




How to submit complaints, observations and appeals related to FSC® certification (license code: FSC® A 000532)


RINA Services has always considered complaints as an incentive to improve the quality of the service provided.

This document describes how third and interested parties can file a complaint with RINA Services concerning its activities, submit an observation concerning an organisation which has been certified by RINA Services or appeal against a RINA Services decision.

Complaints or observations concerning the work of RINA Services can either be sent to the nearest RINA Services office or made orally to the same office[footnoteRef:1]. [1:  To find the nearest office and address, consult the “find us” page on our web site (http://www.rina.org/en/contacts).] 


Appeals are to be sent to the RINA Services by registered letter with return receipt.

The complaint, observation or appeal must include all the data enabling RINA Services activity for which a complaint is being filed to be identified, the data of the certified organisation and of the certified product/service for which an observation is being made and your data so that we can contact you and keep you informed of the action being taken as a result of your complaint and/or observation, also include a clear description of the complaint or appeal, objective evidence to support each element or aspect of the complaint or appeal, and the name and contact information of the submitter.

Within two weeks of receipt of the complaint, observation or appeal, you will be sent a communication informing you of the action being taken against the organisation in question.
On receipt of the complaint, observation or appeal, RINA Services will investigate the matter and, at the end of the investigation, you will be sent a communication informing you of the outcome of the inquiry and the action taken by RINA Services.

RINA responds to complaints and appeals in the same language that is used in the public summary certification report, or agrees with the complainant on the language used.

RINA keeps you informed of progress in evaluating the complaint/appeal, will investigate the allegations and specified all its proposed actions in response to the complaint or appeal within three months of receiving the complaint or appeal.
If a complaint has not been resolved through the full implementation of RINA Services’ own procedures, you can refer to the FSC’s dispute resolution process.
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