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Objective
The objective of this document is to describe the responsibilities and actions of PEFC Norway and stakeholders and users of PEFC Norway forest management and chain of custody certification in relations to investigation and resolution of complaints, appeals and disputes. The establishment of dispute settling procedures aims at reaching and maintaining consensus and improve the effectiveness of the certification system. Complaints and disputes shall be tried resolved directly and at lowest possible level.
Scope
The document details procedures for complaints and appeals which concerns decisions and activities of PEFC Norway. The procedures are based on the PEFC Council GL7/2007 “PEFC Council procedures for the investigation and resolution of complaints and appeals. The documents also clarify which complaints and disputes shall be dealt with by the forest standard setting forum, accredited certification bodies, accreditation bodies and by the International Accreditation Forum.
Definitions

Complaint

Written expression of dissatisfaction (other than appeal) by any person or organisation which relates to the activities of PEFC Norway or users of the PEFC Norway forest management and chain of custody certification.

Appeal

Written request by a party for reconsideration of any decisions made by PEFC Norway or users of the PEFC Norway forest management and chain of custody certification.
Dispute

Situation where the complaint cannot be resolved directly and the involved parties do not agree on an immediate solution.

Dispute settling procedures

Defined procedures aiming at resolving disputes

Complaints

Complaints submitted to PEFC Norway shall be limited to concerns or issues regarding PEFC Norway’s compliance with PEFC Norway’s or PEFC Councils requirements for forest management and chain of custody certification.
The complainant shall provide written information and relevant documentation to support the complaint, which can be verified as accurate and correct through, and independent source.
Complaints submitted regarding a specific certified entity shall be referred to the entity in order to obtain an immediate resolution. If an immediate resolution cannot be obtained, the complaint shall be referred to the relevant certification body and the bodies own complaints and appeals resolution procedures.
Complaints submitted regarding a specific accredited and notified certification body shall be referred to the certification body for an immediate resolution. If an immediate resolution cannot be obtained, the complaint shall be referred to the relevant accreditation body and the accreditation bodies own complaints and appeals resolution procedure.

Complaints submitted regarding a specific accreditation body shall be referred to the accreditation body for an immediate resolution. If an immediate resolution cannot be obtained, the complaint shall be referred to the International Accreditation Forum’s complaints and appeals resolution procedures.

Complaints submitted regarding interpretations of the PEFC Norway forest management standard or disputes regarding interpretation of the standard shall be referred to the Standard setting Forum and their dispute settling procedures, defined in PEFC Norway ST 2001:2009 “Forest management standard and implementation rules.

In the PEFC Norway scheme complaints and disputes regarding interpretations of the forest management standard shall be referred to Living Forest Council and their interpretation and dispute settling procedures. 
Regardless of the outcome of any complaint, the complainant and PEFC Norway will each meet their own costs.

The complaint shall be dealt with as soon as possible and should normally be resolved within three months.

Appeals
Appeals submitted to PEFC Norway shall be limited to decisions made by PEFC Norway Council or the PEFC Norway secretariat.
The appellant shall provide written information that can be verified as accurate and correct through and independent source.

Regardless of the outcome of the appeal, the appellant and the PEFC Council will each meet their own costs.

The appeal shall be dealt with as soon as possible and should normally be resolved within three months

Complaints and dispute settling procedures

All complaints and appeal shall be addressed to the PEFC Norway Secretary General.

The Secretary General shall accept the complaint and appeal if they regards decisions or activities of PEFC Norway and the written information and documentation can be verified as accurate and correct through and independent source.

Complaints and appeals regarding certified entities, accredited and notified certification bodies, accreditation bodies and matters of interpreting the forest management standard shall be referred to the procedures outlined in the complaint chapter.
The Secretary General shall without delay acknowledge the receipt of the complaint or appeal and in writing accept it, reject unsatisfactory documented complaints or appeals and inform of where the complaint  or appeal shall be referred if not regarding PEFC Norway decisions or activities.
Accepted complaints and appeals shall be investigated and all relevant facts brought forward. The Secretary General shall in contact with the complainant or the appellant explore options for immediate resolution.

If immediate resolutions cannot be found the Secretary General shall bring the investigated issue to the PEFC Norway Council chair. The chair may assign a task force of one or more independent persons to further investigate the complaint and seek resolution.
Unresolved disputes and appeals shall be brought forward to the PEFC Norway Council. The PEFC Norway Council shall either make a decision or propose for the complainant or appellant to refer the dispute to a voluntary arbitration.

Appeals concerning decisions taken by the PEFC Norway Council on complaints or appeals shall be brought forward for the next meeting in the PEFC Norway Council for a final resolution.

The Secretary General shall without delay inform the complainant or appellant and other affected parties about the outcome of the dispute resolution process
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