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The Forest Stewardship Council® (FSC®) is a multi-stakeholder organization governed by consensus. FSC certification
takes place according to agreed standards and procedures, and safeguards ensure that stakeholders comply with FSC
requirements. When problems arise, the FSC Dispute Resolution System (DRS) ensures that they are resolved in a
fair, transparent way. It is a venue for stakeholders to voice concerns, an important means for feedback to FSC, and a
mechanism that drives continuous improvement in the system.
The FSC DRS is defined in the FSC Dispute Resolution Standard (FSC-STD-01-005) and associated documents, which
were developed through consultation with stakeholders. This standard conforms to the requirements of the International
Organization for Standardization (ISO).
FSC has a web-based mechanism, hosted on www.fsc.org, for stakeholders to submit and track complaints and appeals.
Stakeholders may use the on-line dispute resolution form to initiate the dispute resolution process.

Levels of engagement
A key principle of the FSC Dispute Resolution System is that disputes should be addressed at the lowest level possible,
meaning between the parties most directly involved in the issue. Only when resolution fails at the lowest level should
the next highest level be engaged. At each stage, complainants should first seek to resolve their concerns in an informal
fashion and then, if this fails, through a formal procedure.
For example, a stakeholder who has concerns about a certificate holder should first contact the certificate holder
directly. If the complainant’s concerns are not addressed in satisfactory manner, he should then contact the certification
body (CB). If this in turn does not resolve the concerns, the complainant may then engage FSC or ASI.

How to file a complaint to a CH or a CB
Records of all FSC certificates are stored at info.fsc.org. If you have a concern or complaint against a certificate holder
(CH) you can search this database for their contact information, details about the certificate and company information.
For forest management operations you can also find certification reports in the database.
Each certificate has a certification code which tells you which CB issued that certificate. You can find more information
about the CB, including contact details, on the Accreditation Services International (ASI) website.
Certification bodies have their own formal dispute resolution systems for resolving complaints according to the FSC
requirements. Further information about a CB’s dispute resolution procedures can be found on its website.
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How FSC manages complaints
FSC has in place two different procedures for resolving
complaints. Most complaints fall under FSC-PRO-01-008, but
where evidence exists of a serious violation of FSC’s core values
FSC-PRO-01-009 may be used. All procedures and standards
of the FSC Dispute Resolution System can be found on the
stakeholder portal at www.fsc.org.
FSC-PRO-01-008
FSC

Complaints are addressed by an FSC staff member who works
to reach a resolution within thirty days. If a resolution cannot
be reached either the Director of FSC AC or the ASI Managing
Director will provide the parties with a response within sixty days
from receiving the complaint.
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FSC-PRO-01-009

or FSC

POLICY FOR THE
ASSOCIATION OF
ORGANIZATIONS
WITH FSC
This policy defines FSC’s position on
unacceptable activities of organizations
associated with FSC and the mechanism for
disassociation. This is intended to safeguard
FSC’s reputation around the world.
Unacceptable activities range from violations
of traditional and human rights in forestry
operations to illegal logging.

This procedure is used for resolving complaints that allege
violations of the FSC Policy for Association of Organizations
For more information please read FSCwith FSC. Complaints are evaluated by an independent panel,
POL-01-004.
which is impartial, free of any conflict of interest in relation to
the complaint, and whose members have been endorsed by the
parties to the complaint. The Director of FSC AC shall appoint the
complaints panel within thirty days of accepting the complaint. The panel will then evaluate the complaint and provide
recommendations to the FSC Board of Directors for final decision-making within sixty days. Strict conditions must be
met for a stakeholder to file a formal complaint.
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How to file a complaint against FSC
Things to include when filing a complaint to FSC
• Basic information about yourself
• Details about the complaint (including details of all relevant stakeholders and a detailed summary of the issues)
• Evidence to support your complaint
• Expected outcomes
• Evidence of the steps already taken to resolve the complaint at the lowest level

Example: Complaint against a company sourcing controlled wood
If no resolution
after

If no resolution
after

2 MONTHS
Complaint
to certificate
holder

If no resolution
after

3 MONTHS
File complaint with
certification body

2 MONTHS
File complaint
with ASI/FSC

This timeline shows the maximum time that it can take to resolve a complaint – most cases will take less time than
this. CHs are encouraged to act as promptly as possible considering the gravity of the stakeholder concerns.
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Time to reach
decision on appeal
3 MONTHS
Appeal to
ASI/FSC

Case closed

If the CH cannot resolve the complaint, the CB will evaluate it and take the appropriate action, which could include
stopping the sourcing of controlled wood from the supplier.
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For more information visit
www.fsc.org/disputeresolution
or email
dispute.resolution@fsc.org
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