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The Rainforest Alliance is creating a more sustainable world by using social and market forces
to protect nature and improve the lives of farmers and forest communities.
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PRINCIPLES

Scope: The grievance procedure is open fo anyone who has a grievance against a
Rainforest Alliance certified producer or supply chain actor, a certification body (CB), or
the Rainforest Alliance itself, regarding the standards setting procedures or operations of
the certification program. The grievance must be about compliance with the Rainforest
Alliance standards, rules, policies, and procedures directly related to the Rainforest
Alliance certification program.! A grievance can include reporting potential as well as
actualinstances of corruption and misrepresentation of the Rainforest Alliance certification
programs and ifs frademarks; for example, reporting misuse of labels and claims. The
grievance cannot be about contractual obligations between Certificate Holders and/or
Certification Bodies that go beyond policies and procedures of the Rainforest Alliance.
Also, no claims for direct financial compensation from the Rainforest Alliance are
accepted.

The grievance should be related to the 2020 Certification Program. Grievances going back
to 3 months before the event of the grievance will not be accepted.

Pathway to resolution: Grievances should be addressed at the most direct level possible.
Only if resolution fails at that level, should the next level be engaged. For example, a worker
who has concerns about a labour practice on a certified farm, shall first utilize the farm'’s
own grievance mechanism. A stakeholder who has concerns about a CB, shall first contact
the CB directly to fry and solve the matter using the complaint and appeal procedure of
the CB. If the concerns still are not resolved, the stakeholder can file a grievance through
the Rainforest Alliance Grievance Procedure. In certain cases where reporting the
grievance at the most direct level might endanger the person reporting, he or she can opt
to use the Rainforest Alliance Grievance Procedure prescribed in this document without
first approaching the subject of the grievance directly.

Fairness: Grievances will be freated with procedural fairness:

a. a person or organization which is the subject of a grievance, is given adequate
notice that a grievance has been received, the process the Rainforest Alliance will
use to address the grievance depending on the process the Rainforest Alliance
has established to follow, and that they have the right to provide information to
inform the process.

b. aperson managing a grievance case or approving a decision should declare any
personal interest that he or she may have in the proceedings, should run the
process and review information in a fair and unbiased way and should actin good
faith to reach a resolution; and

1 The documents related to the Rainforest Alliance certification program can be found at:
https://www.rainforest-alliance.org/business/certification-documents/
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VI.

VII.

VIII.

c. each party to a proceeding is entitled to ask questions, provide evidence, and
submit a request to the Rainforest Alliance for additional information from the other
party depending on the process the Rainforest Alliance has established must be
followed as not all interested parties will receive the same information.

Transparency: The Rainforest Alliance will keep records of all written communications and
conversations, including date, time and a summary of issues discussed. Parties involved are
requested to refrain from commenting publicly on the grievance until a decision is made
and all parties have been informed accordingly.

Confidentiality: The Rainforest Alliance will not share with other parties that are not part of
the grievance process: (1) the identity of the parties involved in the grievance, (2) details
of the grievance, or (3) the measures taken to resolve the grievance. However, the
Rainforest Alliance may share this information if there is a legal obligation to do so or if an
involved party makes a public statement regarding such a complaint. The Rainforest
Alliance reserves the right to share information from grievance and appeals processes in
an anonymised form, within Rainforest Alliance or for external reporting to support the
continuous improvement of the certification system.

Right to anonymity: The Rainforest Alliance will accept both anonymous grievances and
grievances in which the complainant identifies him/herself. However, anonymous
submission can hamper the Rainforest Alliance’s ability to arrive at a full understanding and
resolution of the grievance. Grievance submitters are encouraged to disclose their identity
to the Rainforest Alliance. The Rainforest Alliance will respect the confidentiality of a
submitter who wishes to remain anonymous to the party about which the complaint has
been made where revealing the identity could negatively impact the grievance submitter.

Right to pursue remedial action: Submitting a grievance through the Rainforest Alliance
Grievances and Appeals Mechanism does not affect the right of the submitter to pursue
other forms of remedial action, if necessary, once the RA grievances and appeals
mechanism has been concluded.

Protection from retaliation: Any person or organisation who is party fo a grievance
procedure must refrain from any form of retaliation against other concerned parties. The
Rainforest Alliance reserves all rights to sanction any participant in the grievance
procedure if they are found to have engaged in retaliatory action. This means that the
Rainforest Alliance may suspend the certificates of certificate holders, or sanction
certification bodies found to have retaliated against another party in a grievance process.
Submitters may provide information to the Rainforest Alliance on any concerns about
retaliation and how to mitigate such concerns.

Good faith: By submitting a grievance, the submitter accepts the provisions of this
grievance procedure. All parties involved in a grievance procedure are required to
engage in the process in good faith and with a genuine desire to seek resolution. The
Rainforest Alliance commits to engage in good faith in the resolution of any grievance and
to take any necessary corrective action to resolve grievances against the Rainforest
Alliance directly.

Process to follow: The Rainforest Alliance will establish which process the Grievances and
Appeals Mechanism should follow based on the case description:
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a. Desk Review for Grievances

b. Desk Review for Appeals

c. Investigation Audit by Certification Body
d. Investigation Audit by Rainforest Alliance

PROCESS

Desk Review for Grievances

1.

A grievance is submitted through the online grievance form or as an informal grievance
by an email, phone call, text message, media outlets, or news articles. An exception can
be made if the submitter is illiterate or has no access to the internet. A grievance includes
at least the following information:

name and contact details (unless the grievance is submitted anonymously)
description of the grievance

supporting evidence (optional)

description of the steps already taken to resolve the grievance at an informal or
direct level.

