
Internal complaints procedure
Scope of complaint includes:

1) Violation of the law, company policies and internal procedures
2) Fraud, including theft and embezzlement
3) Code of Ethics and conflicts of interest

4) Harassment, intimidation, discrimination
5) Safety and environment

Start

Complainant*
Submit a complaint through the 

online platform 
https://rea.whispli.com 

PwC (PricewaterhouseCoopers, 
as a third party operator)

Receives & analyses, according to 
the type of complaint

PwC 
Forwards complaint information to 

company management

Company Management
Receives complaints, obtains 

details and follows up

Company Management
Conducts investigation into 

complaint received in accordance 
with regulations and internal 

procedures

Company Management
 Decision and resolution following 

result of the investigation

Company Management
Settlement of complaint with the 

reported employee (the subject of 
the complaint) – action taken by 
the company with the reported 

employee as necessary

Company Management
Provides update on the settlement 
process to PwC to be forwarded to 

the complainant

PwC  
Receives update on completion 

process from company 
management and forwards the 
information or response to the 

complainant

End

PwC 
Assists the company with 

consideration and analysis 
of complaints received

Resolution of all incidences of complaint 
are by reference to applicable national and 

international regulations, standard 
requirements and global sustainability 
certification schemes involving multi-
stakeholders to ensure the settlement 

process is run transparently and effectively

Timeline 
3 working days

Timeline 
14 working days

Timeline 
2 working days

timeline
1 working day



External complaints procedure
Scope of complaint includes:

1) Certification
2) Supply chain and traceability

3) NDPE Issues

Start

Complainant*
Submit a complaint via email to 

company.secretary@rea.co.uk on 
REA’s website (www.rea.co.uk) 

Company Secretary (Data Centre) 
Receives complaint, documents and 

forwards the information to the 
Sustainability Department

Sustainability Department 
Receives & analyses complaint and 
distributes to relevant department for 

clarification

Departments in charge
Handles complaint in consultation 

with the relevant department

Departments in charge
Submit report and clarifying 
statement to management

Company Management
Reviews report and provides 
feedback to the complainant

Sustainability Department
Receives and forwards clarification or 
resolution report to the Data Centre 
following approval by management

Data Centre
Provides a response to the 

complainant and records the 
resolution process into the Grievance 

Log

End

Sustainability Department
Documents the complaint 

case and resolution process 
in the Grievance Log

Data Centre
Can provide direct response to 
the complainant if they do not 

need information from the 
relevant department

Resolution of all incidences of complaint 
are by reference to applicable national and 

international regulations, standard 
requirements and global sustainability 
certification schemes involving multi-
stakeholders to ensure the settlement 

process is run transparently and effectively

timeline
3 working days

timeline
15 working 

days

timeline
2 working days



Framework for handling complaints and grievances

No. Indicator Whistleblowing System Email via REA's Website
1 Complainant's identity *The identity of the complainant is kept confidential unless at the request of the 

complainant it is disclosed. The complaint submitted is supplemented with 
information regarding the reason, details and evidence of the complaint (photos, 
recordings, etc.)

*The identity of the complainant is kept confidential unless at the request of the 
complainant it is disclosed. The complaint submitted si supplemented with 
information regarding the reason, detail and evidence of the complaint (photos, 
recordings, etc.)

2 Complainant Internal subjects or complainants (i.e. employees) and are related to workplace 
conditions, i.e. contractors, suppliers, visitors, communities, NGOs, buyers, and 
others

External subjects or complainants i.e. contractors, suppliers, visitors, communities, 
NGOs, buyers, and others

3 Scope (object of complaint) Scope or objects of the complaint are: (1) Violation of law, company policies and 
internal procedures (2) Fraud including theft and embezzlement (3) Code of ethics 
and conflicts of interest (4) Harassment, intimidation, discrimination (5) Safety and 
environment

Scope or objects of the complaint are: (1) Certification (2) Supply chain and 
traceability (3) NDPE issues

4 Cooperation with third party Yes. An independent third party (PricewaterhouseCoopers (PwC)) acts as the 
facilitator of the complaint platform and bridges communication between the 
company and the complainant

No. The complaint is managed directly by the company's internal team

5 Complaint handling system (1) Each complaint received will be analysed and an investigation will begin within 
a maximum of 3 working days after the complaint has been received.
(2) The stages and process of investigating complaints are conducted over a 
maximum of 14 working days.
(3) The progress and/or conclusion of the complaint handling will be submitted by 
the company's management to PwC within a maximum of 2 working days from the 
completion of the investigation process.
(4) PwC provides information to the complainant within a maximum of 1 working 
day after receiving the progress report and/or conclusion from the company's 
management.
Note: Resolution of all incidences of complaint are by reference to applicable 
national and international regulations, standard requirements and global 
sustainability certification schemes involving multi-stakeholders to ensure the 
settlement process is run transparently and effectively

(1) Each complaint received is analysed and the handling stage begins within a 
maximum of 3 working days after the complaint has been received.
(2) The stages and process of handling complaints are conducted over a 
maximum of 15 working days.
(3) The progress and/or conclusion of the complaint handling will be submitted by 
the cmpany's management to the complainant within 2 working days from the 
completion of the handling process.
Note: Resolution of all incidences of complaint are by reference to applicable 
national and international regulations, standard requirements and global 
sustainability certification schemes involving multi-stakeholders to ensure the 
settlement process is run transparently and effectively

6 Complaint status (1) The company will provide feedback to the complainant regarding the 
progress and/or conclusion of the complaint handling within a maximum of 20 
working days of the complaint received.
(2) The progress and/or conclusion of the complaint handling will be announced in 
a transparent manner on the company's website. However, the company may 
exclude it if the disclosure of information could have negative consequences for 
the company.

(1) The company will provide feedback to the complainant regarding the 
progress and/or conclusion of the complaint handling within a maximum of 20 
working days of the complaint received.
(2) The progress and/or conclusion of the complaint handling will be announced in 
a transparent manner through the company's website. However, the company may 
exclude it if the disclosure of information could have negative consequences for 
the company.
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