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ASSIST:	the	Procedural	Guidelines	

	Procedure	

•  Responsibili$es	of	the	ASEAN	Enterprise	Lodging	the	Complaint	(AE);	

•  Responsibili$es	of	the	Central	Authority	(CA);	

•  Responsibili$es	of	the	Des$na$on	Contact	Point	(DCP);	

•  Responsibili$es	of	the	Home	Contact	Point	(HCP);	

•  Outcome	of	a	case;	

•  Deadlines;	and	

•  Other	key	features.	



ASSIST:	the	Procedural	Guidelines	

	Responsibili>es	of	the	AE	Lodging	the	Complaint	

•  Registra$on	requirement:	Upon	registra$on,	AE	will	be	given	password-
protected	log-in	rights.	All	complaints	must	be	submiQed	using	the	
standardised	template.		

•  Use	of	online	form	with	mandatory	fields:	
–  Name	and	nature	of	AE;	

–  Full	address	and	contact	details;	
–  Representa$ve	of	AE;	
–  AMS	of	legal	registra$on;	

–  Type	of	business;	
–  AMS	where	trade	problems	are	occurring;	

–  Type	of	trade,	(service	or	investment)	problems	being	encountered;	and	

–  Complaint	being	lodged,	with	facts	and	suppor$ng	evidence.	



ASSIST:	the	Procedural	Guidelines	

	Responsibili>es	of	the	Central	Authority	

•  Review	of	complaint:	
–  Verifica$on	of	complaint	and	alloca$on	of	tracking	code;	

–  Verifica$on	of	standing	of	AE;	
–  Verifica$on	that	complaint	falls	within	scope	of	ASSIST;	and	

–  Verifica$on	that	issues	is	not	already	being	dealt	with	under	other	DSM,	
either	na$onally,	regionally	or	interna$onally.	

•  CA	must	review	complaint	within	10	Working	Days	from	its	receipt	
and	then	duly	inform	AE;	

•  If	complaint	is	duly	and	validly	filed,	CA	informs	DCP	and	HCP;	and	

•  CA	gives	DCP	a	deadline	within	which	to	submit	proposed	solu$on	
(maximum	40	working	days	from	date	of	no$fica$on	to	DCP).	



ASSIST:	the	Procedural	Guidelines	

	Responsibili>es	of	the	Des>na>on	Contact	Point	

•  The	DCP	shall	take	responsibility	for	solving	cross-border	problems.		It	should	
promptly	ac$vate	the	domes$c	network	of	competent	authori$es,	iden$fy	the	
Responsible	Authority	and	set	in	mo$on	a	process,	based	on	deadlines	and	clear	
procedures;	

•  Acceptance	or	rejec$on	of	complaint	within	10	Working	Days	from	receipt	of	
complaint	from	CA;	

•  Reasoning	to	be	provided	in	case	of	rejec$on;	

•  If	accepted,	RA	(or	RAs)	must	be	ac$vated	and	given	deadlines	(maximum	30	
working	days).	Under	excep$onal	circumstances	RA	may	request	$me	extension	
(maximum	of	20	working	days)	with	reasons;	

•  DCP	must	provide	proposed	solu$on	to	CA	within	the	established	deadline;	and	

•  If	DCP	is	unresponsive,	the	CA	will	refer	the	maQer	to	HCP,	and	other	peer	
pressure	mechanisms	may	be	ac$vated.	



ASSIST:	the	Procedural	Guidelines	

	Responsibili>es	of	the	Home	Contact	Point	

•  Informed	by	CA	of	status	of	the	complaint	and	may	request	
informa$on	from	CA	at	any	$me;	

•  Upon	request	by	CA,	it	may	contact	and	interact	with	DCP	in	order	to	
facilitate	the	resolu$on	of	the	maQer;	

•  If	the	DCP	is	unresponsive,	the	HCP	may	offer	its	good	offices	to	trigger	
a	response;	and	

•  If	no	solu$on	is	proposed	by	DCP	or	found,	the	HCP	may	set	in	mo$on	
other	ASEAN	peer	pressure	mechanisms.	



ASSIST:	the	Procedural	Guidelines	

	Outcome	of	a	case	

•  CA	to	send	DCP’s	proposed	solu$on	to	AE	and	no$fy	HCP;	

•  Proposed	solu$ons	must	be	in	conformity	with	ASEAN	agreements;	

•  If	AE	is	not	sa$sfied,	it	may	consider	to	request	its	AMS	of	registra$on	to	
pursue	other	dispute	seQlement	mechanisms	(i.e.,	ASEAN	Compliance	
Body	or	EDSM);	

•  If	AE	is	sa$sfied	with	the	proposed	solu$on,	it	must	no$fy	the	CA	and	the	
solu$on	will	be	registered	on	ASSIST’s	web	portal;	alterna$vely	

•  DCP	may	find	that	it	is	in	compliance	with	its	ASEAN	commitments	and	
that	the	complaint	lacks	merit.	CA	must	be	no$fied	and	CA	must	inform	
AE	accordingly.	AE	may	accept	or	reject	this	finding.	The	CA	shall	also	enter	
this	informa$on	in	the	ASSIST	web	portal.		



