Trust 201: ‘TRUSTED MARK' Certification Scheme Application Process

»

/ // Application Form:
"= TRUSTED MARK Certification scheme

Applicable to applicants seeking the 'TRUSTED RESTAURANT' Certification Mark

Please tick mark formats that O Takeaway ODine-in
you operate in: O Ice Cream Parlour O Cloud Kitchen-Delivery Kitchen
0O QSR O Casual Dining O Drive-in O Other. Please specify:

OFine Dining O Café/ Juice Bar | O Kiosk

Important Notes
1. Certification may be sought for:

® an entire restaurant brand/network;
® a specific restaurant format; or
¢ one or more identified restaurant outlets/locations.
Where certification is granted to a franchisee/licensee/operator, it shall apply only to the restaurant
outlets/locations covered within the approved certification scope and shall not extend to the parent
brand, other franchisees/licensees/operators or other locations.
Only restaurant outlets/locations that have been operational for at least six (6) months on the date of
audit shall be eligible for certification.
The certification process will normally be completed within three to four months after submission of all
required audit documents and information, subject to timely completion of applicable corrective actions
and fulfilment of the certification requirements prescribed under the applicable Trust Standard.
Certification shall remain valid for three years, subject to successful surveillance audits and continued
conformity with the applicable Trust Standard.
Fees are exclusive of applicable taxes and statutory levies.
Applicants should read the Application Terms and Conditions carefully before signing the Declaration.

Particulars of your business

Name of Business / Company / Firm / Outlet:

Address (mailing):

Tel:
Website: Email:
CIN/ Establishment Reg. no.: Date of Registration:

Restaurant brand / format applying for Certification:

Consultant (if engaged) for 'TRUSTED MARK'’ Certification

Consultancy Firm: Contact Person:
Mobile: Email:

Contact Particulars

Name of Organisation Head: Dr/Mr/Ms Designation of Organisation Head:
Contact Person for the purpose of certification: Designation

Name: Dr/Mr./Ms.

Mobile: Email:

Page 1



Size of applicant brand / format’s Business - All Outlets

O Restaurant Annual Revenue less than | O Restaurant Annual Revenue - 0O Restaurant Annual Revenue over Rs. 100
Rs. 10 crore Rs. 10 to 100 cr cr

Size of applicant brand / format’s Business - Only for Applied Outlets

O Restaurant Annual Revenue less than O Restaurant Annual Revenue - Rs. | O Restaurant Annual Revenue over Rs.
Rs. 10 crore 10to 100 cr 100 cr

If Business is a subsidiary of a Holding Company

Name of Holding Company:
Address:
Mobile/Tel | Email:

Digital Ordering & Customer Interface Details

Website Mobile App (Yes/No)
Own Online Ordering Facility (Yes/No) Third-Party Food Delivery Platform(s), if applicable
Hosting Service Provider Country where primary server/data is hosted

Particulars of Restaurant Outlets - All Operational Outlets

Total number of outlets in operation = Total operational area of restaurant outlets =
Total Number of staff: In Restaurant Outlets = Total Number of staff: In HO/ support =
Number of Cities Present in = Number of States Present in =

Particulars of outlets - Applied For

Total number of outlets applied for: Average operational area per restaurant outlet =

Average Number of staff: In Restaurant Outlets (applied for) Total Number of staff: In HO/ support =

Number of Cities Present in (only for outlets applied for) = Number of States Present in (only for outlets applied for)

Following information should be sent in excel sheet for each outlet restaurant applied for*

Qutlet 1 Opening Date: Qutlet address

Restaurant Outlet Manager's name: Mobile:

Operational Area of Restaurant Outlet (sq. ft.) = Seating Capacity, where applicable =
Number of staff:

*Only those restaurant outlets/ locations which are operational for a minimum period of six months as on audit
day will be considered for audit/ mystery audit so kindly mention outlet opening date
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Signed Declaration

