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Agenda

• Welcome

• Why are grievance mechanisms important?

• Overview of the Rainforest Alliance's grievance systems

• Operation-level grievance mechanisms

• Independent research on effectiveness and next 

steps

• Certification Body grievance mechanisms

• The Rainforest Alliance's Grievance Procedure

• Current functioning, future directions

• Questions & Answers



Overview of our grievance system

Mandatory for all RA 

Certificate Holders

Mandatory for all RA 

Certification Bodies

Mandatory for RA 

under ISEAL ruleshttps://www.rainforest-

alliance.org/resource-

item/grievance-

systems/ 

https://www.rainforest-alliance.org/resource-item/grievance-systems/
https://www.rainforest-alliance.org/resource-item/grievance-systems/
https://www.rainforest-alliance.org/resource-item/grievance-systems/
https://www.rainforest-alliance.org/resource-item/grievance-systems/


5

Operation level grievance mechanisms
Farms, farm groups, and supply chain certificate holders

https://www.rainforest-alliance.org/resource-item/2020-sustainable-agriculture-standard-farm-
requirements/ 

https://www.rainforest-alliance.org/resource-item/2020-sustainable-agriculture-standard-farm-requirements/
https://www.rainforest-alliance.org/resource-item/2020-sustainable-agriculture-standard-farm-requirements/
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Operation level grievance mechanisms
Farms, farm groups, and supply chain certificate holders

Key findings:

• Most CHs at early stage of maturity

• Most GMs fall short of being fully 

accessible, trusted, transparent, 

and providing access to remedy 
(confirms 2021-2022 audit findings)

• Most common complaints are 

about working conditions and 

commercial issues

• Many GMs do not receive any 

complaints, signaling trust issues

• Engagement with trade unions is a 

key issue in design and 

implementation
https://www.rainforest-alliance.org/wp-

content/uploads/2023/04/The-Rainforest-Alliance-

Examines-Grievance-Mechanisms-through-

Independent-Study.pdf

https://www.rainforest-alliance.org/wp-content/uploads/2023/04/The-Rainforest-Alliance-Examines-Grievance-Mechanisms-through-Independent-Study.pdf
https://www.rainforest-alliance.org/wp-content/uploads/2023/04/The-Rainforest-Alliance-Examines-Grievance-Mechanisms-through-Independent-Study.pdf
https://www.rainforest-alliance.org/wp-content/uploads/2023/04/The-Rainforest-Alliance-Examines-Grievance-Mechanisms-through-Independent-Study.pdf
https://www.rainforest-alliance.org/wp-content/uploads/2023/04/The-Rainforest-Alliance-Examines-Grievance-Mechanisms-through-Independent-Study.pdf
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GM Maturity Framework
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Operation level grievance mechanisms
Farms, farm groups, and supply chain certificate holders

Next steps:

• Clarify standard requirements 

• Update guidance documents

• Provide more in-depth training to 

CHs and auditors

• Develop/improve worker-facing 

materials to better communicate 

GM availability and functioning

• Expand trade union engagement 

efforts

https://www.rainforest-alliance.org/wp-

content/uploads/2023/04/Study-on-the-

Implementation-of-Grievance-Mechanisms.pdf 

https://www.rainforest-alliance.org/wp-content/uploads/2023/04/Study-on-the-Implementation-of-Grievance-Mechanisms.pdf
https://www.rainforest-alliance.org/wp-content/uploads/2023/04/Study-on-the-Implementation-of-Grievance-Mechanisms.pdf
https://www.rainforest-alliance.org/wp-content/uploads/2023/04/Study-on-the-Implementation-of-Grievance-Mechanisms.pdf
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Operation level grievance mechanisms
Farms, farm groups, and supply chain certificate holders

Package includes:

• Slide deck and trainers’ guide for 

meeting with management (2 hr.)

• Slide deck and trainers’ guide for 

training sessions with Grievance 

Committee (1-2 days, adaptable)

• Pre-training quiz and post-training 

knowledge test

• Case studies and exercises

• Handouts to be shared with 

rightsholders to raise awareness 

about the GM

Next step:

• Training delivery to Kenya and 

Tanzania tea estates
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For grievances based on the services provided by the CB to 
the certificate holder

Documented grievance submission and management 
procedures 
(in compliance with ISO 17065)

1. Accessible

2. Keep confidentiality

3. Time bound

4. Capacity to manage

5. Anonymous grievances

6. Continuous improvement:

a. Record actions

b. Analyse all grievances

Certification Body grievance procedure
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Rainforest Alliance Grievance Procedure

Grievance Procedure

https://www.rainforest-

alliance.org/resource-

item/grievance-

procedure/ 

Key points:

• Grievances and Appeal Procedure

• Receiving Grievances (Online form, 

informal form)

• Grievance Inbox

• Timeframes and process

• Grievances registry and summary

• ISEAL Assessment Tool

• Areas of improvement

Benchmarking:

