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PRO-OFP 031 Complaint Procedures

The WSDA Organic Food Program has _eefab]ished a complaint procedure to help
ensure that complaints from applicants for certification, certified operations and the
publrc are processed and addressed in an order!y and tlmely manner.

App]lcablhty '
‘All applicants for certification, certrfled operations, or third parties may file a complaint
concerning the performance of the WSDA Organic Food Program, or concerning the
- compliance of applicants for certification and certified operations with the organic
standards.

Definition of a complaint

.. Forthe purposes of this policy, a.complaint is- defined as a contention of misapplication, B
. viclation or meqmtable application of the WSDA Organic Program Manual, the National

Organic Program or the European Organic Verification Program.
PROCEDURES |

Initiation of a complamt '
An applicant for certification, certified operation, or third party must initiate a complaint

. -within 30 days of when the. applicant for. certification, certified operation, or third party = .

B became aware. of the action’ or condition glvmg rise to the complaint.

Complaint report form :
The Complaint form (AGR 2216} will be completed for all complaints received. Any

WSDA Organic Food Program staff member may receive a complaint. Complaints will
be forwarded to the WSDA Organic Program Manager. Except, That, when the
complaint involves the Program Manager the complamt will be forwarded to the
ASS|stant Dlrector S -

The Program Manager or Assrstant Dlrector will mvestlgate the complaint and
summarize the results of the investigation in the flndlngs section of the report The
findings should include: _ : . _




e the reason for the complarnt
« - the actions or events that resulted in the complaint,
 the specific portion- of the WSDA Organic Program Manual, National Organic
- Program or European Organic Verification Program that have been violated, and
_e the remedy desired by the complainant.

Actions taken
_ The complaint report will include the complaint form and other relevant documents. |

" Based. on the complaint report the Program Manager or Assistant Director will o

determine if any actions need to be taken to address the comp[alnt Actions taken may
include but are not limited to the following:

. lssumg a Notice of Noncompllance Denlal Proposed Suspensmn or Revocation of |
Certification;

» Filing a complaint with the National Organlc Program;

. Evaluatlng and potentlally amendlng the WSDA Organic Program Manual.

Written resolutlon '

A written resolution of the complaint will be completed for all complaints received. The
Program Manager or Assistant Director will attempt to complete the resolution within 90
days of receiving the complaint, Exceptf, when there is an ongoing investigation or the
actions taken have not resolved the matter within the 90 day response time. A copy of
the written resolution will be prowded to the complamant

T Documentatlon |

Any actions taken will be documented in the complaint flle A Complaint file will be
maintained that will include a record of all complaints including the complaint form,

.. actions taken and the written resolution.