I/ We hereby declare and confirm that:

e Allinformation, declarations, documents and particulars provided in this Application are complete, accurate and
truthful to the best of my/our knowledge.

e | /We have read, understood and agree to be bound by the Application Terms & Conditions and the
applicable requirements of the IRF TRUSTED MARK Certification Scheme.

e The declarations relating to applicable laws, statutory and regulatory requirements, including those submitted
under Annexure A, are accurate and may be verified at any stage of the application, audit or certification cycle.
Any material misrepresentation, omission or discrepancy may result in rejection of the Application or appropriate
action regarding certification in accordance with the Scheme requirements.

e The Applicant, or any of its Directors / Partners / Owners, has previously been rejected, suspended or
removed from any certification scheme, including but not limited to the IRF TRUSTED MARK Certification
Scheme:

ONo O Yes - If Yes, please provide details below or attach a separate sheet:

e The Applicant, or any of its Directors / Partners / Owners, has been convicted of any criminal offence or
found to have committed any serious regulatory violation relevant to its business:
ONo O Yes - If Yes, please provide details below or attach a separate sheet:

e The Applicant is committed to serving customers and continually improving its systems, processes, products and
services. For certification under the 'TRUSTED RESTAURANT"' Certification Mark, the Applicant undertakes to
comply with the applicable IRF TRUSTED MARK Certification Standard and Scheme requirements.

e The Applicant authorises the IRF Trusted Mark Secretariat, its authorised representatives, Certification Bodies and
Mystery Audit agencies engaged under the Scheme to capture photographs, video and audio recordings, where
required, solely for certification, surveillance, investigation and Mystery Audit purposes and in accordance with
applicable Scheme requirements. The Applicant further indemnifies the Scheme Owner, Certification Bodies and
authorised audit agencies against claims arising solely from such activities undertaken in accordance with the
Scheme.

Authorised Signature: CEO / Director / CFO/Owner Business Stamp:

Name: Designation:

Date:

Documents to accompany the Application

e Completed Application Form e Copy of Certificate of e Latest Business Profile (not
e Application Fee Incorporation / Registration older than three months)

e  GST Registration e Brand logo (soft copy)

e PAN
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Fee Structure - Per Restaurant Brand/ Format -

Fee

(Applicable GST Extra)

Restaurant Restaurant Restaurant
Annual Revenue Annual Revenue Annual Revenue
< Rs. 10 Crore Rs. 10 - Rs. 100 > Rs. 100 crore
Crore

Registration Fee

Rs. 5,000 Rs. 7,500 Rs. 10,000

Mystery audit Fee

As per visit/ man day calculations

CB Audit, Yearly Surveillance and Surprise

As defined in = Trust 202 - Trusted Scheme Audit Manday

Certification Mark consumer & trade
campaign

Audit Fee Estimation Guideline
Full Term Management Fee Rs. 50,000 Rs. 75,000 Rs. 1,00,000
Yearly TRUSTED MARK' mark usage fee:
Logo incorporation in TRUSTED MARK Rs. 50,000 Rs. 75,000 Rs. 1.00,000

Display Certificate fee
(Each outlet of Certified Restaurant Brand to
display the display certificate prominently)

Rs. 1,000 per certificate

Review Fee in case the applicant fails the
audit by chosen CB and applies for review of
the audit process

Rs. 1,000 Rs. 5,000 Rs. 10,000

Details for remittance of all fees payable to TM Secretariat:

In favour of “IRF TRUSTE D MARK LLP” by cheque/ demand draft/ bank transfer.

¢ PAN Number: AA GFI 1315Q ¢ LLPIN : AAI-2150

¢ Bank Account No.: 0812117224 ¢ IFSC Code: KKBKO000195

¢ Bank Name: Kotak Mahindra Bank e Bank Address: Pamposh Enclave, GK-1, New Delhi-110048

Mailing Address:
R S Roy, Trusted Mark Secretariat

S-61A, Okhla Industrial Area, Phase I, New Delhi-110020, India
Telephone No. : +91-11-40525000, Fax No. : +91-11-40525001
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APPLICATION TERMS & CONDITIONS

IRF TRUSTED MARK Certification Scheme

1. General

1.1 The Applicant shall be bound by these Application Terms & Conditions and by the applicable standards,
requirements, procedures and guidelines of the IRF TRUSTED MARK Certification Scheme, as amended from time
to time by IRF Trusted Mark LLP (the Scheme Owner).

