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COMPLAINTS MECHANISM

THE RESPONSIBLE
JEWELLERY COUNCIL

The Responsible Jewellery Council (RJC) is a not-for-profit standard-setting
and certification organisation founded in 2005.

ABOUT THE COMPLAINTS MECHANISM

The Complaints Mechanism defines how the RJC responds to complaints regarding potential non- conformance
with the RJC Certification System.

The Disciplinary Proceedings — as established in the RJC Assessment Manual — describe the process followed
by RJC for known misconduct by members or accredited auditors or audit firms referred to as Conformity
Assessment Bodies or CABs. A complaint may lead to the disciplinary proceedings being triggered.

This is a ‘living document” and the RJC reserves the right to revise the Complaints Mechanism based on
implementation, experience and emerging good practice. The version posted on the RJC website supersedes all
other versions. To verify this document is current, please visit: www.responsiblejewellery.com

The official language of this document is English. If this document is available in other languages, any clarification
on definitions should refer to the english version. You can always find the latest version of this document using the
above link to the RJC website.

Version History - Current Version 2.0 — 2020; Version 1 -2012.
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INQUIRIES OR FEEDBACK

The RJC welcomes feedback on this document. Please contact the Responsible Jewellery Council
by email, telephone or post:

Email: complaints@responsiblejewellery.com
Telephone: +44 (0)20 7321 0992

Responsible Jewellery Council
Second Floor

Quality House,

5-9 Quality Court

Chancery Lane,

London WC2A 1HP

UK

DISCLAIMER

No guarantee, warranty or representation is made as to the accuracy or completeness of the Complaints
Mechanism and other documents or information sources referenced in the Complaints Mechanism. Compliance
with the Complaints Mechanism is not intended to, nor does it replace, contravene or otherwise alter the
requirements of any applicable national, state or local governmental statutes, laws, regulations, ordinances, or
other requirements.

Please note this Complaints Mechanism document gives general guidance only and should not be regarded as a
complete and authoritative statement on the subject matter contained herein.

Compliance with the Complaints Mechanism by non-members is entirely voluntary and is neither intended to,
nor does it create, establish, or recognise any legally enforceable obligations or rights against the RJC and/or its
Members or signatories.

The Complaints Mechanism does not create, establish, or recognise any legally enforceable obligations of the RJC
and/or its Members or signatories to non-members. Non-members shall have no legal cause of action against the
RJC and/or its Members or signataries for failure to comply with the Complaints Mechanism.
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Al

A.2:

PURPOSE AND SCOPE

The RJC aims to ensure the fair, timely, and objective resolution of complaints relating to potential
non-conformance with the RJC certification and assurance system or with its conduct in relation to
governance and palicies. This document sets out the RJC Complaints Mechanism.

It is a condition of participation in RJC activities for RJC Members and Accredited Auditors to submit to
the complaints procedure outlined in this document, and to be bound by the decisions of the RJC. The
RJC’s Articles of Association, section 3.13, describe the disciplinary proceedings which may result in loss
of RJC Membership, which are available at www.responsiblejewellery.com/about/governance/

This complaints procedure does not replace or limit access to legal remedies. The RJC also requires

members and accredited audit firms to have their own complaints mechanism and dispute resolution
procedures. The requirements for these mechanisms are established in COP 2019 provision 18.4 for
members, and section 9.8 of ISO 17021-1:2015.

Feedback and suggestions for improvements to the RJC standards, accompanying guidance, or
assurance system are welcome and should be provided directly to the RJC management team to
consultation@responsiblejewellery.com for standards or accreditation@ responsiblejewellery.com
for assurance.

TERMS AND DEFINITIONS

Appeal A formal procedure commenced by a Complainant in the prescribed form, which seeks
to challenge a prior determination by the RJC of a Complaint.

Complaint A formal expression of dissatisfaction made by a Complainant to the RJC in the
prescribed form relating, but not exclusively, to:

* Certification status of a Member;

e Accreditation status of an Auditor or Audit Firm (CAB);

» Conduct of Members or Auditors during verification assessments or the Auditor’s
recommendation for/against certification to the RJC;

» (Conduct of the RJC during Auditor accreditation;

» Conduct of the RJC with regards to its governance and policies.

