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MEXAHN3DBM 3A MNOAYHABAHE U PASITAEXXAAHE HA YXAABU U
ONAAKBAHUA

l. BbBegeHue

B Kap6boHceld AA ce aHezaxkupamMe c HalU-Bucokume cmaHgapmu 3a npo3padHocm,
omuemHocm u nodmeHocm BvB Bcuuku acnekmu Ha Hawama paboma. Hue ocb3lHaBame, ue
3auHmepecoBaHume cmpaHu — BkalouumeaHo depMepu, napmHbopu, KynyBauu Ha
Bva2AaepogHU kpegumu u npegcmaBumeau Ha obulecmBeHocmma — noHakoza Mo2am ga
uMam npumecHeHud, onAakBaHug UAu npegaoXkeHuUd, cBbp3aHuU C Hawama gelHocm.

To3u MexaHu3bM 3a onAakBaHuga u »kanbu npegocmaBa oduuuaneH kaHaa 3a noBguzaHe Ha
Bvnpocu, koumo ga 6bgam pa3zanegaHu cBoeBpemeHHO, cnpaBegauBo u koHbugeHUUaAHo.
Xanbume Mo2am ga ce omHacam go ekoAo2UYHU, COUUAAHU, EmMUYHU UAU onepamuBHu
acnekmu Ha Hawama gelUHocm.

LleAma e ga ce 2apaHmupa 3auuma Ha Bcuuku cmpaHu, cnpaBegauBocm B pazaaexkgaHemo
Ha CcU2HaAume U MuHUMU3upaHe Ha puckoBeme 3a npoekmume u gpykecmBomo.
MexaHu3Mbm e Yacm om cmpameauama Ha Kap6oHceld AA 3a ycmoUuuBo ynpaBaeHue Ha
npoekmu u u3zeparkgaHe Ha goBepue cpeg NnapmHbopu U obulecmBomo.

Il. Kot mo)ke ga nogage »kan6a?
Xanba moxke ga 6bge nogageHa om:

1. BbmpewHu yYyacmHuuu — cAyykumeau, koumo cMamam, ye ca BUAU 3ace2Hamu om
npouecume UAU peuweHusma Ha KapboHceld AA.

2. BbHWHU 3auHmMepecoBaHU cmpaHuU - AUU3, OBULHOCMU, Op2aHU3aUUU UAU
napmMHbopu, koumo ca 3acezHamu om gelHocmma Ha KapboHceld AA UAU uMam
NpuMecHeHUa OMHOCHO CcbomBemcmBuemo, okoAHama cpega, couuaAHUMe UAU
emuyHumMme npakmuku Ha gpyrkecmBomo.

3. Apyau Auua - koumo >kenagdm ga cuz2HaAulupam 3a HecbomBemcmBue,
HenpaBoMepHU npakmuku uAu gpyau Bbnpocu, cBvp3aHu C noymeHocmMmMa u
npo3padyHocmMma Ha gedHocmma Ha Kap6oHceld AA.

To3u nogxog 2apaHMupa, Ye Bcuuku 3auHmMepecoBaHu cMpaHuU uMam paBeH gocmbn go
MexaHu3Ma 3a nogaBaHe Ha »kanbu u onaakBaHus.

I1l. KakB8u Bbnpocu Mo2am ga ce cvobuw,aBam?

NogameAume Mo2am ga cu2HaAu3upam 3a BcakakBu Bvnpocu, cBbp3aHu ¢ gelHOCMMa Ha
Kap6oHceld AA, BkalouumenaHo, HO He caMo:

1. TMpumecHeHUs OMHOCHO U3NbAHEHUEMO Ha Npoekmu — eKoAO2UYHU UAU COUUaAHU
Bo3gelcmBusg, koumo Mo2am ga 3ace2Ham OBUHOCMU, NAPMHLOPU UAU gpyau
3auHmMepecoBaHu cMpaHu.

