and to the complainant's

decision to the complainant.

Stage 1 (Frontline Resolution)
Try to resolve the complaint quickly

satisfaction. Provide a decision
within 5 days. Communicate the

Internal Grievance

A complaint may be made in person,
by phone, by email or in writing to the
Sustainability Officer (SO). Ascertain if
the complaint should be dealt with at
Stage 1 (Frontline resolution) or Stage
2 (Complaint/Investigation).

Stage 2 (Complaint/Investigation)
Investigate where the complainant is
still dissatisfied after communication

Complaint closed
and outcome
recorded.

[ 3

Issue is
resolved

Key

MD: Managing Director
SD: Strategy Director
SO: Sustainability Officer

Determine correct
policy to follow

A

Discussion to take place with
the SD and SC.

v

Action
identified and
undertaken

Formal Grievance
Process

of decision at Stage 1.

Investigate where it is clear that the
complaint is particularly complex and
will require detailed investigation.
Acknowledgement sent within 3
working days

Issue is unresolved.
Employee moves to
Formal Process.

l

Employee completes
grievance form

l

Grievance form is sent to the

s0.
Grievance form is reviewed
by the SD.

Iz the issue appropriate to be
dealt with via the grievance

A

Yes

Grievance meeting is

conducted together with

procedure? L4 the MD, SD and SO
Qutcome is reached ,
and decision is made
within 14 days.
Grievance is P —> Yes
upheld -
: v
Employee Action
accepts identified and
decision undertaken
Employee does J l
not accept No Complaint closed
decision and may and outcome
recorded.

appeal




Determine relevant
external authorities
who will investigate.

External Grievance

Grievance raiser completes
grievance form

.

Grievance form is sent to the
50,

Grievance form is reviewed
by the 5D

l

Key

MD: Managing Director
SD: Strategy Director
SCx Sustainability Officer

Is the issue appropriate to be
dealt with intermally via

es

grievance procedure or
externally to relevant

authorties?

hJ

!

Outcome is reached
and dedision is made

Grievance raiser completes
grievance appeal form and
sends it to the SD.

|

Appeal meeting is conducted
together with the MD, 5D and

|

Outcome of Appeal

Dismiss appeal: uphold
outcome of formal grievance
decision or recommend
alternative action

Upheld appeal: Overturn
outcome of formal grievance
decision

Grievance meeting is
conducted together with
the MD, 5D and 50

Grievance is - within 14 days. .
upheld
Grievance raiser
accepts decision
Grievance raiser l_r ‘l_l
does not accept
decision and b S Mo Yes
may appeal
Y
Acticn
External Grievance identified and
Appeal Process undertaken

|

Complaint closed
and cutcome
recorded.

The decision
reached is final
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