* Afinding made by the RJC’s appointed oversight body with regards
to an accredited CAB.

Complainant Member, employee of a Member, Auditor or third party which the RJC determines has
a relevant and sufficient interest in Member Certification under the Code of practices or
Chain of Custody Certification.

Respondent  RJC, Member, CAB, or Auditor against whom a Complaint is lodged.
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A.3: WHO CAN COMPLAIN?

A4:

A.5:

Complaints will be accepted from:

* RJC Members and/or their employees;

» Accredited Conformity Assessment Bodies (CABs) and/or auditors;

* Third parties with a material interest in the Member Certification under the Code of Practices (COP),
or Chain of Custody (CoC) Certification, such as community groups, non-government organisations,
retailers, trade unions, or those with explicit authority to represent a Complainant.

» Information received by RJC may trigger a complaint where evidence is identified or provided that

could bring the RJC into disrepute.

Please note that the RJC’s Disciplinary Proceedings may be triggered without an active complaint, where
known misconduct has been identified or raised (refer to section 5.2 Disciplinary Proceedings in the RJC

Assessment Manual 2020).

PRIOR PARTICIPATION

Whistleblowing situations exempt, prior to submitting a complaint via the RJC procedure, complainants

are encouraged to make all reasonable attempts to resolve their complaint at the lowest, most appropriate
level. Wherever possible, this includes raising the complaint directly with the person/organisation subject to
the complaint and giving the respondent an opportunity to respond and/or rectify the situation.

TOPIC OF COMPLAINT — EXAMPLES PRIOR PARTICIPATION OPTIONS

Conduct of Auditor:
for example, alleged poor competence or conduct
during an audit.

Raise complaint with an Accredited Conformity
Assessment Body, of which the Auditor is an employee
or contractor.

Conduct of an employee of a Member:
for example, during audit process or in general
interactions with other parties.

Raise incident directly with Member organisation first
to give opportunity to clarify and/or rectify.

Certification status of a Member or entity under

the Control of a Member:

for example, alleged non- conformance with the COP

or the CoC standard, or inadequate implementation of
corrective action plans.

If appropriate, raise issue directly with Member
organisation first to give opportunity to clarify and/or
rectify.

SUBMISSION OF COMPLAINTS:

How to submit a complaint:

» Complaints must be submitted in writing using the RJC complaints form — see section B page 14.

— in hard copy addressed to: Assurance Manager, Responsible Jewellery Council, Second Floor,
Quality House, 5-9 Quality Court, Chancery Lane, London WC2A 1HP

— by email addressed to: complaints@responsiblejewellery.com
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A.G:

AT

A.8:

* Initial telephone inquiries can be made to seek guidance on the submission of a complaint, this can
be done anonymously.

— by telephone on +44 (0)207 321 0992 7 RJC Complaints Mechanism
* Unless otherwise agreed by the RJC, Complaints and supporting documentation must be submitted
in English. Where original supporting documents are expressed in a language other than English,

Complainants must submit the original documents and official translations into English. The costs of
translations will be met by the Complainant.

* Copies of any original documents, not the originals, should be submitted.

» Non-confidential versions of documents are requested where possible, to assist the RJC to provide
the Respondent with relevant details of the Complaint.

SUPPORTING EVIDENCE

To be considered, complaints must usually be submitted with supporting evidence. This includes
credible information, records, observations, personal knowledge and/or statements of fact, which can
be qualitative or quantitative. Where a complaint relates to a Member’s conformity to the COP or CoC
standards, the complaint must reference the relevant provisions of the COP or CoC standard. Through
the admissibility procedure — see section A11 below —the RJC will determine whether the complaint is
credible.

