LCANZ Procedure for Handling Complaints against LCA Certified
Practitioners
PREAMBLE
This document was originally developed by the American Centre for Life Cycle Assessment
th
(ACLCA) and is based on the procedure dated 5 February 2008. It was adapted for LCANZ by
the Best Practice Working Group in February 2015.
PURPOSE
This procedure outlines the LCANZ process for handling complaints against individuals that have
been certified by LCANZ as practitioners in Life Cycle Assessment (LCA).

PROCEDURE
1. SCOPE
This procedure outlines the LCANZ process for handling complaints that are received in writing by
LCANZ, involving individuals that have been certified by LCANZ as practitioners of LCA including
(a) complaints concerning possible violations of the LCANZ Code of Conduct for Certified
Practitioners by these practitioners and (b) disputes between certified practitioners.
Complaints against the certification process are not covered by this procedure.
2. DEFINITIONS
Complainant: person(s) or organisation who raised the complaint.
Complaint: Any formal expression of dissatisfaction raised with LCANZ in regard to LCA
practitioners that have been certified by LCANZ about actions involving LCA. This may include any
activities perceived to be in violation of pertaining to the LCANZ Code of Conduct. For a copy of
the code of conduct please refer to the appendix or the LCANZ website (Google search for LCANZ
Code of Conduct).
Appeal: Formal review process when a complaint is not resolved to the satisfaction of the
complainant.
3. GENERAL
An LCANZ member or any other party who is dissatisfied with any action or decision involving
LCANZ certified individuals, has the right to raise the issue. For major complaints (including
disputes), the LCANZ Secretary forwards the issue to the LCANZ Executive Committee for
resolution. Alternatively for administrative matters, the LCANZ Secretary, after discussion with the
LCANZ Executive Committee, may respond to the party concerned on behalf of LCANZ. In the
latter case, a full record of the complaint and response will be made available to the Executive
Committee.
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4. COMPLAINTS PROCEDURE
4.1 Maintaining the confidentiality, efficacy and integrity of LCANZ processes is the primary
objective when dealing with complaints. The LCANZ Secretary ensures that all LCANZ member
organizations and related parties are supported by a fair and effective complaint handling process.
The confidentiality, independence and impartiality of all those involved in the complaint is
maintained at all times.
4.2 The process for raising and resolving major complaints is as follows:
a) All complaints must be submitted in writing to the LCANZ Secretary before formal
investigations proceed. Details of the complaint are logged (a unique number is given,
e.g., XX/Year). The LCANZ Secretary forwards the complaint to the LCANZ Executive
Committee for review. When a complaint is not formally submitted in writing (e.g. verbal
complaint, complaint raised during meetings etc.) the complainant is advised of the need
to submit the complaint in writing, before action can be taken.
b) The LCANZ Executive Committee appoints a minimum of two impartial members of
LCANZ and, where appropriate, external experts to investigate the complaint deemed.
The team leader of this ad hoc Group must be an Executive Committee member. The
appointed members of the ad hoc Group are responsible for reviewing all the reports and
documents pertaining to the complaint and ensuring any necessary information is sought
from relevant sources.
c) Upon completion, the team leader of the ad hoc Group is responsible for reporting to the
Executive Committee. The team leader provides the Executive Committee with a written
report on the findings of the investigation including any recommendations and corrective
actions required for the resolution of the complaint.
d) The Executive Committee considers the ad hoc Group’s report and expedites any
necessary actions for resolving the complaint.
e) All parties involved in the complaint are promptly advised in writing of the decision of the
Executive Committee. When advising all parties of the decision, information
confidentiality of each of the parties involved shall be protected, unless LCANZ has
received written permission to release such information to the other parties involved.
This should normally be completed within 3-6 months of receipt of the complaint.
Complainants are also advised of section 5 of this document if they wish to lodge an
appeal.
f) At each LCANZ Executive meeting the LCANZ Secretary shall provide the Committee
with a status of all outstanding complaints.
g) The LCANZ Secretary shall maintain the following records of all complaints:
•
Members of ad hoc Group;
•
Details of complaint;
•
Investigation documents and report;
•
Decision by Executive Committee;
•
Details of actions taken;
•
Date of resolution and any other comments, as required.
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Figure 1 The complaint process
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5. APPEALS AGAINST COMPLAINT DECISIONS
If a complainant is not satisfied with the decision, a formal request to review the decision must be
lodged in writing to the LCANZ Secretary within 30 days of receipt of the notification. The process
is then as follows:
a. The LCANZ Secretary forwards the appeal documents to the LCANZ Committee.
b. The Committee decides whether an independent review panel, the full LCANZ
Committee, or a sub-set of the Committee is required to carry out the review.
c. The Group appointed in (b) is responsible for reviewing the appeal documentation,
investigation report and decision. An opportunity for the complainant and for the subject
of the complaint to formally present their case in a hearing must also be provided. Where
the review is by an independent panel or a sub-set of the LCANZ Committee a
recommendation to the LCANZ Committee must be prepared.
d. The LCANZ Committee makes the necessary decisions to close out the appeal and
recommends appropriate corrective actions.
e. All parties involved in the appeal are promptly advised of the findings in writing, including
the reasons for the decision(s) reached. When advising all parties of the findings,
information confidentiality of each of the parties involved shall be protected, unless
LCANZ has received written permission to release such information to the other parties
involved. The LCANZ Secretary ensures the necessary action for close out of the appeal
is completed. This should normally be completed within 3 months of receipt of the
appeal.
f. At each LCANZ Committee meeting the LCANZ Secretary shall provide the Committee
with a status of all outstanding appeals.
g. The LCANZ Secretary maintains the following records of all formal requests for review of
an initial decision on a complaint:
•
Members of review panel;
•
Record of review of appeal documentation as per 5(c) and the
recommendation to the Executive where applicable;
•
Decision by Executive Committee;
•
Details of actions taken;
•
Date of close out and any other comments, as required.
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Figure 2 The appeals process

