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1         OBJECTIVE  

  

The purpose of this policy is to describe the objectives, scope, flow and guidelines for the receipt, investigation and solution 

of the Complaints received through the Complaint Channel provided by SUINCO.  

  

The purpose of SUINCO's Complaint Channel is to improve the methods to fight against legal, ethical and regulatory 

nonconformities, acting as means to allow employees, clients, suppliers and the public in general to submit complaints if they 

have suspicion or knowledge of any infractions, misconduct, inappropriate or illegal activities that violate SUINCO's Code of 

Ethics and Conduct, laws, internal policies, regulations or practices recommended by the Organization.  

   

This Policy applies to all of SUINCO's employees, including those that operate in the international market, regardless of their 

hierarchical position, such as interns, apprentices, employees, cooperative members, managers, executive and statutory 

directors, presidents, among others, extending to the head office, branches and all employees. Notwithstanding, this policy 

also applies to commercial partners, representatives, dispatchers, service providers, clients and the public in general.  

  

All SUINCO's professionals can be reported, including partners, president, directors and others, regardless of their hierarchical 

position, their commercial partners (contractors or subcontractors) public or private external agents that, in their relations with 

SUINCO, incur in the acts prohibited in the Code of Ethics and Conduct or in the legislation, or even any third party that 

commits the non-compliant act acting on behalf of SUINCO.  

  

The members of the Ethics Committee may themselves be reported for their conduct. In these cases, the Committee's 

Secretariat will assume the member's functions on an interim basis until the case is clarified and solved, and together they will 

appoint substitutes who will be responsible for the investigations, in an impartial manner.  

  

2          DEFINITIONS 

  

TOP ADMINISTRATION: Formed by the Administrative and Financial Board of Directos and by the General Board of 

Directors of Operations. The Management Councils and the Fiscal Council are also part of the top management (these last 

two groups are only activated in cases that directly involve or configure a direct conflict with the Boards of Directors and/or 

members of this Council).  

  
ANONYMITY: the act of keeping one's identity hidden from third parties. SUINCO guarantees the Complainant the right to 

remain anonymous. However, there are situations in which the person wishes to inform their name on the Complainant form. 
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Even under these conditions, SUINCO commits to keep the identity of the source confidential, as well as guarantees that the 

Complainant will not be subject to any kind of retaliation.  

  

COMPLAINT CHANNEL: is the means made available by SUINCO to its employees and interested third parties to receive 

complaints. The Complaint Channel will be aimed at any complaints of facts or conduct that potentially disrespect SUINCO's 

Code of Ethics and Conduct, the laws, ethics, SUINCO's Compliance policies and its other internal policies.   

  

ETHICS COMMITTEE: non-statutory body with deliberative powers, which has the objective of implementing the 

Cooperative's Compliance Program, monitoring compliance with SUINCO's Code of Ethics and Conduct, policies and other 

internal rules, as well as being responsible for managing the Complaint Channel, receiving, screening and processing the 

registered reports, and communicating the result of the report to the Complainant, after the decision of the Top Management.  

  

COMPLAINT: communication of practice or suspicion of practice of infraction to the principles and commitments of the 

Code of Ethics and Conduct, laws, internal policies, regulations or practices recommended by SUINCO. The Complaint 

Channel may be the object of complaints of acts of: (i) damage to the environment; (ii) health and safety; (iii) violations of 

labor rules or acts that imply fair dismissal; (iv) discrimination; (v) conflict of interest; (vi) gifts, presents or favors; (v) privacy 

and data protection; (vi) confidentiality; (vii) documents forgery; (viii) violations to free competition; (ix) illegal acts with 

public authorities; (x) theft, robbery, misappropriation; (xi) sabotage or destruction; (xii) bribery and corruption; (xiii) 

violation of competition; j. conducts of violence or harassment (moral, physical or sexual); (xiv) conducts that violate tax, 

financial or accounting rules; (xv) other violations of the Code of Ethics and Conduct.  

  

PROTOCOL NUMBER: the number received by the Complainant after entering the information on the website to follow up 

on their complaint. By means of the protocol number, the Complainant can access the Complaint Channel and send a new 

message regarding the same complaint, as well as follow the status of the complaint. This process ensures secure and 

anonymous communication between SUINCO and the Complainant.  

  

AUTOMATIC ANSWER: is the answer that the Complainant receives when making their report, informing the deadline for 

the conclusion of the investigation.   

  

CONCLUSIVE ANSWER: it is the answer that ends the investigation flow of the complaint. The conclusive answer will not 

necessarily meet the Complainant's expectations, but it has a definitive and final character, closing the action in that specific 

case, according to the evidence and proofs analyzed.  
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INTERMEDIARY ANSWER: is offered when it is impossible to close the investigation process of the complaint within the 

established deadline of 30 (thirty) days. It also serves the purpose of monitoring or requesting additional information needed 

by the Complainant.  