CONFIDENTIALITY AND ANTI-TRUST POLICIES

The RJC will keep the existence of specific complaints and all proceedings of the complaints process
confidential. The RJC reserves its right to publicly report, anonymously and in aggregate, on the
complaints received and how they were resolved. The RJC is committed to complying with all relevant
antitrust and competition laws and regulations and, to that end, has adopted an Anti-trust policy and a
Confidentiality policy (available at www.responsiblejewellery.com/about/policies/)

POSSIBLE OUTCOMES OF THE COMPLAINTS
MECHANISM

In general terms, there are two possible outcomes at the initial phase of the complaints process:

1. The complaint will not be admitted either because it does not meet the admissibility criteria (table 1)
or may be dismissed because it is out of scope (see step 1 below).

2. The complaint will be admitted, and the course of action may involve any of the following:
* The matter may be flagged for the next scheduled audit;
» (orrective actions may be undertaken by the Respondent;
» Disciplinary proceedings may be initiated and sanctions may be applied;

e Anad hoc investigative audit may be requested by the RJC (performed by an
independent third party, appointed by the RJC, the costs of which will be met in
accordance with section A.9)
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A9: COSTS

The RJC aims to minimize the costs of the complaints process for all parties. Where a formal
investigation is contemplated or initiated, parties to the complaint will need to agree on the sharing of
costs. An equal sharing of costs should be the starting point for negotiation, or otherwise at the RJC's
discretion. RJC will generally waive the costs of complaints or appeals process in the case of individual
whistleblowers, unless the complaint is found to be disingenuous. 8 RJC Complaints Mechanism

A10: COMPLAINTS FLOWCHART

The RJC Complaints Mechanism can deal with complaints via a process of dialogue, and/or via formal investigation.

Figure 1 is a flowchart providing an overview of the processes for dealing with complaints. Each of the
numbered boxes is explained further in section A.11

COMPLAINT*
oy Dialogue/
- . 2. Whistel- 3. Referal to & .
1. Admissable?* e respondent 4. Resolved?
blowing respondent e
5. RJC Monitor
v Responsibility? actions**
@ 6. Can we wait
7. Formal ‘ N
investigation < ll( 1) 11(111119’“
. i RJC action
With merit: required
Appeal
s 8. Corrective action Flag for Record of
3k )
Complaint dismissal sanctions* next audit result*

* All complaints and outcomes to be logged.  ** If appropriate Complaint*

If resolution by respondent is unsuccessful, RJC will notify parties of its intention to make a decision on next steps.
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All: FLOWCHART STEPS

This section describes the steps illustrated above. Please note that complaints may not necessarily be
subject to all 10 steps, and may conclude earlier.

To be admissible, a complaint must fall within the scope of the RJC Complaints Mechanism.

The RJC Complaints Mechanism relates to (potential) non-conformance with the RJC’s certification or
assurance systems or with its conduct in relation to governance and policies. Admissible complaints
therefore include:

Certification status of a Member or entity under the Control of a Member;
Accreditation status of an Auditor or Conformity Assessment Body (CAB);

Conduct of Members, entities or Auditors during audits or the Auditor’s recommendation for/
against certification by the RJC;

Conduct of the RJC with respect to Auditor accreditation;
Conduct of the RJC with respect to its governance process and policies.

A finding made by the RJC’s appointed oversight body with regards to an accredited CAB.

Out of scope:
The following types of complaints fall outside the scope of the RJC Complaints Mechanism and are not
admissible:

Complaints from interested parties concerning private disputes between them (or those they
represent) and Members and/or Auditors, where the disputes do not explicitly relate to RJC
certification and/or accreditation status.

Complaints that are trivial, vexatious or appear to have been generated to gain competitive
advantage.

Complaints that are not supported by compelling, objective evidence. Where no or insufficient
evidence is considered to have been submitted, RJC will request further information. Where no
information is received within 30 days of RJC’s request, the complaint will be dismissed.

Anonymous complaints, unless they relate to a whistleblowing situation.

If there are judicial proceedings in progress or pending.

