impacts (FTSE Russell SCR01, 

OECD Guidelines for Consumer Protection):  

• The Company establishes measures to control and mitigate potential impacts 

arising from its products and services, including impacts on safety, quality, and 

environmental and social aspects. A preventive approach is emphasized, alongside 

continuous improvement of processes to minimize potential risks. 
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7.4 Management of Product Incidents and Non-Conformities (FTSE Russell SCR02) 

• In the event of product defects, incidents, or non-conformities related to products 

or services, the Company conducts prompt investigations, root cause analyses, 

and appropriate corrective actions in a timely and fair manner, with the objective 

of minimizing impacts and preventing recurrence. 

7.5 Customer Complaint Handling Mechanisms (FTSE Russell SCR04, ISO 10002 – 

Customer Complaints Handling) 

• The Company has established clear, transparent, and accessible mechanisms to 

receive customer complaints, feedback, and concerns related to products and 

services. Complaints are reviewed, responded to, and resolved in a fair and 

appropriate manner. 

7.6 Remedy and Customer Communication (FTSE Russell SCR03, UN Guidelines for 

Consumer Protection) 

• Where products or services cause adverse impacts or do not meet specified 

requirements, the Company provides appropriate remedies and communicates 

with customers in a responsible, transparent, and factual manner, with the aim of 

maintaining trust and long-term relationships. 

7.7 Monitoring and Continuous Improvement (FTSE Russell SCR05) 

• Information derived from risk management activities, incident handling, and 

customer complaints is analyzed and used to continuously improve product 

quality, manufacturing processes, and service delivery, thereby strengthening the 

Company’s long-term product and service responsibility 

 

8) Targets and Indicators 

8.1 Policy Level Objectives  

The Company establishes the following policy level objectives for product and service 

responsibility: 

• To continuously enhance the quality, safety, and reliability of products and services 

throughout their lifecycle. 

• To maintain and improve customer satisfaction on an ongoing basis, using customer 

satisfaction survey results as a foundation for improvement. 

• To manage customer complaints in a systematic, transparent, and timely manner in 

order to mitigate impacts and prevent recurrence. 

• To utilize customer related data as a key input for risk management and for 

strengthening product and service responsibility. 
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• To reinforce long term trust and confidence among customers and other 

stakeholders. 

8.2 Key Performance Indicators for Product and Service Responsibility (KPIs) 

Category Target KPIs Reference Standards 

/ Frameworks 

Customer 

Satisfaction 

Maintain and continuously 

improve customer satisfaction 

• Customer Satisfaction Score 

• Trend analysis over at least 

the past three years 

FTSE Russell SCR01 

ISO 9001 

Complaint 

Management 

Ensure effective and fair 

handling of customer 

complaints 

• Total number of complaints 

per year 

• Percentage of complaints 

resolved within the defined 

timeframe 

FTSE Russell SCR04 

ISO 10002 

Product and 

Service Quality 

Reduce recurring product 

and service non conformities 

• Number of recurring quality 

incidents 

• Trend in quality related 

complaints 

FTSE Russell SCR02 

Customer 

Responsiveness 

Improve timeliness and 

appropriateness of 

responses 

• Average response time to 

complaints 

• Average time to resolve 

issues 

FTSE Russell SCR03, 

SCR04 

Continuous 

Improvement 

Use customer insights to 

enhance products and 

services 

• Number of improvement 

actions derived from 

customer feedback 

• Integration of analysis 

results into operational 

processes 

FTSE Russell SCR05 

 

8.3 Use of Historical Data and Trend Based Target Setting: 

As the Company has maintained customer satisfaction and complaint data for more 

than three years, historical performance trends are used as the basis to: 

• Identify strengths and areas for improvement. 

• Set trend-based targets rather than fixed numerical targets. 

• Support stakeholder communication and ESG assessments. 

8.4 Monitoring and Reporting Approach 

• Key performance indicators related to product and service responsibility are 

monitored at least annually. 

• Performance results are reported to management and, where appropriate, 

integrated into the Company’s sustainability reporting. 



Version 1/2026 VNG-GOV-PSR-PL-01 

Product and Service Responsibility Policy 

Effective Date: 25 February 2026 

Page | 13  

 

• The information is used to support risk reviews, quality improvement initiatives, 

and the further development of policies and practices. 

8.5 Policy Summary 

The targets and performance indicators under this Product and Service Responsibility 

Policy serve as a key mechanism for linking the Voice of the Customer with risk 

management, quality management, and organizational sustainability, thereby 

affirming Vanachai’s accountability for the products and services delivered to the 

market. 