1.2 All information, declarations, documents and evidence submitted by the Applicant shall be complete, accurate
and authentic. The Applicant shall promptly inform the IRF Trusted Mark Secretariat and/or the engaged
Certification Body (CB), as applicable, of any material change affecting the information submitted or the scope of
certification.

1.3 Businesses having different CIN, GSTIN and/or applicable establishment registration numbers may be treated
as separate legal/business entities and may be required to submit separate applications, as determined by the
Scheme Owner having regard to their ownership, management and operations.

1.4 The Scheme Owner may revise the Scheme requirements, standards, procedures, fees and these Terms &
Conditions from time to time. Applicants and certified organisations shall comply with applicable revised
requirements within such transition period as may be prescribed.

2. Eligibility & Regulatory Compliance

2.1 The Applicant shall comply with all applicable laws, rules, regulations, licences, registrations, permits, approvals
and statutory requirements relevant to its business and the scope of certification.

2.2 The Applicant shall disclose any material prosecution, conviction, serious regulatory violation, suspension,
withdrawal or rejection from any certification scheme that may reasonably affect its eligibility for certification.

2.3 Where material non-compliance with applicable statutory or regulatory requirements is established during the
application or certification cycle, the Certification Body and/or Scheme Owner may initiate appropriate action in
accordance with the Scheme, including suspension or withdrawal of certification, as applicable.

3. Certification Process

3.1 Certification shall be subject to successful completion of the applicable Scheme requirements, which may
include Application Review, Self-Evaluation, Mystery Audit, Document Review/Remote (e-Audit), Certification Audit,
closure of applicable Nonconformities and a positive certification decision by the engaged Certification Body.

3.2 The Applicant shall provide the IRF Trusted Mark Secretariat, Certification Body and authorised Mystery Audit
agency with reasonable access to applicable premises, facilities, personnel, documents, records, systems and other
objective evidence necessary for assessment under the Scheme.

3.3 Certification and Surveillance Audits may be conducted through On-site, Remote (e-Audit) or Hybrid Audit
methodology, as determined by the Certification Body in accordance with the applicable Scheme requirements.
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3.4 The Applicant shall submit all required documents and audit-related information to the selected Certification
Body within six (6) months from the date of finalising the CB. Failure to do so may result in closure of the
application.

3.5 Where documents or information submitted during Document Review/Remote (e-Audit) are found incomplete
or inadequate, the Applicant shall submit the required corrective actions and supporting information within the
prescribed timeframe. Failure to do so may result in closure of the application.

3.6 Where the certification process is not completed within the period prescribed under the Scheme for reasons
attributable to the Applicant, the application may be treated as closed and a fresh application and applicable fees
may be required.

4. Fees & Payments

4.1 All applicable fees shall be payable in accordance with the prevailing fee structure of the IRF TRUSTED MARK
Certification Scheme and the applicable certification programme. Applicable taxes and statutory levies shall be
charged additionally.

4.2 The Application Fee, Mystery Audit Fee, Full-Term Management Fee, Annual 'TRUSTED MARK' Usage Fee,
Review Fee and charges for certificates, plaques, stickers, hangtags and other Scheme material, where applicable,
shall be payable to the IRF Trusted Mark Secretariat.

4.3 Certification Body audit fees, including fees for the initial Certification Audit, Surveillance Audits, follow-up/re-
audits and other applicable CB audits, shall ordinarily be payable directly by the Applicant to the engaged
Certification Body. Where the Applicant issues a single Purchase Order covering applicable Scheme and audit fees
and elects to make a consolidated payment to the IRF Trusted Mark Secretariat, the Secretariat may receive such
payment and remit the applicable audit fee to the engaged Certification Body.