Regardless of the admissibility, all complaints received by the RJC and their progress are recorded in
the RJC's Complaints Register. Complaints are first assessed for admissibility by the RJC Assurance
Manager and categorised in accordance with the criteria described below. Once categorised, the
complaints are treated as follows:

- Level (category) 1: dismissed

- Level (category) 2: admissible

The admissibility of complaints will be communicated to the complainant within 15 working days of
receipt.
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Table 1: Criteria for Admissibility

CRITERIA

Origin of complaint

COMPLAINT LEVEL 1

Not verifiable, without veracity

LEVEL 2

Verifiable and holds veracity

Reporting timeframe

More than one year after incident

Within one year of incident

Supporting evidence

None

Provided and sufficient

Relation to the scope of the RJC

Complaints Mechanism Quiterseeps In scope
Relation to a current RJC Member B = (ol el Yes
nonmember/ no longer a member
Relates to COP or COC conformity,
. . . No Yes
existence of a valid RJC certificate
Relation to a current RJC accredited | Not accredited/not currently Yes

CAB or Auditor

accredited

A whistleblower is a person who alleges misconduct, usually within their own organisation. Where
these allegations are admissible as complaints under the RJC Complaints Mechanism, they can

be submitted by employees of Members, Auditors or the RJC. Whistleblowing complaints can be
submitted anonymously, in which case a code name will be assigned by RJC or must be provided by the

Complainant.

Any Complainant, making a complaint by telephone, on explaining that they wish to report what they
reasonably believe to be a wrongful act, will be asked if they wish the call to be handled anonymously.
The Complainant raising the concern need not disclose their identity if they choose to maintain their
anonymity. Where the individual raising the concern identifies themselves, their identity will not be
further disclosed to persons dealing with the complaint without the individual’s consent. The individual
may upon raising a concern leave a code name, rather than disclosing their identity, in order to facilitate
follow up calls whilst maintaining anonymity.

All concerns will be treated in confidence. The matter will not be disclosed unless it is necessary for the
investigation, or the person raising the concern agrees to the matter being so disclosed. The RJC will

not take any action in retaliation in any way or otherwise discriminate against any person who lawfully
provides information. Research findings and investigation outcomes — where conducted — will be
provided by the Executive Director or an office bearer of the Council to a Complaints panel (see flowchart

step 7) for review.

The reports will be passed to the RJC Executive Director or an office bearer of the Council, such as the
Assurance Manager who will then record and start the Complaints Mechanism steps.
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Whistleblowing cases exempt, the RJC will forward non-confidential versions of complaints it receives to
appropriate contacts at the Respondent. This provides for an informal process that emphasises dialogue
between the parties and/ar resolution by the respondent, with the RJC playing a facilitative role if
appropriate. Alternative dispute resolution mechanisms can also be employed, where allocation of costs
can be agreed between the parties.

Conformity Assessment Bodies” internal systems, supported by ISO 17021, should serve to address
the majority of complaints about auditors and audit results, without the need for the RJC to
become actively involved.

The complaint may be resolved through the dialogue process itself, or a resulting agreement reached
as to specific outcomes such as remedial or corrective action. Where agreed resolutions are required,
progress will be monitored by the Assurance Manager and the complaint closed upon effective
implementation. Where actions are required and not implemented effectively within agreed timeframes,
the Disciplinary Proceedings will be triggered. Refer to Appendix 2 in the Assessment Manual for a
corrective action plan template.

Complaints that have not been resolved by a process of dialogue and/or respondent action, will be
referred back to the RJC Assurance Manager for a determination of RJC's responsibility for further,
formal processes to progress resolution of the complaint, including requests for further information.
At this stage, the complaint will be escalated and reviewed with the Executive Director.

If the complaint is not resolved, the RJC may take further action on unresolved complaints that relate to
areas of RJC responsibility:

* Auditor or Conformity Assessment Body Accreditation
* RJC Membership
* RJC Certification

The failure of respondents to adequately resolve complaints may trigger further action by the RJC.
Unresolved complaints that fall outside of RJC’s responsibility may be referred back to the parties for
further dialogue, facilitated by third parties as appropriate. If a subsequent cycle of dialogue or action by
the respondent is unsuccessful, RJC will notify parties of its intention to make a decision regarding next
steps.