  

3            RESPONSIBILITIES  

  

Cooperative members, Directors, Managers, Coordinators, Supervisors, People in Charge and Leaders 

  

Support the investigation and treatment of all complaints, providing the appropriate tools to solve the problem 
presented.   

Guide, disseminate and practice the Complaint Channel Policy, adopting and disseminating the culture of non-
retaliation. 

Encourage the professionals under their management to use the channel to improve SUINCO's integrity.  

  

Ethics Committee 

  

To guide, disseminate and practice the Complaint Channel Policy, adopting and disseminating the culture of non-

retaliation. 

Maintain the confidentiality of the channel's information, except for the need to share information with people who 

should be aware of the situation and the facts, so that they can help the Committee in the investigative process, 

safeguarding - always - the anonymity of the Complainant and the guarantee of non-retaliation. 

Give adequate and timely treatment and feedback to the complaints received in each channel, acting in an impartial 

way. 

Observe the investigation deadlines of the reports made through the Complaint Channel, and report the investigation 

status to the Complainant in a timely manner.  

  

Perform the initial screening of the complaints.    

Conduct the investigative process.  

Report the doubts regarding risks and the application of corrective measures, among other issues of legal jurisdiction, 

to the Legal Department. 

Meet every two weeks to evaluate all the records made through the Complaint Channel.  

Elaborate the Report with the recommendations for the solution and conclusion of the complaints for the final decision 

of the Top Management.  

Hold extraordinary meetings when necessary, observing the seriousness of the complaints and/or reports. 
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Prepare a biannual report with the consolidation of complaints, showing the monthly performance data volume of 

each year, with the number of complaints registered, analyzed, investigated and solved, followed by a summary 

description of the procedure for ascertaining the facts, based on the classification of the complaints into large groups.  

  

Employees, Cooperative members, Business partners, Representatives, Dispatchers, Service providers, Customers 

and the general public  

  

Use the Channel in an ethical and objective manner.  

Do not use the Channel to make accusations in bad faith, falsified or raised for personal, trivial or spurious reasons. 

The motivation for the complaint should always be based on the Code of Ethics and Conduct, the laws, ethics, 

SUINCO's Compliance policies and its other internal Policies.  Report any information of misconduct, serious, ethical 

or illegal misconduct that contradicts SUINCO's responsibility as a cooperative and violates our values and mission.  

  

4            DESCRIPTION 

  

The main channel for receiving complaints is the website: http://denuncia.SUINCO.com.br/.  

  

In this link the Complainant can electronically register their complaint, maintaining anonymity and security. The registration 
is done through a form with the objective of obtaining as much information as possible. To facilitate the investigation and 
corroborate the report, in this form there is the possibility of attaching files (e.g: image, voice, film, texts, spreadsheets, etc.).  

  

In order for the complaints to be treated correctly, it is essential that the Complainant provides as much information and/or 
details as possible, allowing SUINCO to have sufficient bases to investigate and/or analyze the complaint correctly.  

  

The identification of the Complainant is not mandatory, therefore the tool used guarantees anonymity and total confidentiality 
during the registration process.  

  

By entering the information on the website, the Complainant will receive a protocol number to follow up on their report. 
Through the protocol number, the Complainant can access the Complaint Channel and send a new message regarding the 
same complaint, as well as follow the status of the complaint.   

  

This process ensures secure and anonymous communication between SUINCO and the Complainant.   

  

Once the complaint is received, the Ethics Committee will do the initial screening of the complaint and start conducting the 

investigative process, meeting every two weeks to evaluate all the complaints made through the Complaint Channel.   
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During the initial screening, the Committee will assess whether the report is in fact a complaint, or a mere discontent or even 

dissatisfaction with the product/quality, in which case it will forward the Complainant, using the protocol number, to the 

dedicated channel for the respective investigation.  

  

Also, during the screening process, the Ethics Committee members will verify if the complaint eventually refers to any of 

them, or if there is a potential or existing conflict of interest in relation to the reported facts and the Committee member. In 

these cases, the Committee Secretariat will assume the functions of the removed member on an interim basis and will be 

responsible for the investigations, in an impartial and unbiased manner, and the accused member with potential/actual conflict 

of interest must temporarily leave the Committee's activities until the investigation is concluded and the appropriate measures 

are applied. Such situations must be formalized in minutes.  

  

Also, during the screening process, the Committee will evaluate whether the information presented is sufficient to proceed 

with an investigation. The facts reported, the data and any documents brought, as well as the clarity of the information 

provided, will be analyzed.  

  

If there are not enough elements, the Committee will provide the Complainant with an intermediary answer, asking for more 

time or requesting complementary information, through the protocol number.  

