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 Complaints, Disputes, Grievances and Resolution 
 

 
P U R P O S E  

This procedure outlines SFM Agribusiness Pty Ltd’s (SFM’s) framework for receiving, 
assessing, managing, and resolving complaints, disputes, and grievances in a fair, 
transparent, timely, and culturally appropriate manner.  It supports continuous 
improvement and fosters respectful, meaning relationships with stakeholders, while also 
ensuring compliance with: 

• Australian Carbon Industry Code of Conduct (ACICC) 
• FSC National Forest Stewardship Standard (FSC-STD-AUS-01-2018) and 

associated procedures 
• Responsible Wood AS/NZS 4708:2021 
• ASIC regulations and the Corporations Act 2001. 

S C O P E  

This procedure applies to complaints, disputes and grievances (Complaints) made by 
external stakeholders against or about SFM, SFM’s operations, or its’ staff or contractors 
relating to: 

• Forest management operations 
• Environmental, cultural, social, or economic impacts associated with 

management activities 
• Stakeholder engagement and Indigenous people’s rights 
• Project development and implementation, including carbon-related 

projects 
• Employment practices, contractor conduct, or breaches of policy 
• Financial services including in relation to the sale of ACCUs 

This procedure is designed to support resolution of Complaints at the lowest appropriate 
level, promoting early, fair, and constructive outcomes wherever possible. 
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This procedure does not apply to Complaints by SFM employees, or to the resolution of 
contractual disputes where the relevant contract embeds a specific dispute resolution 
mechanism.  
 

R E S P O N S I B I L I T I E S  

All Staff: To report and escalate Complaints in accordance with this procedure. 
Sustainability and Compliance Manager: To oversee Complaints on FSC/Responsible Wood 
related matters. 
Carbon Project Manager: To oversee Complaints relating to carbon related matters. 
Managing Director, Strategy, Risk and Trading: To oversee Complaints relating to financial 
services. 
Senior Management: To review escalated Complaints and ensure continual improvement 
in the management and resolution of Complaints. 
Business Administration Manager: To maintain a register of Complaints as part of the 
Stakeholder Communications Register.  

A C T I O N  

Making a Complaint  
Complaints may be made to SFM via: 

• Email: stakeholder@sfmes.com.au       
• Phone: (03) 6333 4024 
• Post:  SFM, Surrey House, Suite 4 199 Macquarie Street, Hobart Tasmania 7004 
• In Person:  At any SFM office during business hours  

Anonymous Complaints are accepted if sufficient information is provided. 

To assist with assessment, persons making a Complaint are encouraged to include: 

• Their name and contact details (phone/email/address) 
• The nature and details of the complaint 
• Date, time, and location of the Compliant source (if relevant) 

 
Acknowledgement  

Complaints will be acknowledged by SFM within 5 business days. 

mailto:stakeholder@sfmes.com.au
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Complaints in relation to compliance with ASIC regulations or the Corporations Act 2001 will 
be acknowledge by SFM within 1 business day. 

Assessment, Investigation and Resolution 

SFM will assess the nature and scope of the Complaint. This may require information 
gathering, site inspection, or consultation. 

Where possible, a Complaint will be resolved promptly and directly with the person making 
the Complaint.  Resolution meetings may be held as agreed between the parties. 

Timeframes will vary depending on complexity, but SFM will provide an estimated timeline 
for a response and will notify of any delays to that timeframe within 21 days of receiving the 
Complaint. 

If a Complaint is assessed as being of Substantial Magnitude (e.g. involving serious impacts 
to communities or irreversible harm), of Substantial Duration, or involves a substantial 
number of interests, SFM may suspend relevant operations until the matter is fairly resolved. 

SFM will provide a written response providing detailed findings and corrective action (if 
any) to all Complaints made under this procedure. 