4.4 During on-site audits, the Applicant shall facilitate reasonable local transportation and working arrangements
for the Certification Body audit team, where applicable and as mutually agreed with the Certification Body.

4.5 Fees paid to the IRF Trusted Mark Secretariat shall be non-refundable, unless otherwise expressly agreed in
writing by the Scheme Owner.

4.6 The applicable 'TRUSTED MARK' Usage Agreement shall be executed and the Certification Mark authorised for
use only after completion of the prescribed certification and commercial formalities.

5. Certification Validity, Surveillance & Continued Conformity

5.1 Certification shall normally remain valid for three (3) years from the date of the Certification Body's certification
decision, subject to continued conformity with the applicable Trust Standard and successful completion of the
applicable surveillance and other assessment requirements prescribed under the Scheme.

5.2 A certified organisation shall undergo periodic Surveillance Audits at the frequency prescribed for the
applicable certification programme.

5.3 Where prescribed under the applicable certification programme, the certified organisation may additionally be
subject to Surprise/Unannounced Audit(s), Mystery Audit(s), Special Audit(s) or other assessments during the
certification cycle.
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5.4 The Scheme Owner may, where justified by complaints, significant concerns, credible information or material
changes affecting certification, request the Certification Body to undertake a special or additional audit. Any
certification decision arising from such CB audit shall remain solely the responsibility of the Certification Body.

5.5 Material changes including changes in ownership, legal status, management, business operations, certified
premises/locations or certification scope shall be communicated promptly to the IRF Trusted Mark Secretariat and
the Certification Body. Such changes may require review, additional assessment or amendment of certification.

5.6 The certified organisation shall maintain conformity with the applicable Trust Standard and applicable statutory
and regulatory requirements throughout the certification period.

5.7 The Applicant/certified organisation shall maintain an appropriate mechanism for handling customer
complaints and disputes and shall cooperate with any legitimate investigation undertaken in accordance with the
Scheme.

6. Failure of Audit, Re-Audit & Review

6.1 Where the Applicant does not meet the applicable certification requirements, the Certification Body may
require corrective action, follow-up verification, partial re-audit or complete re-audit, as applicable.

6.2 Any applicable follow-up or re-audit fee shall be payable by the Applicant to the Certification Body in
accordance with mutually agreed commercial terms.

6.3 An Applicant dissatisfied with the audit process or outcome may submit a request for review to the IRF Trusted
Mark Secretariat, together with reasons and the applicable Review Fee.

6.4 Upon receipt of a valid review request, the appropriate review mechanism under the Scheme shall examine the
matter in consultation with the Certification Body while maintaining the independence and impartiality of the
Certification Body's certification decision.

6.5 Where the review is decided in favour of the Applicant, the Review Fee may be refunded and any further
assessment considered necessary shall be undertaken in accordance with the applicable Scheme procedures.

7. Confidentiality & Data Protection

7.1 Information and documents submitted by the Applicant shall be treated as confidential and shall be used only
for purposes connected with the administration, audit, certification, surveillance, investigation and management of
the IRF TRUSTED MARK Certification Scheme, except where disclosure is required by law, accreditation
requirements or applicable Scheme requirements.

7.2 The Scheme Owner, Certification Body and authorised agencies shall implement reasonable measures to
protect confidential information and personal data received or accessed during the certification process.

7.3 The Applicant authorises the sharing of information relevant to certification between the IRF Trusted Mark
Secretariat, engaged Certification Body, Mystery Audit agency, accreditation body and other authorised parties
where necessary for the administration, assessment, oversight or verification of the Scheme.
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7.4 Certification status and appropriate certification particulars, including the certified organisation's name,
certification scope, certified premises/locations, certificate number, validity and certification status, may be
published by the Scheme Owner and/or Certification Body.