  

If complementary information is requested, the Committee will give the Complainant a period of 30 (thirty) days. If there is 

no response from the Complainant within this period, the complaint will be concluded and a conclusive answer will be sent 

to the Complainant stating that the case was closed due to lack of evidence, making it clear to the Complainant that if they 

wish to provide further information, they can open a new record in the Complaint Channel.  

  

If there are sufficient elements, the Committee will take the complaint to an investigative procedure and after concluding the 

investigation, it will insert the case on the agenda of the biweekly meeting, when the Complaint's Conclusive Report will be 

discussed.  

  

The investigation must be formalized in an Internal Administrative Process, which will include all the documents, witness 

records, and the hearing of the accused, when this is the case.  

  

Depending on the degree of complexity of the facts involving the complaint, or even its sensitivity/nature, the Ethics 

Committee may define a team responsible for the investigation, in order to guarantee the involvement of the necessary 

people/areas and avoid conflicts of interest, including the Legal Department, or even an external company or office specialized  
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as responsible for the investigation. In case there are leaks, the anonymity of the Complainant and the guarantee of non-

retaliation will always be preserved. 

 

If the investigation confirms that there was a breach of the rules established in the Code of Ethics and Conduct, in the laws, 

in ethics, in SUINCO's Compliance policies and in its other internal Policies, the Committee will recommend to the Top 

Management what corrective action is applicable, observing proportionality, by means of a Report with recommendations for 

the conclusion and solution of the complaints, as well as measures to correct and avoid the occurrence of new cases.  

  

The Report will contain at least  

  

Summary. 

A summary of the complaint. 

List of those involved, if any. 

History of the investigation (document analysis, interviews, hearings, inspections, monitoring, among others; Conclusion (i) 

justified, (ii) not justified, (iii) inconclusive, by pointing out the grounds for the decision, based on the applicable (internal or 

external) rules; Recommendations.  

  

The Ethics Committee will present a final report to the Top Management, who will analyze and decide which measures will 

be applied, in accordance with the consequence management procedure set forth in this Policy.  

  

Every six months the results of the complaints, investigations, and solution of complaints will be disclosed to the Top 

Management.  

  

In case of serious situations evidenced at the moment of screening, the Committee will hold extraordinary meetings, as well 

as provide the urgent report to the Top Management for a timely decision.  

  

Below is a summary of the investigation deadlines and the flow of the complaint:  

 

WHAT   WHO HOW  DEADLINE 

Complaint   Complainant   Through the available complaint channels   At any time 

Screening Ethics Committee  Preliminary analysis of the complaint, facts and 
informed/annexed documents 

15 (fifteen) working days 
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Intermediary or 
Conclusive Answer 
(case that sets up a 
complaint) 

Ethics Committee Report to the Complainant, using the protocol 

number, according to the following scenarios:  

1. Forwarding to another channel in case of mere 

discontent or dissatisfaction of product/quality.  

2. Request for more time  

3. Request for additional information  

4. Closure of the investigation if the 

Complainant, after having requested 

complementary information, does not offer it 

within 30 days.  

 

Scenario 1: Same deadline 

as for screening  

Scenario 2. Same deadline 

as for screening  

Scenario 3. Same deadline 

as for screening  

Scenario 4. Same deadline 
as for screening, after 
request for further 
information 

Investigation 
instruction  

 Ethics Committee Through document analysis and witness statements 
to elucidate the fact pointed out 

 15 (fifteen) working days 

Drafting of a 
Conclusive 
Report 

  Ethics Committee Issuing and sending the conclusive report of the 
investigation to the shareholders/board of directors 
with the suggestion of possible penalties and 
whether or not they will be disclosed 

30 (thirty) working days 

Deliberation at 
the biweekly 
meeting 

   

 Ethics Committee 

Discussion and approval of the Conclusive 
Report 

At the meeting 

Decision Top Management  Analysis of the Ethics Committee report and 
adoption or not of the suggested measures. 

5 (five) working days after 
receiving the report 

Report to the 
Complainant 

Ethics Committee Sending the Conclusive Response to the 
Complainant, by means of the protocol number 

After decision of the Top 
Management 

  

In any case, the complaints will be documented and filed in a secure and confidential environment, with guaranteed virtual 

and/or physical access only to authorized persons.   

  

In cases in which there is a follow-up of the investigative process, the documents (such as registration, receipt, investigation 

and solution of the complaint) will be kept in the original file, in a secure and confidential environment, with guaranteed 

virtual and/or physical access only to authorized persons, for five (5) years.  
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Eventual documentation related to complaints that involve financial issues will also be registered in the Financial Sector, for 

eventual registrations in balance sheets and financial investigations; and, after the case is concluded, it will be forwarded to 

the person responsible for filing with the other complaints.  