For the purpose if this Procedure:  

A Complaint of Substantial Duration: is a dispute that continues for more than 6 months 
after receiving the complaint, with consideration to existing court proceedings and 
timelines. 

A Complaint of Substantial Magnitude: is a dispute that involves one or more of the 
following:  

• It affects the legal or customary rights of Indigenous Peoples and local 
communities. 

• The negative impact of management activities is of such a scale that it cannot be 
reversed or mitigated. 

• Acts of intimidation, physical violence and/or destruction of property against forest 
works and/or stakeholders 

Appeals Process 
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If a Complaint is not resolved to the satisfaction of the Complainant, the Complainant may 
request an appeal.  In these circumstances, SFM will: 

• Involve a more senior staff member, not involved in the original decision: or  
• Instigate participation in any dispute resolution process that has been agreed (for 

example, 
o as required by law, or 
o as required by the FSC National Forest Stewardship Standard, Responsible Wood, 

or the ACICC. 

If no process is agreed or required, SFM may: 

• Consider, discuss and instigate participation in a suitable alternative dispute 
resolution process, for example, restorative or settlement conferences, mediation, 
arbitration or expert determination, or 

• Instigate or participate in an alternative dispute resolution process, or  
• Instigate or participate in litigation. 

 

C O M P L A I N T S  T O  A U T H O R I T I E S  

If a Complaint is received by a regulatory authority, including the Forest Practices Authority, 
Environment Protection Authority, a certification body,  the ACICC Code Administrator,  of 
ASIC either directly or as a proxy for an affected party, SFM will cooperate with any resulting 
investigations, corrective actions, or resolution processes. 

Reporting  

SFM is required to report Complaints in specific circumstances, these include: 

• ACICC: Complaints related to carbon projects or services will be reported to the 
ACICC Code Administrator within 10 business days. 

• FSC / Responsible Wood: If a complaint cannot be resolved within 45 days, or it 
raises serious concerns (e.g. Indigenous rights, High Conservation Value impacts, 
illegal harvesting, or environmental/social non-conformities), SFM will notify the 
relevant certification body. 

Where Complainants wished to escalate matters directly, SFM will assist by providing 
contact information for the appropriate certification body or regulatory body to facilitate 
direct engagement. 



 

 

 

Controlled by Sharepoint                                                                                 
Dated: 5 December 2025                                                                                                                                                                                          

Document becomes uncontrolled when printed 
5 

Procedure: Complaints, Disputes, Grievances and Resolution 

R E C O R D S  

Records 

All Complaints and associated documentation will be stored securely by SFM. 

Records of all Complaints will be recorded in the Stakeholder Communications Register 
including the date, nature, parties involved in, resolution steps and outcomes of the 
Complaint. For unresolved Complaints, the reason they are unresolved. 

Records are retained for at least 7 years, or longer if legally required. 

Review 

Records of Complaints will be reviewed annually by SFM as part of its Forest Management 
System Review. 

Records of Complaints may be reviewed as part of SFM’s audit program, including by 
Certification bodies. 

The outcome of internal and external reviews will be used to inform updates to SFM’s 
procedures, training and engagement on stakeholder management and communication 
including dispute resolution. 

C O N F I D E N T I A L I T Y  A N D  N O N - R E T A L I A T I O N  

All Complaints are treated confidentially with personal information managed in 
accordance with applicable privacy laws. 

Retaliation or adverse treatment of complainants is prohibited. 

R E L A T E D  D O C U M E N T S  

- Forest Management Plan 
- SFM Whistle Blower Policy  

 

 

 

https://sfmaus.sharepoint.com/Environment%20and%20Safety/Working%20Folder%20(not%20public)/Management%20Plans/Forest%20Management/SFM+Forest+Management+Plan+Revised+Version+New+RW+Standard%20(1).pdf
https://sfmaus.sharepoint.com/Environment%20and%20Safety/Policies/External/POLICY%20-%20Whistleblower1.External%20Facing.docx