6. FOLLOW-UP ACTIVITIES
LCANZ considers all complaints as a possible opportunity to improve the services of LCA
practitioners and based on closed resolutions, may make periodically recommendations to the
Professional Development Committee for their consideration.
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Guidelines to Following the LCANZ Complaint Procedure
The following narrative from Lauren Bright is guidance to American Centre for Life Cycle
Assessment (ACLCA) members of the ACLCA Ad Hoc Ethics Committee.
Following are certain key elements to consider during a proper investigation process.
1. Administering the process: To the extent possible, association staff experienced in handling
Conduct complaints should make initial contacts, request information, and conduct follow-up
activities to ensure standardisation of the process. Send correspondence to and from the parties
involved on association letterhead and from association offices. Standardised form letters
prepared by legal counsel may be used and amended to fit particular investigations, as
appropriate. To avoid the appearance of bias, do not let volunteers play a visible, direct, or
significant role in investigating complaints, although they may oversee the scope and parameters
of the investigation. However, make sure that volunteers who do participate are either trained in
handling Conduct investigations and familiar with association policies and procedures or have prior
experience.
2. Establishing a format for communication: To reduce the risk that information will be
misinterpreted or taken out of context, make sure investigators use written communication
whenever possible. Keep oral communication to a minimum. Summarise any oral communication
in writing immediately afterward in a way that maintains the facts about the date and nature of the
conversation. While electronic mail may be used for certain aspects of the investigation, use it only
with extreme caution when referencing particularly sensitive or confidential matters.
3. Initiating the investigation. The investigation will likely begin with a designated staff person
contacting the complainant to review the salient details of the complaint and to seek additional
information, fill in gaps, ask questions, obtain the names of witnesses, and identify other
documents or materials that may shed light on the complaint. Investigators should then contact
any other individuals mentioned by the complainant, referenced in the supporting documentation,
or identified by the investigating committee or other parties as sources of information.
4. Compiling and verifying information. If the complaint refers to a report, seminar, mailing, or
other materials, it is important to obtain copies of the relevant materials. For example, if it is
alleged that a speech contained inaccurate information, obtain a copy of the speech. In addition, if
possible, further verify or corroborate information obtained in the course of the investigation. This
may involve obtaining relevant materials from a secondary source to ensure that the materials
received by the investigating committee are accurate and authentic, having a witness corroborate
another individual's testimony, verifying references, and otherwise following up on information
obtained during the course of the investigation. Be as thorough as possible in the investigation by
contacting people and/or obtaining all relevant material referenced by the complainant, seeking a
response from the respondent, and obtaining as much information as reasonably possible given
the scope of the investigation.
5. Ensuring confidentiality. Treat all communication about the conduct complaint as confidential
and remind all individuals contacted regarding the investigation to keep all information related to
the complaint--and the fact that a complaint exists--strictly confidential. Clearly mark all documents
related to the investigation with the word confidential at the top of every page. Further, keep
confidential the identities of the members of the investigating committee involved in reviewing the
complaint unless and until a hearing requires disclosure of this information.
6. Referencing the investigation properly: In contacting witnesses or seeking documentation,
investigators should clearly identify themselves, state that they are representing the association,
and state that the purpose of the contact is to obtain information related to the investigation of an
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alleged complaint. Also ensure that people contacted understand that this is simply an
investigation and no decision has been made as to whether or not any violation has occurred. Reemphasize the confidential nature of the investigation.
7. Maintaining impartiality and professionalism: When conducting an investigation, staff or
volunteers must at all times remain impartial and unbiased when communicating with others.
Instruct investigators to avoid implying that the complaint is true or that the respondent is already
considered guilty, avoid remarks about the respondent that may appear to be defamatory, and
avoid unnecessary conversation that is not directly relevant to the investigation. In addition to
presenting information that supports the allegations in the complaint, it is also advisable to gather
and report information that may refute the allegations.

Life Cycle Association of New Zealand
PO Box 10871, The Terrace, Wellington 6143
16 December 2013

Page 7 of 7

