
  
GRMA Certification Annex II - Dispute Resolution Process 

 

Page 1 of 4 
Confidential Information of The Global Retailer and Manufacturer Alliance, Inc. (GRMA). Copyright © 2020 GRMA, All Rights 
Reserved. 

Terms: 
 

a. Inquiries: Questions that may arise as to the interpretation of an element in the Standard or 
scheme requirements. Inquiries are for information purposes only and are not meant to 
mediate any formal dispute between Supplier (manufacturer) and Certification Body. 

b. Complaints: Specific concerns that arise during a GRMA conformity assessment (audit). These 
are issues that do not rise to the level of a formal dispute but are expressed to the GRMA by 
either party. These do not include issues that have risen to the level of a formal dispute within 
the Supplier/CB contract. 

c. Dispute (Grievance): This is a formal dispute issued from the Supplier (manufacturer) that has 
already gone through the formal appeals process as outlined in the Supplier/CB contract for 
applicants or certified companies’ services and was not effectively resolved for the Supplier. A 
dispute must have first gone through the entire process as outlined by each of the Certification 
Body’s procedures.  

i. The dispute process may be utilized for performance management issues with a CB with 
steps V & VI functioning as an appeals process.  

 

Process: 
Inquiries: All general inquiries (that do not relate to a specific dispute between Supplier and Certification 
Body) will be brought to the attention of the management team of the GRMA. An inquiry can be 
reported to the Executive Director (or appointed designee) of GRMA either by telephone, email, or 
letter.  The GRMA will log the inquiry with the following information:   
 

a. Name, organization, and e-mail address of the party that submitted the inquiry;   
b. Name of the supplier/certification body against whom the inquiry is made; 
c. Date received;  
d. Inquiries;   
e. Reference to the specific standard, policy, and/or procedure allegedly violated;  
f. A description of how the supplier/certification standard, policy, and/or procedure was allegedly 

violated;  
g. If applicable, evidence of compliance with section XX of the GRMA requirements;  
h. Date Resolved  

 
It will be the policy of the GRMA to respond to these general inquiries within ten (10) business days. 
 
If the inquiry cannot be resolved in the ten (10) business days, GRMA will consider the inquiry complex 
and such inquiry may need to be brought before the GRMA Tech Committee. Every good faith effort will 
be made to convene the Committee as soon as reasonably practicable; however, its standing meeting 
schedule is every 30-days. The unresolved complex inquiry will be brought before the Committee at its 
next scheduled meeting. 
 
GRMA will provide a written response via email or letter to all inquiries. 

 
Complaints: When a complaint is submitted to the GRMA, GRMA will first determine if the complaint 
should be construed as a formal dispute. If either or both parties involved in the complaint feel the issue  
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should be reviewed within the formal Supplier/CB appeal process, GRMA will provide the complaint to 
the CB for them to engage in their established process. If the issue does not rise to such level, GRMA will 
work timely and in good faith to resolve this issue. This will be undertaken by GRMA as soon as 
reasonably practicable. The GRMA will log the complaint with the following information:  

i. Name, organization, and e-mail address of the complainant;  
j. Name of the certification body against whom the complaint is made; 
k. Date received;  
l. Inquiries;   
m. Reference to the standard, policy, and/or procedure allegedly violated;  
n. A description of how the certification standard, policy, and/or procedure was allegedly violated;  
o. If applicable, evidence of compliance with section XX of the CB procedure states “it is the 

responsibility of enquire to submit documents sufficient to show that the complainant has 
exhausted all reasonable means of complaint resolution with [CB] in accordance with [CB’s] 
complaints procedure.”  

p. Date Resolved  
 
 
If the complaint cannot be resolved by GRMA within in the ten (10) business days, it is considered 
complex and may need to be brought before the GRMA Tech Committee. Every good faith effort will be 
made to convene the Committee as soon as reasonably practicable; however, its standing meeting 
schedule is every 30-days. The unresolved complex complaint will be brought before the Committee at 
its next scheduled meeting. 
 
GRMA will provide a written response via email or letter to all complaints. 
 
Dispute: When an issue has arisen between a Supplier and Certification Body, and has gone through the 
entire appeals resolution process as outlined in the Supplier/CB contract for audit services, and has not 
been resolved to the satisfaction of the Supplier, the following process will occur: 
 
Step I - Initiation of Dispute: A formal complaint letter from the Supplier will be delivered to the GRMA 
Executive Director by either delivery service or email. If by email, confirmation of receipt must be 
established. This complaint letter will be a summary outlining the issue in dispute 
 
Step II – Recording of Dispute: GRMA will log the dispute with the following information: Supplier 
Name, Standard, CB name, date received, complaint, resolution and date resolved.    
 
Step III – Information Gathering: GRMA will issue a request to the CB and Supplier for any information 
relevant to the disputed issue and obtained in the course of the previously completed Supplier/CB 
appeals process.  Such GRMA request will be made as soon as reasonably practicable following GRMA’s 
receipt of the dispute. The GRMA requested information shall be provided to GRMA within five (5) 
business days of the GRMA request.  
 
Step IV – Mediation: GRMA Management team will attempt to mediate a resolution between the 
parties. This will occur as soon as reasonably practicable following GRMA’s receipt of the information 
requested by GRMA from the Supplier/CB appeals process. 



  
GRMA Certification Annex II - Dispute Resolution Process 

 

Page 3 of 4 
Confidential Information of The Global Retailer and Manufacturer Alliance, Inc. (GRMA). Copyright © 2020 GRMA, All Rights 
Reserved. 

Note: For CB Performance related disputes, GRMA will issue its resolution and corresponding 
evidence to support the resolution of the dispute.  Should the CB find good faith reason to 
appeal, the CB shall be required to submit a formal appeal with evidence to the Dispute 
Committee Chair.  

 
Step V – Dispute Committee Formation: If a resolution cannot be achieved by Step IV, the GRMA will 
convene a Dispute (Grievance) Committee. This will occur as soon as reasonably practicable after Step IV 
has been deemed unsuccessful. The Committee with consist of one representative from the following 
organizations: 

i. GRMA Governance Board 
ii. Supplier (Manufacturer) 
iii. Public Professional (when possible) 
iv. Certification Body (member is not applicable for CB performance disputes) 
v. Retailer 
vi. Relevant 455-Standard Joint Committee 

 
Each of the above identified Committee participants will have experience in the industry to which the 
standard applies.  
 
No person who serves on the Dispute Committee may work for or be sub-contracted to either party 
involved in the dispute. 
 
The Dispute Committee with then have twenty-one (21) days to deliberate and review information and 
render a written decision in the dispute. 
 
 
Step VI – GRMA Governance Board Review: The final step of the dispute resolution process is for the 
Supplier to request that the final decision of the Dispute Committee be reviewed by the Executive 
Committee of the GRMA Board of Directors.  It is within the sole discretion of the GRMA Executive 
Committee to refer the review of the decision of the Dispute Committee to the full Board of Directors of 
the GRMA.  Whether reviewed by the GRMA Executive Committee or by the full Board of the GRMA, the 
finding of such body shall be final and binding upon the parties.  Such review by the GRMA Executive 
Committee or Board of Directors shall be conducted within a reasonable period of time following its 
receipt of the Supplier request for a review of the Dispute Committee’s decision.  
 
GRMA will provide a written response via email or letter to all disputes 
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