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COMPLAINT AND APPEALS 

FSC® Chain of Custody 

- The certified company or an interested party has the opportunity to send a complaint or an appeal to 

Certiquality srl using the format in the web page "Reports and Complaints" on the www.certiquality.it site 

or by sending an email to reclami@certiquality.it , the report must include a clear description of the 

complaint or appeal, the evidence in support of the reporting and references. 

- Upon receipt of a complaint or appeal, the Certiquality shall confirm whether the complaint or appeal 
relates to certification activities for which it is responsible and, if so, shall address it. 

- in positive case Certiquality gathers and verifies all necessary information to evaluate end decide; 

- Certiquality will retain the anonymity of the complainant in relation to the client, if this is 

requested by the complainant; 

- Certiquality will treat anonymous complaints and expressions of dissatisfaction that are not 

substantiated as complaints as stakeholder comments and address these during the next audit; 

- within two (2) weeks of receiving a complaint or appeal Certiquality provides an initial response, 

including an outline of the proposed course of action to follow up on the complaint or appeal,  

- within three (3) months of receiving the complaint or appeal Certiquality investigates the 

allegations and informs about all its proposed actions in conclusion to the complaint or appeal; 

- Certiquality notify the complainant when the complaint is considered to be closed.  

- The decision resolving the complaint or appeal shall be made by, or reviewed and approved by, 

person(s) not involved in the evaluation related to the complaint or appeal.   

A complainant has the opportunity to refer their complaint to ASI, if the issue has not been resolved 

through the full implementation of the Certiquality’s procedures, or if the complainant disagrees with the 

conclusions reached by the Certiquality and/ or is dissatisfied by the way the Certiquality handled the 

complaint.  

As the ultimate step, the complaint may be referred to FSC. 
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