8. Limitation of Liability

8.1 Certification under the IRF TRUSTED MARK Certification Scheme represents conformity with the applicable
Scheme requirements based on evidence assessed during the certification process and shall not constitute a
warranty or guarantee regarding every product, service, facility, transaction, activity or operation of the certified
organisation.

8.2 Neither IRF Trusted Mark LLP, the IRF Trusted Mark Secretariat, the Certification Body nor their authorised
representatives or agencies shall be responsible for any loss, damage, injury, claim, dispute or liability arising from
the Applicant's or certified organisation's products, services, facilities, premises, transactions, operations or
dealings with customers, visitors, occupants, tenants, employees, service providers or any third party.

8.3 Certification shall not transfer, replace or reduce the Applicant's responsibility for compliance with applicable
laws or for the quality, safety and performance of its products, services, facilities and operations.

9. Indemnity

9.1 The Applicant/certified organisation shall indemnify and hold harmless IRF Trusted Mark LLP, the IRF Trusted
Mark Secretariat, the engaged Certification Body and their authorised representatives and agencies against claims,
losses, liabilities, damages, costs or expenses arising from:

a. the Applicant's products, services, facilities, premises, business operations, customer transactions or dealings
with customers, visitors, occupants, tenants, employees, service providers or other third parties;

b. breach of applicable laws or regulatory requirements by the Applicant;

c. inaccurate, misleading or incomplete information provided by the Applicant;

d. misuse or unauthorised use of the applicable 'TRUSTED MARK' Certification Mark; or
e. breach of these Terms & Conditions or applicable Scheme requirements,

except to the extent directly resulting from proven wilful misconduct or gross negligence of the party seeking
indemnification.

10. Use of the 'TRUSTED MARK' Certification Mark

10.1 The applicable Certification Mark, certificate, logo and related Scheme material shall be used only in
accordance with the TRUSTED MARK' Usage Agreement and guidelines issued by the Scheme Owner.

10.2 Certification shall not be represented in a manner that is misleading or implies certification of products,
services, premises, locations or activities outside the approved certification scope.
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10.3 Upon suspension, withdrawal, expiry or termination of certification, the organisation shall discontinue use of
the Certification Mark and all claims of valid certification as directed by the Scheme Owner and/or Certification
Body.

11. Suspension, Withdrawal & Termination

11.1 Certification may be suspended or withdrawn for reasons including material non-conformity, failure to
maintain Scheme requirements, serious statutory or regulatory non-compliance, misuse of the Certification Mark,
failure to complete applicable surveillance or other assessment requirements, non-payment of applicable Scheme
fees or other material breach of certification conditions.

11.2 Where certification is suspended, the organisation shall not represent itself as holding active certification
during the period of suspension.

11.3 Upon withdrawal, expiry or termination of certification, the organisation shall cease using the applicable
'TRUSTED MARK' Certification Mark, certificates, plaques, stickers, hangtags and other representations of
certification in accordance with instructions issued by the Scheme Owner and/or Certification Body.

12. Consultancy & Independence

12.1 Where an Applicant chooses to engage a consultant for implementation or certification-preparation support,
such engagement shall be entirely at the Applicant's discretion and responsibility.

12.2 Any consultant engaged by the Applicant shall be independent of the IRF Trusted Mark Secretariat and the
engaged Certification Body. Neither the Scheme Owner nor the Certification Body shall be responsible or liable for
advice, services or recommendations provided by such consultant.

12.3 Engagement of a consultant shall not guarantee certification or influence the independent audit, review or
certification decision of the Certification Body.

13. Governing Law & Jurisdiction

13.1 These Application Terms & Conditions and participation in the IRF TRUSTED MARK Certification Scheme shall
be governed by the laws of India.

13.2 Any dispute arising between the Applicant and IRF Trusted Mark LLP relating to the administration of the
Scheme that cannot be resolved amicably shall be subject to the jurisdiction of the competent courts at New Delhi,
India.

