Overview of Revised ICS Process Flow
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Critical Control Point

Routing the complaint must be done
early and accurately. Otherwise
handling will be delayed and
expectations will not be met.
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Categorization and Routing
RSPO categorizes the case:
complaint against a CH (=1), CB (=2), AB
(=3), Member (=4) or the RSPO (=5).

To CH, CB and/ or AB (as
appropriate) for external evaluation
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and monitoring
corrective actions.
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Complaints against RSPO
(Cat 5), if not resolved by

direct engagement, will go
directly to the Complaints

Panel.
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Sanctions and
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Complaints Panel issues a ‘Complaints
Decision’ about whether the
Respondent was in breach of the
RSPO scheme.
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Substantial modifications proposed for the role of Complaints Panel (CP)
Proposal would narrow and focus the CP’s mandate . As a result, their decisions should carry
greater weight. The key changes are:
CP has the mandate to determine conformity (or lack thereof) of respondent.
- CP becomes more independent from RSPO and RSPO members.
- CP can define the scope of its investigation.
- CP has authority to recommend sanctions (but RSPO will issue them).
- CP proposes a corrective action plan (parties can comment on it)
- CP takes responsibility for writing and delivering a final “Complaints Report.
CP has no direct role in monitoring implementation (falls to the Secretariat).
Several important consequences: Allows us to define the timeline for processing complaints,
we no longer need to keep the CP as a ‘standing body’ (can be ad hoc basis), and the CP
now informs the Secretariat of their suggestions/lessons learned after every complaint.