  

Access to the records and to any material related to the investigations can only be given to the Ethics Committee or to people 

who need to know the information, as long as authorized by the Ethics Committee.  

  

5         MONITORING 

  

SUINCO's Complaint Channel is a tool for monitoring integrity and ethics in the organization.  

Every six months, the Ethics Committee will prepare a report with the consolidation of the complaints, demonstrating the 
volume of monthly performance data for each year, with the number of complaints registered, analyzed, investigated and 
solved, followed by a summary description of the procedure for ascertaining the facts, based on the classification of the 
complaints into large groups.  

The recurring themes in the Channel will be treated with mitigating actions, awareness training, and the adoption of 
corrective measures.  

In case of low adhesion to the Complaint Channel (low volume, high volume of mere disagreements or "complaints" about 
products/quality (which should be reported to other channels), new actions will be carried out to advertise the Channel and 
training on the difference in the means of communication. New ways and means of making the Channel available may also 
be evaluated.  

  

6            TRAININGS  

  

The training sessions for disclosing and understanding the Complaint Channel will be part of SUINCO's annual training plan. 
The periodicity will be defined according to the need or after substantial changes in SUINCO's Compliance policies.  

  

The definition of the themes, such as anonymity, reportable cases, means of communication, extent and application of the 
denunciations, will be made according to the evaluations of the channel at the monitoring level.  

  

The trainings will be adapted according to the target audience present at the sessions.   

  

7            CONSEQUENCE MANAGEMENT  

  

The forecast and categorization of the applicable disciplinary measures, as well as the procedure for applying them, including 

the definition of those responsible, will follow the provisions of SUINCO's Code of Ethics and Conduct.  
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SUINCO bases its decisions and actions on the guarantee of ethics, integrity, transparency and professionalism when it comes 

to managing the consequences of the acts of its employees, regardless of their hierarchical position, as well as its cooperative 

members, commercial partners, representatives, dispatchers and service providers in general.   

  

The measures of consequence are always applied after detailed ascertainment and collegiate conclusion that the accused acted 

against the Code of Ethics and Conduct, the laws, ethics, or any norms established by SUINCO.  

  

In applying the measures of consequence, the following will be taken into account: (i) the extent of the damage caused; (ii) 

any monetary gain obtained by the accused; (iii) recurrence of the action that is the object of the complaint; (iv) the 

nature/sensitivity of the report/action that is the object of the complaint.   

  

In general, disciplinary measures can be as follows:   

 

Verbal warning - the employee is verbally warned by their superior in a private and respectful manner, without any 

exposure or embarrassment. During the warning, the superior must make it clear that it is a verbal warning and the 

reasons that led to its application. This action must be formalized to the PD.  

Written warning - the employee is warned in writing by their superior in a private and respectful manner, without any 

exposure or embarrassment. During the warning, the employee will sign the warning form, which will contain, in a 

clear and objective manner, the reasons that led to its application. The signed document must be delivered to the PD.  

Suspension - the employee is removed from their activities for a determined period, which can be of 1 or up to 3 days. 

The employee must be communicated privately, respectfully, and without any exposure or embarrassment. The 

accused person will sign a specific document, which will clearly and objectively state the reasons that led to its 

application. The signed document must be delivered to the PD.  

Unfair dismissal- the employee is dismissed by the employer, privately, respectfully, and without any exposure or 

embarrassment, with the payment of all their rights. This case should be applied when there are not enough serious 

elements to justify a fair dismissal.  

Fair dismissal - the employee is dismissed by the employer in a private and respectful manner, without any exposure 

or embarrassment, by means of a dismissal letter, containing the legal provision that justifies the dismissal, according 

to the labor law in effect.   

Other measures - the employee is summoned by their superior in a private, respectful manner and without any 

exposure or embarrassment, to participate in training, retraining, feedback before the application of the consequence 

measure.  

  

The consequence measures applicable to cooperative members, business partners, representatives, forwarding agents and 

service providers in general, are expressly stated in the Supplier Management Policy.    
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The Ethics Committee is only responsible for recommending the measure of consequence, in a justified way, through the 
Complaint’s Conclusive Report, and it is up to the Top Management to decide about the application of the measures. In any 
case, the decision can count on the technical assistance of the Legal Department or even the PD either to consult, evaluate 
risks, or register the measures. 

 

 

8       REVIEW  

 

 

The review of this Policy, as well as of the means of the Complaint Channel itself, will occur annually, in the month of May, 

and changes may be made in shorter periods if, during the monitoring process, the need is perceived to change flows, 

competencies, deadlines, available channels, or even the consequence management, among other topics. Full or punctual 

reviews may be requested by any of the committee's members (in this case, including the secretariat) at its extraordinary 

meetings, requiring the presentation of the justification for the review, which will then be immediately submitted to the 

members for approval.  
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