9)  Integration with Corporate Strategy  

The Product and Service Responsibility Policy is integrated as a core component 

of the Company’s corporate strategy. Product and service quality, safety, and reliability 

are regarded as fundamental drivers of competitiveness, business continuity, and long-

term customer trust. 

The Company defines responsibility for products and services as a direct 

organizational responsibility, fully embedded in core business operations. This 

responsibility spans the entire value chain, from product design, manufacturing, and 

quality control to customer service, complaint management, and continuous 

improvement. Key integration approaches include the following: 

• Linking product quality management and customer complaint handling with 

operational and business development decision-making, in order to mitigate risks 

related to reputation, customer confidence, and business continuity. 

• Utilizing customer satisfaction data and complaint trend analysis as inputs for risk 

management, process improvement, and the enhancement of product and service 

standards. 

• Integrating product and service responsibility into the Vanachai Sustainability 

Framework, thereby supporting sustainable growth alongside accountability to 

consumers and other stakeholders. 

• Applying fair, transparent, and timely communication and response to customers as 

a mechanism to build trust and maintain long-term relationships with customers and 

the market. 

 

10) Monitoring, Reporting, and Disclosure 

10.1 Disclosure and Transparency 

• The Company is committed to appropriate, transparent, and responsible disclosure 

of information related to product and service responsibility, without causing 

misunderstanding among consumers. Disclosure covers customer care practices, 
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complaint management processes, and the Company’s commitment to continuous 

improvement in product and service quality. 

• Information is disclosed through appropriate channels, such as the Company’s 

sustainability report, corporate website, and stakeholder communications, with 

due consideration given to accuracy, completeness, and compliance with 

consumer protection and responsible business communication requirements. 

10.2 Performance Reporting 

• Performance related to product and service responsibility is reported at an 

appropriate level to management and used to support performance evaluation, 

process improvement, and the development of preventive measures where 

material issues are identified. 

• During the initial implementation phase, such information is integrated into the 

Company’s sustainability report or other relevant corporate reports, with an 

emphasis on qualitative disclosure, key actions, and performance trends rather 

than complex quantitative metrics. 

10.3 Use of Information for Continuous Improvement 

• Data derived from monitoring activities, customer satisfaction results, and 

complaint management are used as inputs for continuous improvement of 

products, services, and related processes. This information supports risk 

management, quality enhancement, and the ongoing development of practices 

that strengthen the Company’s responsibility toward products and services over 

time. 

 

11) Review and Continuous Improvement 

11.1)  Policy and Implementation Review 

The Product and Service Responsibility Policy is reviewed at least every two years, 

or earlier if material changes occur, such as changes in laws, consumer protection 

standards, market practices, or customer expectations. The review considers the 

appropriateness of the policy scope, guiding principles, and alignment with the 

Company’s existing management systems. 

11.2) Learning from Performance Results and Customer Feedback 

The Company analyzes customer satisfaction levels, complaints, and feedback to 

identify trends, systemic root causes, and opportunities for improving product and 

service quality. Insights gained from this analysis are applied to enhance operational 

processes, quality control measures, and customer communication practices in an 

appropriate and timely manner. 
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11.3) Enhancement of Product and Service Risk Management 

Findings from policy reviews and customer data analysis are used to strengthen 

product and service risk management. The Company emphasizes preventive 

approaches to mitigate risks that may affect product safety, quality, customer trust, 

and the Company’s reputation over the long term. 

11.4) Alignment with Relevant Standards and Best Practices 

The Company monitors developments in relevant standards, guidelines, and best 

practices related to product and service responsibility at both national and 

international levels. Where appropriate, such developments are considered for 

integration into the Company’s policies and operational practices, taking into 

account business characteristics, risk exposure, and organizational context. 

11.5) Internal Communication and Implementation 

Any changes or updates to the Product and Service Responsibility Policy and 

related practices are communicated appropriately to relevant functions to ensure 

consistent understanding and effective implementation within the Company’s day-

to-day operations. 

 

12) Product and Service Responsibility Policy Revision History 

Version Date Policy Owner Approved by Key Changes / Comments 

1.0 25 

February 

2026 

Sustainability 

Committee / 

Quality and 

Sustainability 

Functions 

Board of 

Directors 

First issuance of the Product and 

Service Responsibility Policy 

(Document No. VNG-GOV-PSR-PL-

01), establishing the framework, 

principles, and implementation 

guidelines for the Company’s 

product and service 

responsibility. The policy is 

aligned with the FTSE Russell ESG 

Ratings under the Customer 

Responsibility (SCR Series) and 

relevant international standards 

and best practices. 

 

This policy is approved and issued for acknowledgement and implementation by all relevant 

parties. 