At this stage, the RJC will determine which next steps to follow, which will generally take one of the
following:

 Flagged with the member’s accredited audit firm for the next scheduled audit;
» (Corrective actions to be implemented by the Respondent;
* Disciplinary Proceedings triggered and sanctions may be applied; or

* An ad hoc investigative audit, which may be unannounced.

The complaints process is not intended to function as a surrogate audit. Complaints about a Member’s
certification status that do not relate to critical breaches of the RJC COP or CoC standards, are likely to
be flagged for the next audit cycle or may be managed entirely by the RJC.
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These include:
» Potential Minor or Major non-conformances with the COP or the CoC standard; or
» Matters that can be, or are being, addressed through corrective action by the respondent.

Complaints Mechanism Complaints that will trigger the disciplinary proceedings and/or formal
investigation include:

* Based on known misconduct or critical breaches;

» Failure by a Respondent to try to resolve the matter in good faith;
* Breach of contract by an accredited CAB;

* Whistleblowing; or

* Any other matter that the Council may deem substantive and applicable.

Where triggered, formal investigation will be conducted following these stages:

» The Executive Director appoints a complaints panel, comprised of the RJC Assurance Manager and
an independent third party (further parties may be appointed if deemed necessary).

 The panel conducts an investigation, making full use of all available information that can be
gathered remotely.

* An onsite investigative audit may be necessary to collect further information.

* Aninvestigation report will be produced, that determines whether the complaint can be upheld,
and has a clear recommendation for action.

The investigation report will first be presented to the Executive Director, where the recommendation
for action is discussed and agreed prior to presenting to the Assurance Committee. The outcome of the
investigation will be to either (1) uphold the complaint, or (2) dismiss the complaint.

Where the investigation does not uphold the complaint, the respondent and complainant will be notified
that the complaint is closed.

Where the complaint is upheld, the panel will recommend one of the following actions:
* Requirement for corrective action plans
* Suspension or withdrawal of certification
 Temporary or permanent loss of RJC Membership
* Suspension or withdrawal of accreditation (auditors and/or CABs)

* Requirement for further audit to investigate and/or follow up on corrective actions

The RJC will act on the Assurance Committee’s decision with regards to the recommendation and
communicate the decision to the complainant and respondent. All corrective actions, where required,
will be monitored for progress and effectiveness by the Assurance Manager, escalating to the Executive
Director where necessary. Failure to implement corrective actions will trigger the RJC’s Disciplinary
Proceedings (as detailed in section 5.2 of the Assessment Manual).

If the complaint involves whistleblowing against the RJC, an independent expert will be responsible for
the investigation and for determining any actions to be undertaken. The responsible person may appoint
an ad hoc panel (excluding RJC staff or officers where appropriate) to conduct the investigation and
make recommendations.
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Al2:

A.l3:

Members, CABs and auditors have the right to appeal loss of RJC Membership or RJC Accreditation
within three months of notification of the relevant decision. Section 3.18 in the RJC's Articles of
Association makes provisions for appeals to be heard under the rules of arbitration of the Chartered
institute of Arbitrators (UK), by an arbitrator appointed by its president. The costs of an appeal will be
shared equally between the appellant and the RJC. Section 7.1 in the Accreditation Process and Criteria
details the process for suspension and withdrawal of accreditation. Other outcomes of the complaints
process can also be appealed within three months of notification of the relevant decision, where there is:

* A lack of due process in the complaint process;
* Failure to consider significant evidence.

Appeals will be heard via reconsideration of the complaint in a formal investigation process
under a different panel. The costs of the reconsideration will be shared equally between the
appellant and the RJC.

TIMEFRAMES

» Acknowledgment of receipt of a complaint: 5 working days from date of receipt
* Initial assessment of admissibility: 15 working days from date of receipt
» Request for additional information: 20 working days from date of receipt

» Re-assessment of admissibility (in case additional information provided):
10 working days from date of receipt of additional information

» Completion of the investigation is dependent on the circumstances.

