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1 Scope

This document describes the procedures for managing complaints and appeals about:
· PEFC France decisions and/or activities when carrying out its remit.
· PEFC France members’ decisions and/or activities linked to PEFC France decisions and activities.
· A failure to comply with one or more stipulations of the French PEFC forest certification scheme by PEFC France or its members.

N.B. 
· Complaints about a Certification Gateway Entity (CGE) are handled by its certification body.
· Complaints about a certified company are handled by its certification body.
· Complaints and appeals relating to a certification body are handled in line with the relevant accreditation body’s complaints and appeals resolution procedure.
· Complaints and appeals relating to an accreditation body are handled in line with the relevant international accreditation body’s complaints and appeals resolution procedure (IAF). 

This document describes PEFC France’s roles and responsibilities with regard to handling complaints and appeals submitted to it:
· Admissibility of complaints and appeals.
· Review procedure.
· Notification of the decision.

PEFC France views all complaints as an opportunity to improve its services and put in place the necessary corrective and preventive measures in all of its areas of activity and in its members’ areas of expertise.


2 Definitions

Complaint: A written expression of dissatisfaction made by an individual or legal entity relating to the decisions and/or activities of PEFC France.

Appeal: Substantiated and written recourse enabling an individual or legal entity dissatisfied with a decision taken when handling their complaint to get the facts reviewed in order to obtain a second ruling on the matter.


3 Complaints and appeals management

3.1 General principles

3.1.1 Complaints and appeals must be reviewed and handled, and any investigative work required in order to take a decision, must be conducted in an independent, neutral and impartial manner.

3.1.2	Complaints and appeals do not have a suspensive effect.

3.1.3 Whatever the outcome of the complaint or appeal, the applicant and PEFC France cover their respective costs.

3.1.4	Any correspondence about a complaint or appeal, whether regarding the submission, management and resolution procedure or progress made, should be sent to the PEFC France General Secretariat: 8 avenue de la république - 75011 PARIS - FRANCE.





3.2 Complaints

3.2.1	Registering the complaint

As soon as the complaint is received and prior to reviewing its admissibility and content, the PEFC France General Secretariat registers the complaint and notifies the complainant in writing about the following:
-	It acknowledges receipt of the complaint.
-	The General Secretariat also explains the review and handling phases in line with the following procedure.

3.2.2 Admissibility

3.2.2.1 A complaint must fulfil the following criteria to be admissible:
· Fall within the scope of a complaint as per Point 1 (scope).
· Written notification must be sent to the PEFC France General Secretariat by an identified legal entity or individual who may or may not hold certification within two months of the decision or measure in question.
· Contain the identity of the body, owner or company concerned by the complaint, the date and place, and precise information about the action or remit in question.
· Complaints must be substantiated and must include any documentary evidence deemed necessary by the complainant; the relevance and accuracy of the evidence must be able to be checked.


3.2.3 Reviewing and handling the complaint

3.2.3.1 Reviewing and handling admissible complaints without any additional investigation 
3.2.3.1.1 Any admissible complaint not requiring any additional investigation is reviewed and handled impartially by the PEFC France Executive Committee within two months of receipt by PEFC France.
3.2.3.1.2 The Executive Committee sends a substantiated written response to the complainant, if relevant detailing the corrective and preventive measures to be implemented to eradicate the causes of the complaint.

3.2.3.1.3 The notified decision is immediately enforceable.


3.2.3.2 Reviewing and handling complaints requiring additional investigation 

3.2.3.2.1 If the Executive Committee deems it necessary, it may conduct additional investigations prior to ruling on a complaint:
· The Executive Committee may request additional information or documentary evidence.
· It may conduct an additional on-site investigation, using the methods it deems appropriate.

3.2.3.2.2 In this scenario, the Executive Committee must impartially review and deal with the complaint within six months of it being received by PEFC France.

3.2.3.2.3 The Executive Committee sends a substantiated written response to the complainant, if relevant detailing the corrective and preventive measures to be implemented to eradicate the causes of the complaint.

3.2.3.2.4 The notified decision is immediately enforceable.

3.2.3.5 	If the Executive Committee is responsible for the decisions and/or activities about which the complaint is being made, the chair of PEFC France sets up a group of independent experts in order to avoid a conflict of interest. The group is tasked with the following:
· Conducting additional investigations if necessary to enable a decision to be made. 
· Ruling on the complaint by coming to a decision and selecting any corrective and preventive measures to be implemented in order to rectify the situation that gave grounds for the complaint. 
The PEFC France General Secretariat notifies in writing the complainant and the interested parties about the decision.

3.3       Appeals

3.3.1 	Registering the appeal

As soon as the appeal is received and prior to reviewing its admissibility and content, the PEFC France General Secretariat registers the complaint and notifies the appellant in writing about the following:
· Acknowledging receipt of the appeal.
· The General Secretariat also explains the review and handling phases in line with the following procedure.

3.3.2 	Admissibility

3.3.2.1   Any identified individual or legal entity which has made a complaint may appeal the decision taken by the PEFC France Executive Committee when dealing with the complaint.

3.3.2.2 In order to be admissible, the appeal must:
· Have been the subject of a complaint reviewed and handled by the PEFC France Executive Committee.
· The appeal must have been made in writing to the PEFC France General Secretariat within two months of written notification of the decision taken when dealing with the original complaint.
· Appeals must be substantiated and must include any documentary evidence deemed necessary; the relevance and accuracy of the evidence must be able to be checked.


3.3.3 Reviewing and handling appeals

3.3.3.1 The appeal is reviewed and handled within two months of it being received by the PEFC France Board. The Board may involve experts with knowledge of the subject being appealed in order to have access to information which will be useful and needed when taking an impartial and appropriate decision.

3.3.3.2 The Board sends a substantiated written response to the appellant, if relevant detailing the corrective and preventive measures to be implemented to eradicate the causes of the complaint which has been appealed.

3.3.3.3 The notified decision is immediately enforceable and cannot be appealed.


3.3.3.4 	If the Board is responsible for the decisions and/or activities about which the appeal is being made, the chair of PEFC France sets up a group of independent experts in order to avoid a conflict of interest. The group is tasked with the following:
· Conducting additional investigations if necessary to enable a decision to be made.
· Ruling on the appeal by coming to a decision and selecting any corrective and preventive measures to be implemented in order to rectify the situation that gave grounds for the complaint and ensuing appeal. 
The PEFC France General Secretariat notifies in writing the appellant and the interested parties about the decision.


3.4         Complaints and appeals follow-up

3.4.1 Once a complaint or appeal has been handled, the PEFC France Executive Committee reserves the right to undertake a documentary or site check if it considers it necessary and within the timeframe it considers to be appropriate.
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