2. Bvnpocu, cBvp3aHu cbc 3eMeBAaageHUe UAU ydYacmue Ha depMepume — Hanpumep
HapywaBaHe Ha npaBa, npo3payHOCM Ha Npouecume UAU cCba2Aacue Ha
ydacmHuuume.
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3. TpumecHeHUa OMHOCHO MOYHOCMMa Ha gaHHU, MOHUMOpPUH2 UAU gokaagBaHe —
BkalouumenHo Memogonozuu, uzMepBaHua u npegcmaBdaHe Ha uHPopMauuda 3a
BvaAepogHU kpegumu.

4, HekopekmHo noBegeHue uau koHdAUKM Ha uHMepecu — BkalowumeAHO emuyHU
HapyuleHud, 3A0ynompeba ¢ No3UlUU UAU HenpaBoMepHU npakmuku.

5. CuzaHanau 3a kopynuus.

6. Apyau Bvnpocu, cBbp3aHU ¢ nodumeHocmMmMa Ha gelHocmma Ha Kap6oHceld AA -
BcakakBu cumyauuu, koumo nogaazam Ha puck npo3pavHocmMmma, emuyHoCcMmMa UAU
cobomBemcmBuemo ¢ BbmpewHUMEe U HopMamuBHU cMmaHgapmu.

IV. KaHaAu 3a nogaBaHe Ha Ykan6u
1. WUmMeluA: grievances@carbonsafe.bg
2. MNowa: Carbonsafe JSC, 6yA. ,Llapuzpagcko woce" 53, 4000, NroBguB
3. AuuyHoO: No npegBapumenHa y2oBopka B oduca Ha KapboHceld AA

Bcuuku noaydeHu >kanbu ce peaucmpupam B8 BbmpeweH peaucmbp Ha kanbume u
onAakBaHusma, kamo ce nocouBam: gama Ha noAy4yaBaHe, nogamen, npegMem Ha kanbama,
Ha3HayeH omzaoBopHuk 3a pa3anerkgaHe.

Ta3u npouegypa 2apaHmMupa npocaeguMocm, omuyemHocm u edbekmuBHo ynpaBaeHue Ha
Bcuuku cuaHaAu.

V. Heo6xogumo cbgbvprkaHue Ha Ykan6bama

3a ga MoyXke cuzHaanbm ga 6bge pa3zanegaH edpekmuBHo u B cpok, »kanbama caegBa ga
Cogoprka:

1.  AaHHU 3a nhogameaAs — UMe, op2aHu3auua (ako e npuaoykumo), agpec, menedoH UAU
uMelA 3a koHmakm. Mpu aHOHUMHU YkaA6bu Ma3u uHdopMauua He e 3agbAkumenHa.

2. OnucaHue Ha npo6aeMa — dcHO U koHkpemHo u3AnoXkeHUe Ha o6cmoamencmBama,
gelcmBusgma uau npakmukume, koumo nopakgam NnpumecHeHue.

3. Aama u Macmo - nocouBaHe Ha BpemMemo u Macmomo, kbgemo e Bb3HUKHaA
npobAeMbm.

4. 3ace2Hamu cmpaHu — ako e NnpuAoykuMo, UHdOopMaUus 3a gpyau AuUa, op2aHu3auuu
UAU obuiHoCcMu, koumo ca 3aceaHamul.

5. AokazameacmBa uaAu nogkpenswu MamepuaAu - gokymMeHmMu, CHuUMKu,
kopecnoHgeHUUs UAU gpyau Mamepuaau, koumo nognomazam oueHkama Ha
kanbama.

6. OuakBaHua uau npegao)keHue 3a peweHUe — No YkeaaHue, nogamenam Moyke ga
nocouyu kakBo cnopeg Hezo 6u 6uno cnpaBegAuBo UAU HeobxogumMo gelcmBue 3a
pa3peudaBaHe Ha npobaemMa.

VL. Mpouegypa 3a pa3aaerkgaHe Ha YkaAn6u
anbume ce pazzaaexkgam ype3 caAegHUMe cmbnku:
1. MomBuovplkgeHue 3a noAyyaBaHe

Nogameaam noAy4daBa nucMeHo nomBuobprkgeHue 3a NoAydaBaHe Ha Ykanbama B8 pamkume Ha
5 pabomHu gHu.
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NomBoprkgeHuemo cobgoprka UuHPoOpMauud 3a Ha3zHadeH omezoBopHuk u ouyakBaHume
cpokoBe 3a pa3aneXkgaHe.

