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Receive Grievance

Email, communication from MySheq 
system, whistleblower hotline, site 

entrance dropbox or from direct 
communication from the Brand 

Department

Customer  issue
(Commercial Team)

Operational or Service
(Project Team)

Community and Social
(Corporate Brand Team - ESG WG)

Regulatory issue
(QA/ RA Team)

Environmental, Health, and Safety  & 
Security issue

(EHS Team - ESG WG)

Ethics & Conduct
(LRC team)

Labour and Working Conditions
(HC team)

Identify Source

Categorisation of Grievance

Investigate Complaint

Communicate Outcome

Internal - Feedback to department and 
complainant

Community member - Direct communication, 
consider using established channels (quarterly

meetings) for broader communication

Whistle-blower - Maintain 
confidentiality, communicate via 

hotline

Monitor Grievances

Track volume through MySheq system Identify trends or recurring issues

Internal department for issues 
pertaining to specific departmental 

grievance

General email/ MySheq for issues 
pertaining to community member

Whistleblower hotline for issues 
pertaining to ethics and Gender-

Based violence (Anonymous)

Was the Complainant  satisfied? 

Escalation Mechanism (if 
complainant is not satisfied with the 

outcome

Yes No

End 

External review (e.g, ombudsman 
independent panel) Judicial channel as a last resort Appeal by a higher authority 

Monitor grievances 

Contractor-related issues
(Project Team)
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