Q00oaQ

The Rainforest Alliance will assess whether the grievance is eligible to be addressed through
the Rainforest Alliance Grievance Procedure. A grievance is considered eligible if:
a. itis within the defined scope (as set out in principle | in the previous section);
b. a solution at an informal or lower level has been sought through the appropriate
channel as set out in principle Il in the previous section); and
c. the grievance has been submitted including the correct information (as set out in
process 1 above).

A grievance against a decision by the Rainforest Alliance is considered an appeal and will be
dealt with through an appeal procedure as described below.

3.

4.

5.

The Rainforest Alliance will inform the submitter within 3 weeks after receipt of the
grievance if the grievance is found eligible or non-eligible. In that case, the Rainforest
Alliance will appoint a grievance manager to handle the grievance in accordance with
this procedure. The grievance manager has appropriate contextual knowledge to handle
the case and is, as much as possible, impartial, and free of any conflict of interest in relation
to the grievance and the parties involved. If the complexity of the case so requires, the
Rainforest Alliance may appoint a committee of up to three persons, including one
grievance manager, to handle the grievance.

The Rainforest Alliance will:

a. inform the submitter in writing of the name and contact details of the
grievance manager and the process for handing the grievance;

b. inform the subject of the complaint in writing that a grievance has been
received, the subject of the grievance and the name of the grievance
manager;

c. invite the subject of the complaint to send in a written reaction and supporting
evidence. The Rainforest Alliance may decide to extend the period for
submitting a reaction and supporting evidence at the request of the subject
of the complaint if a valid reason is given.

Following receipt of any evidence from the party who is the subject of the complaint, the
Rainforest Alliance may request additional information from either party to develop a full
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picture of the situation. Any party requested to provide further information will be given 1
extra week to submit this to the Rainforest Alliance.

6. Within 3 weeks following the deadline for receipt of information, the Rainforest Alliance will
inform the parties of the Rainforest Alliance’s understanding of the situation and the
proposed resolution. Where an informal resolution is deemed possible, the Rainforest
Alliance will contact both parties to attempt to resolve the issue by mutual accord (if
applicable). Where this is not possible Rainforest Alliance will make a decision and inform
both parties of this decision by email, including the reasons for the decision and, if
applicable, any follow up measures to be taken. The Rainforest Alliance reserves the right
to extend the period for making a decision if the complexity of the case or other specific
reasons so require. The Rainforest Alliance will inform the parties in writing of any such
extension.

7. Either party may appeal the decision made by the Rainforest Alliance on a grievance, or
any other decision by the Rainforest Alliance, by submitting an appeal within 3 weeks after
the notification of the decision.

Desk Review for Appeals

1. An appealis a complaint against a decision made by the Rainforest Alliance. The appeal
is submitted through the online grievance form or as an informal appeal by an email. An
exception can be made if the submitter is illiterate or has no access to the internet. An
appeal includes at least the following information:

a. name and contact details of the appellant
b. specification of the decision

c. grounds of the appeadl

d. supporting evidence (if relevant).

2. The Rainforest Alliance will inform the appellant within 3 weeks after receipt of the appeal
if the appeal is found eligible or non-eligible. The appeal is eligible if it is within the defined
scope, and if the appeal has been submitted correctly.

3. If the appeal is found eligible, The Rainforest Alliance will appoint an appeal panel to
handle the appeal in accordance with this procedure. The appeal panel consists of three
people who have appropriate contextual knowledge to handle the case and who are, as
much as possible, impartial, and free of any conflict of interest in relation to the appeal
and the parties involved. Staff who handled the case in the first instfance cannot take part
in the appeal panel. The Rainforest Alliance may decide to appoint one person instead of
three. Also, the Rainforest Alliance may decide to appoint one or more external parties to
take part in the appeal panel.

4. After informing the appellant that the appeal is found eligible, the Rainforest Alliance will:

a. inform in writing the appellant of the names of the appeal panel.

b. inform in writing relevant Rainforest Alliance personnel that an appeal has been
received, the nature of the appeal and the names of the appeal panel appointed
to consider the appeal.

c. request relevant Rainforest Alliance staff to provide all relevant information and
supporting evidence. The Rainforest Alliance may decide to extend the period for
submitting information and supporting evidence if there are reasonable grounds to
do so.
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5. The appeal panel may request additional information from either the appellant or
Rainforest Alliance staff to complete their deliberations. Parties will be allowed 1 extra week
to submit further information as requested.

6. The appeal panel will decide on the appeal by consensus. If no consensus is possible, the
appeal panel will decide by majority vote. The Rainforest Alliance reserves the right to
extend the period for making a decision if the complexity of the case, or other specific
reasons so require. The Rainforest Alliance will inform the parties in writing of any such
extension.

7. Within 3 weeks following the deadline for receipt of information, the appeal panel will
inform the parties of Rainforest Alliance’s understanding of the situation and the proposed
resolution. Where an informal resolution is deemed possible the Rainforest Alliance will
contact both parties to attempt to resolve the issue by mutual accord. Where this is not
possible, the Rainforest Alliance will make a decision and inform both parties by email of
the decision, including the reasons for the decision and, if applicable, any follow up
measures to be taken.

8. The decision of the appeal panel shall be binding on all parties and no further grievance
or appeal on the same matter will be accepted. Submitters and the Rainforest Alliance

retain the right fo pursue other forms of remedial action after the conclusion of the
Rainforest Alliance appeal process.

Investigation Audit performed by the Certification Body

1. Referto the Policy to Conduct Investigation Audits

Investigation Audit performed by Rainforest Alliance

2. Refer to the Policy to Conduct Investigation Audits
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