ASSIST:	the	Procedural	Guidelines	

	Deadlines	and	Other	Key	Features	

•  Overall	$meframe	shall	not	exceed	40	Working	Days	from	the	date	in	
which	the	complaint	is	lodged	on	the	ASSIST	web	portal	by	the	CA;	

•  In	excep$onal	circumstances,	an	extension	of	maximum	20	days	may	
be	granted	to	the	DCP,	if	it	is	probable	that	a	solu$on	will	be	found	
within	that	$meframe;	

•  The	CA	is	responsible	for	monitoring	the	process	and	DCPs’	adherence	
to	the	agreed	deadlines;	

•  Coopera$on	between	DCPs	and	RAs	is	crucial.	Communica$ons	
between	all	actors	must	be	$mely	and	expedited;	and	

•  Access	to	the	ASSIST	web	portal	and	confiden$ality	must	be	well	
maintained.	



ACCESS	&	CONFIDENTIALITY	

•  Access	to	complaint	informa$on	in	the	ASSIST	web	portal	will	be	
restricted	and	protected.	Informa$on	on	the	specific	ac$ve	
complaints	shall	be	restricted	to	the	AE	that	lodged	it,	the	CA	and	
the	HCP/DCP	involved	in	the	specific	complaint.		

•  The	CA	shall	normally	disclose	the	AE’s	iden$ty	to	the	HCP/DCP	in	
order	to	facilitate	the	problem-solving	process.		

•  The	informa$on	provided	by	the	AE	shall	be	used	by	the	DCP	only	
for	addressing	the	specific	ASSIST	complaint.	Steps	shall	be	taken	to	
safeguard	commercially	sensi$ve	or	personal	data	at	all	$mes,	
especially	when	transferring	data	across	the	network.			

•  ASSIST	is	there	to	build	transparency,	solve	problems	and	enhance	
regional	trade	



ASSIST	-	ACCESS	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

Online	at		

hQp://assist.asean.org/	



ASSIST	–	SIMPLIFIED	SOP	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	
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ASSIST	–	TECHNICAL	SOP	/	AE	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

AE Step 1: AE starts to file its 
complaint… 



ASSIST	–	TECHNICAL	SOP	/	AE	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

AE Step 2: AE is requested to verify its contact person email 
by automatic email notification to AE and CA 



ASSIST	–	TECHNICAL	SOP	/	AE	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

AE Step 3: AE confirmed its contact person email and 
complaint. 
-> Interface message 



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

AE Step 4: “Follow up a complaint” (and in case of 
INCOMPLETE complaint): AE needs to access to its complaint 
form for view or revision – with the email and the complaint ID 
No. generated by the system (and sent by email) 



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

AE Step 5: “Follow up a complaint” – AE Dashboard  



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

Access to the back office for CA / DCP / HCP:  
http://assist.asean.org/admin/   



ASSIST	–	TECHNICAL	SOP	/	DCP	(RA)	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

DCP Step 1: … to ACCEPT or REJECT the complaint with email 
notification to DCP, CA and HCP –           Max. 10 w/days by DCP 



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

DCP Step 2: Sample of email notification (ACCEPT case) to AE, 
CA, DCP and HCP (may also be Reject) 



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

DCP Step 3: Offline exchange between DCP and the selected 
RA in order to submit a solution (or “non” solution) –          
Max. 30 w/days from DCP acceptance  
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ASSIST	–	TECHNICAL	SOP	/	DCP	(RA)	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

DCP Step 4: … To submit the SOLUTION to CA  



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

CA Step 5: Sample of email Solution notification from CA to AE, 
copied to DCP and HCP 



ASSIST	–	TECHNICAL	SOP	/	CA	

ASSIST	-	Jean-Bap$ste	Mounier	-	February	2015	

CA: … With a satisfaction survey to the AE: YES / NO 
AE clicks on link and replies. 



Thank You 

ASEAN	Regional	Integra>on	Support	from	the	EU	

ASEAN	Secretariat		
Jl.	Sisingamangaraja	70A,	Jakarta	12110	–	Indonesia		

Tel:	(+62	21)	726	2991,	724	3372	ext.	852	
Fax:	(+62	21)	739	8234		
E-mail:	arise@asean.org		
hQp://arise.asean.org		