COMPLAINTS REGISTER

All complaints received by the RJC, supporting documents and the complaints progress and outcomes
via the complaints mechanism, will be recorded in the Complaints Register. The register will be
maintained by the RJC for each specific complaint for a period of 5 years from the date of reporting/from
the date the complaint is concluded and/or deemed closed. 14 RJC Complaints Mechanism RJC
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B.I: SUBMITTING A COMPLAINT

To submit a complaint, please fill out this form and send it by post, email or fax to:

Post: RJC Assurance Manager, Responsible Jewellery Council, Second Floor Quality House,
5-9 Quality Court, Chancery Lane, London WC2A 1HP
Email: complaints@responsiblejewellery.com

Telephone: +44 (0)20 7321 0992 (for information)

B.2:  RESPONSIBILITIES OF PARTIES

Complaints will be dealt with in accordance with the RJC Complaints Mechanism. Disclaimer: All parties
to a complaint acknowledge and agree to hold the RJC harmless in connection with resolution of any
complaint pursuant to this procedure.

B.3: ADMISSIBILITY

Refer to Step 1 on page 9 above for details on how RJC classifies admissible complaints, and the
process followed.

B.4: IDENTIFICATION OF PARTIES

PARTIES

Complainant:
(the person or organisation
raising the complaint)

Respondant:
(the party who is the subject
of the complaint)

RJC Member and/or Facility to which
this complaint relates (if applicable)

Name of Auditor/s to which this
complaint relates (if applicable)
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CONTACT DETAILS FOR COMPLAINANT

Organisation(s)

Contact person

Position/role

Address

Phone number
(including country code)

Fax number
(including country code)

Email address

COMPLAINANT’S CREDENTIALS

Please state your interest in the
Member, Auditor, and/or other
subject matter of the complaint.

Please acknowledge that you are authorised to make this submission on the above named
organisations” behalf. (NOTE: Whistleblowing situations exempt.)

Signed Dated
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B.5:  BACKGROUND INFORMATION

ISSUES SEE DOCUMENT(S) WEBSITE

Certification status of
a Member or entity
under the Control of a
Member

* Code of Practice (COP) https://www.responsiblejewellery.com/
* CoC standard membership/search-the-rjicmembership-
* Membership agreement | register/

https://www.responsiblejewellery.com/auditors/
find-an-auditor/

Accreditation status of | « RJC Accreditation L
https://www.responsiblejewellery.com/wp-

an Auditor or CAB Process and Criteria : o
o e content/uploads/RJCAuditor-Accreditation-
Criteria-2019-1.pdf
. https:/ : iblejewellery.com/

Conduct of Audits * RJC Assessment Manual Ups:/www.responsiblejeweliery.com
standards/assurance/

RJC Governance and | * Articles of Association https://www.responsiblejewellery.com/about/

policies * Policies policies/

B.6: COMPLAINT

a. Focus of complaint (please mark boxes as appropriate):

Certification status of a Member; Accreditation status of an Auditor or CAB;

Conduct of Members or Auditors during verification assessments or the Auditor’s
recommendation for/against certification to the RJC;

Conduct of the RJC during Auditor accreditation;

Conduct of the RJC with regards to its governance, policies and procedures.

A finding made by the RJC’s appointed oversight body with regards to an accredited CAB.

Other
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b. Have you sought to resolve the matter directly with the respondent?
(If yes, please provide details).

c. What remedy is being sought in your complaint?.

d. Please summarise your complaint below, referring to attachments and using
additional pages where appropriate.

Additional documentation such as published reports, guidance documents, witness statements,
photographs or other materials which substantiate the allegations should be provided wherever possible.

* Do not send original documents, submit copies only.

* Non-confidential versions of documents are requested, to assist the RJC to provide the
Respondent with relevant details of the Complaint




For enquiries about the contents of this document,
please contact the RJC on +44 (0)207 321 0992 or
email info@responsiblejewellery.com

RESPONSIBLE
JEWELLERY
COUNCIL

THE COUNCIL FOR RESPONSIBLE JEWELLERY
PRACTICES LTD.

Office 3, 3rd Floor Hind House
2-3 Hind Court

London

EC4A 3DL

The Responsible Jewellery Council is the
trading name of the Council for Responsible
Jewellery Practices Ltd.

Registered in England and Wales with
company number 05449042.

Dated: July 2025
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