2. MpoBepka Ha gonycmumMocmma

FOpuguueckuam omgen u PvkoBogHuam ekun oueHaBam gaau »kanbama nonaga B o6xBama
Ha MexaHu3Ma.

Mpu HegonycMuMu »kanbu nogamenam ce yBegomaBa nucMeHo ¢ MOmMUBU 3a omxBbpaaHe
U BoamoykHocmu 3a kopekuusg uau noBmopHoO nogaBaHe.

3. HazHauaBaHe Ha omzo8opHuk

Onpegenda ce Auue UAu ekun, kodmo wie aHaAu3upa kanbama u uwe koopguHupa Nnpoueca Ha
pa3zaneXkgaHe.

OmezoBopHukom 2zapaHmMupa, 4ye Bcuduku gelcmBua ca NpocAeguMu, NpPO3pPadYHU U
gokyMeHmMupaHu.

4. AHaAuU3 U cvbupaHe Ha uHdpopmMauud
CovbupaHe Ha gokazameacmBa, gokyMeHMuU U UHPopMauudg om Bcuuku 3aceaHamu cMpaHu.

NMpoBerkgaHe Ha uHMepBloma, koHcyAmauuu UuAu BobmpeuwHu npoBepku, nNpu
HeobxoguMocm ekcnepmHuU oueHKu.

NoggvpykaHe Ha gemauaHa gokyMeHmauusa Ha ueAuda npouec, BkalouumeaHo cpeudy,
kopecnoHgeHuUua U gokazameacmBa.

5. NpegnoXkeHue 3a peweHue

OmezaoBopHukbm u3z20mBga npenopvku 3a pa3zpewaBaHe Ha »kanbama, BkalouumenaHo
kopekmuBHu Mepku u cpokoBe 3a uznbAHEHUE.

Mpenopbvkume ce npegcmaBam Ha pvkoBogcmBomo 3a ogobpeHue.

Mpu 3HauuMu cnopoBe uau koHdAUKMU ¢ MHOYkecmBo 3auHMepecoBaHu cmpaHu MoXke ga
ce npoBege Meguauus UAU gONbAHUMEAHU KOHCyAmMauuu npegu okoH4YyameAHoMo
peuleHue.

6. YBegomsiBaHe Ha nogameas

NMogameaam noAydaBa nucMeHo yBegoMaeHUue ¢ MOMUBUPAHO peweHue, npegnpuemume
Mepku u cpokoBeme 3a MAXHOMO U3lNbAHEHUE.

Kozamo e ymecmHo, yBegomaeHuemo BkalouBa uHdopmauusa 3a BbaMoykHoCcMuU 3a aneAauyus
UAU NoBmopHo pa3anexkgaHe.

7. MpocaegaBaHe U MOHUMOPUH2

M3nbAHEHUEMO Ha peuleHuama ce HabalogaBa om omzoBopHuka u cbomBemHume
omgeAu, 3a ga ce 2apaHmupa epekmuBHocm u cna3BaHe Ha cpokoBe.

PegoBHuU BompewHU gokaagu ce npegocmaBam Ha pvkoBogcmBomo 3a npocaegaBaHe Ha
meHgeHuUuume u epekmuBHocmma Ha npoueca.

Bcaka »kanba ce apxuBupa B peaucmbvbpa 3a H6bgewlu aHaAu3lu U HenpekbcHamo
yCcbBbpuwieHcmBaHe Ha npouegypume.

KAPBOHCEN® A/]
Ten+359 899 491 111; E-mail: office@carbonsafe.bg



mailto:office@carbonsafe.bg

Carb&nsafe 4/8

CpokoBe 3a pa3anerkgaHe:
MopBoHauaneH aHaAu3: go 5 pabomHu gHU
MoAHO pa3zane)kgaHe u peweHue: go 30 pabomHu gHU

Mpu croXkHU caydvau cpokbm Moxke ga 6bge ygbaykeH ¢ nucMeHo yBegoMaeHUe go nogamend.