13.3 Disputes relating specifically to Certification Body audits or certification decisions shall be addressed through
the applicable Certification Body's complaints and appeals process and the applicable Scheme requirements.
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IRF TRUSTED MARK

THE INTERNATIONAL RETAIL FORUM SETTING ‘CUSTOMER CENTRIC' STANDARDS IN RETAIL
CONSUMER-CENTRIC. CERTIFIED.

“Trusted’ Certification Mark -
Application & Certification Process

The process followed by IRF Trusted Mark Secretariat and Certification Bodies (CBs)

Application with
the IRF Trusted Mark
Secretariat

Application
Acceptance

Mystery Audit

Selection of
Certification Body (CB)

Submission of
Mystery Audit Report

Document Review
(Remote e-Audit)

Certification Audit

Corrective Actions

Certification Decision

Administration and
Trusted Mark Usage

The applicant shall submit the following to the IRF Trusted Mark Secretariat:

« Completed Application Form (Trust 201)
* Latest Business Profile (not older than three months)
« Applicable Fee

Upon acceptance of the application, the applicant shall receive:

« Notification of Application Acceptance

« List of Approved Certification Bodies (CBs)

« Applicable Trust Standard(s) and Self-Evaluation Checklist

« Notification of the applicable Mystery Audit sample size and fee

Upon receipt of the applicable Mystery Audit fee, the IRF Trusted Mark
Secretariat shall initiate the Mystery Audit in accordance with the Scheme
requirements.

The applicant shall:
+ Select an Approved Certification Body from the list provided by the Scheme Owner.
« Submit the completed Self-Evaluation Checklist and supporting documents to
the selected Certification Body.
« Enter into a Certification Agreement with the selected Certification Body.

The IRF Trusted Mark Secretariat shall submit the Mystery Audit Report directly
to the selected Certification Body, normally within 30 working days of receiving
confirmation of the applicant’s CB selection.

The Certification Body shall:

+ Review the applicant's submitted documents and Self-Evaluation Checklist.

« Verify the documented information through a Remote (e-Audit), where applicable.
« Finalise the Certification Audit schedule in consultation with the applicant.

The Certification Body shall conduct the Certification Audit using an On-site, Remote
(e-Audit), or Hybrid Audit approach, as appropriate, to:

« verify conformity with the applicable Trust Standard;

« verify statutory and regulatory compliance;

« review the Mystery Audit findings;

« review the applicant's internal audit records; and

« interview relevant personnel and verify objective evidence.

Followmg completion of the Certification Audit:
The Certification Body shall communicate the audit findings, including any Major
or Minor Nonconformities (NCs).

« The applicant shall implement the required corrective actions and submit objective
evidence within the stipulated timeframe.

« The Certification Body shall verify the effectiveness of the corrective actions
before finalising the audit.

Where:

« all applicable Nonconformities have been satisfactorily addressed; and

« the applicant achieves the minimum overall certification score of 70 out of 100,
as prescribed in the applicable Trust Standard,

the Certification Body shall make a positive certification decision and issue the

Certificate of Conformity.

The Certification Body shall inform the IRF Trusted Mark Secretariat regarding the

certification decision.

Following certification:

« The IRF Trusted Mark Secretariat shall provide the applicant with the applicable commercial
documentation, including the Trusted Mark Usage Agreement.

« The certified organisation shall complete the applicable commercial formalities with the Scheme Owner.

The certified organisation shall indicate the number of decorative certificates or plaques required for

display at its certified locations.

« Upon completion of the applicable formalities, the IRF Trusted Mark Secretariat shall provide the
Trusted Mark Welcome Kit, which may include decorative certificates, logo usage guidelines,
promotional material, commemorative items and other Scheme-related material, as applicable.

« The Scheme Owner shall publish the certification details on the official IRF Trusted Mark website.
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Note: All activities are carried out in accordance with the IRF Trusted Mark Certification Scheme requirements.