• Grievance Procedure has been 

benchmarked by The Remedy Project 

and we have used ISEAL GMs tool to self-

benchmark 

• Raising awareness among small farmers 

and workers; and more detailed reporting

https://www.rainforest-alliance.org/resource-item/grievance-procedure/
https://www.rainforest-alliance.org/resource-item/grievance-procedure/
https://www.rainforest-alliance.org/resource-item/grievance-procedure/
https://www.rainforest-alliance.org/resource-item/grievance-procedure/
https://www.rainforest-alliance.org/resource-item/grievance-procedure/
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Online Form

https://www.rainforest-alliance.org/business/certification/questions-and-complaints/ 

https://www.rainforest-alliance.org/business/certification/questions-and-complaints/
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Scope

The Grievance Procedure is open to 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 programs.

https://www.rainforest-alliance.org/wp-content/uploads/2020/12/RA-Grievance-Procedure.pdf
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Grievance Inbox

After the complainant has submitted the online form, the 
grievance will enter the inbox and from here we will 
review the information to establish if the case is eligible 
or non-eligible.

If “Eligible” the case will be sent to the corresponding 
team so they can perform an investigation and find a 
resolution.

If “Non-eligible”, the complainant will be informed, and 
the case will be closed.
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Timeframe Compliance

Grievance is received

10 business days to 
confirm if eligible o not.

Grievance found 

non-eligible

A non-eligible email is sent to the 
complainant and grievance is 

closed.

Grievance found eligible

The grievance is sent to the 
corresponding team and a 

grievance manager is appointed.

Introduction

Grievance manager introduces 
herself/himself with the 

complainant and the subject.

Submit evidence

The complaint can submit 
additional evidence and the 

subject can provide supporting 
evidence and a written reaction.

20 business days to receive evidence.

Investigation begins

After gathering all the necessary 
evidence, the grievance 

manager will begin with the 
investigation.

30 business days to resolve.

Resolution and 
Communication

After the grievance manager has 
resolve the case, a formal letter 

with the final decision will be sent 
to all parties involved.

Grievance is 
closed

Appeal

If the complainant or subject doesn’t 
agree with the final decision, they 
are free to appeal the decision.

The process then goes back to step 1 
to accept appeal and investigate 

furthermore
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Timeframe Compliance
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ISEAL Self-Assessment Tool
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ISEAL Self-Assessment Tool

1. Legitimate

2. Accessible

3. Predictable

4. Equitable

5. Transparent

6. Rights-Compatible

7. Source of continuous learning

8. Based on Engagement and Dialogue
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Areas of Improvement

• Grievance process categorization (desk review, 
investigation audit by the Rainforest Alliance, investigation 
audit by CB)

• Easy submission through the ChatBox

• New Grievance and Appeals document version

• Translate the document procedure and form to more 
languages
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Questions & Complaints

The Rainforest Alliance welcomes feedback, questions 

and complaints related to our interventions from all 

stakeholders as this information helps inform our 

continued efforts to promote positive change in 

agriculture. Please contact our teams in case of 

questions, and how you can file a complaint according 

to our grievance procedure.

RA Standard: customersuccess@ra.org

CBs: cbmanagement@ra.org

https://www.rainforest-alliance.org/resource-item/grievance-procedure/
mailto:Customersuccess@ra.org
mailto:Cbmanagement@ra.org
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Innovation on grievance mechanisms

“Making grievances feasible for 

smallholder farming households: 

Development of a cross-company 

grievance mechanism for the 

cocoa sector in Côte d’Ivoire” 

May 2023-February 2024

Funder: GIZ

GISCO implementing partners: 

Rainforest Alliance, Nestlé, Ferrero, 

Mondelez, Fairtrade Germany, 

Stiftung der Deutschen Kakao- und 

Schokoladenwirtschaft, INKOTA, 

Hamburger Stiftung für 

Wirtschaftsethik



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. 

rainforest-alliance.org

24


	Slide 1: Grievance Systems at Rainforest Alliance
	Slide 2: Introductions
	Slide 3: Agenda
	Slide 4: Overview of our grievance system
	Slide 5: Operation level grievance mechanisms Farms, farm groups, and supply chain certificate holders
	Slide 6: Operation level grievance mechanisms Farms, farm groups, and supply chain certificate holders
	Slide 7: GM Maturity Framework
	Slide 8: Operation level grievance mechanisms Farms, farm groups, and supply chain certificate holders
	Slide 9: Operation level grievance mechanisms Farms, farm groups, and supply chain certificate holders
	Slide 10
	Slide 11: Rainforest Alliance Grievance Procedure
	Slide 12: Online Form
	Slide 13: Scope
	Slide 14: Grievance Inbox
	Slide 15: Timeframe Compliance
	Slide 16: Timeframe Compliance
	Slide 18
	Slide 19: ISEAL Self-Assessment Tool
	Slide 20: ISEAL Self-Assessment Tool
	Slide 21: Areas of Improvement
	Slide 22: Questions & Complaints
	Slide 23: Innovation on grievance mechanisms
	Slide 24