VIl. KoHdugeHuyuaAHOCM U 3aujuma
1. KoHdugeHuuanHOoCcm Ha kanbume
Bcuuku »kanbu u onaakBaHuga ce mpemupam cmpoz20o koHbugeHUUaAHO.

Aocmbn go uHPopMayusgsmMa uMam caMo YNbAHOMOWIEHU AUUQ, HAa3HAYeHU 3a pa32AeXkgaHe
U npocaegaBaHe Ha Xkanbama.

2. 3awuma Ha ugeHMu4YHoCMmmMma Ha hogameas
MgeHmMuuyHoCMmMmMa Ha nogameadq ce na3u, ocBeH ako 3akoHbm He u3uckBa pazkpuBaHe.

Bcaka uHdopMauusa 3a nogamens ce CoxpaHaBa omgeAHo U ce u3noA3Ba camMo 3a ueaume Ha
pa3zaneykgaHemo Ha »kanbama.

3. 3awuma om penpecuu

Auuama, nogaBawu >kanbu gobpocvBecmHo, ca 3aulumeHu om BcakakBu dopmu Ha
penpecuu, guckpuMuHauuga UAU HebAazonpusMHU nocaegcmMBus.

NMogameaam Moyke ga nogage Cu2HaA 3a onum 3a penpecus UAu Hamuck, kolmo we 6vge
pa3a2AaegaH kamo omgeaeH Bvnpoc.

4. AHOHUMHU Ykan6u

AHOHUMHUMeE »kanbu ce npueMam u pa3zaaekgam, Bvbnpeku ye npegocmaBaHemo Ha
koHmMakmHa uHdopmMauusa no3BoaaBa Nno-6vp3a U epekmuBHa peakuus.

5. CucypHOCm Ha gaHHuUmMe

Bcuuku 3anucu u gokyMmeHmu, cBbp3aHu ¢ Xkanbu, ce coxpaHaBam B 3awumeHu 6a3u gaHHU,
C 02paHuUYeH gocmbn.

6. AokymMeHmauus u omuyemHocm

Bcaka »kanba u npegnpuemume Mepku ce gokyMeHMuUpam NogpobHo, 3a ga ce 2apaHmupa
Nnpo3padyHocM U omyemHocm npeg pbvkoBogcmBomo.

PeayAndpHU BompewHU ogumu npoBepaBam cna3BaHemo Ha npouegypume 3a
koHdugeHuUuaAHOCM U 3auuma Ha hogameAume.
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GRIEVANCE AND COMPLAINTS MECHANISM

I. Introduction

At Carbonsafe JSC, we are committed to the highest standards of transparency, accountability,
and integrity in all aspects of our work. We recognize that stakeholders — including farmers,
partners, carbon credit buyers, and members of the public — may sometimes have concerns,
complaints, or suggestions related to our activities.

This Grievance and Complaints Mechanism provides an official channel for raising issues to be
addressed promptly, fairly, and confidentially. Complaints may relate to environmental, social,
ethical, or operational aspects of our work.

The purpose is to ensure the protection of all parties, fairness in addressing reports, and
minimization of risks to projects and the company. The mechanism is part of Carbonsafe JSC's
strategy for sustainable project management and building trust among partners and the
public.

Il. Who Can File a Complaint?
A complaint may be submitted by:

1. Internal participants - employees who believe they have been affected by Carbonsafe
JSC's processes or decisions.

2. External stakeholders - individuals, communities, organizations, or partners affected
by Carbonsafe JSC's activities or who have concerns regarding compliance,
environmental, social, or ethical practices of the company.

3. Other individuals - anyone wishing to report non-compliance, misconduct, or other
matters related to the integrity and transparency of Carbonsafe JSC's activities.

This approach ensures that all stakeholders have equal access to the grievance and complaints
mechanism.

Ill. What Issues Can Be Reported?

Complainants may raise any concerns related to Carbonsafe JSC's activities, including but not
limited to:

1. Concerns about project implementation - environmental or social impacts that may
affect coommunities, partners, or other stakeholders.

2. Land tenure or farmer participation issues - such as violations of rights, process
transparency, or informed consent of participants.

3. Concerns regarding data accuracy, monitoring, or reporting - including
methodologies, measurements, and the presentation of information on carbon credits.

4. Misconduct or conflicts of interest - including ethical violations, abuse of position, or
improper practices.

5. Corruption signals.
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6. Other integrity-related matters - any situations that could jeopardize transparency,
ethics, or compliance with internal or regulatory standards.

IV. Channels for Submitting Complaints
1.  Email: grievances@carbonsafe.bg
2. Mail: Carbonsafe JSC, Tsarigradsko Shose Blvd. 53, 4000, Plovdiv, Bulgaria
3. In person: By prior appointment at Carbonsafe’s office

All complaints received are recorded in the Internal Grievance Register, noting date of receipt,
complainant, subject of the complaint, and the designated responsible officer.

This procedure ensures traceability, accountability, and effective management of all reports.
V. Required Content of a Complaint
To ensure efficient and timely processing, a complaint should include:

1. Complainant’s details - name, organization (if applicable), address, telephone, or email.
For anonymous complaints, this information is not mandatory.

2. Problem description - a clear and specific account of the circumstances, actions, or
practices causing concern.

3. Date and place - when and where the issue occurred.

4. Affected parties - if applicable, details of other individuals, organizations, or
communities impacted.

5. Evidence or supporting materials - documents, photos, correspondence, or other
materials supporting the complaint.

6. Expected outcome or suggested solution - optionally, the complainant may propose
what they consider fair or necessary for resolving the issue.

VI. Complaint Handling Procedure
Complaints are addressed through the following steps:

1. Acknowledgment of receipt

The complainant receives written confirmation of receipt within 5 business days.
The acknowledgment includes information on the designated officer and expected
review timelines.

2. Admissibility check

The Legal Department and Management Team assess whether the complaint falls
within the mechanism’s scope. If inadmissible, the complainant is notified in writing
with reasons for rejection and options for correction or resubmission.

3. Appointment of responsible officer

A person or team is assighed to analyze the complaint and coordinate the review
process.
The officer ensures all actions are traceable, transparent, and documented.
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Analysis and information gathering

Collection of evidence, documents, and information from all affected parties.
Conducting interviews, consultations, or internal checks; expert assessments if
necessary.

Maintaining detailed documentation of the entire process, including meetings,
correspondence, and evidence.

Proposed resolution

The officer prepares recommendations for resolving the complaint, including corrective
measures and implementation deadlines. Recommendations are submitted to
management for approval. For significant disputes or conflicts involving multiple
stakeholders, mediation or additional consultations may be undertaken before the final
decision.

Notification of complainant

The complainant receives a written decision with reasons, actions taken, and deadlines
for implementation. Where appropriate, the notification includes information on appeal
or reconsideration options.

Follow-up and monitoring

Implementation of resolutions is monitored by the officer and relevant departments to
ensure effectiveness and adherence to deadlines. Regular internal reports are provided
to management to track trends and process efficiency. Each complaint is archived in
the register for future analysis and continuous improvement of procedures.

Timelines for review:

Initial analysis: within 5 business days
Full review and resolution: within 30 business days

For complex cases, the timeline may be extended with written notice to the
complainant.

VIl Confidentiality and Protection

1.

Confidentiality of complaints

All complaints are treated strictly confidentially. Access to information is restricted to
authorized persons assigned to handle and monitor the complaint.

Protection of complainant’s identity

The complainant's identity is protected unless disclosure is required by law.
Any personal information is stored separately and used only for complaint handling
purposes.

Protection from retaliation

Individuals submitting complaints in good faith are protected from any form of
retaliation, discrimination, or adverse consequences. A separate complaint may be filed
regarding attempts at retaliation or pressure, which will be addressed independently.
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4. Anonymous complaints

Anonymous complaints are accepted and reviewed, although providing contact details
allows for faster and more effective responses.

5. Data security

All records and documents related to complaints are stored in secure databases with
restricted access.

6. Documentation and accountability

Every complaint and action taken is documented in detail to ensure transparency and
accountability to management. Regular internal audits verify compliance with
confidentiality and complainant protection procedures.
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