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External Grievance Procedure
1. Purpose of This Procedure

This external grievance procedure enables members of the public, customers, suppliers,
partners, and other external stakeholders to:

e Raise concerns about our services or conduct
e Have their concerns reviewed impartially
e Receive a timely and clear response

2. What You Can Raise Through This Process
You may submit a grievance to us if your concern relates to:

e Service quality or delays

¢ Conduct or behaviour of a Circulus CRM employee

e Health, safety, or environmental concerns

e Ethical or fairness issues

¢ How we have handled your data, property, or interactions

e Any other matter where you believe we have not met expected standards
e Other

3. How to Raise a Grievance

To raise a grievance as an external individual or organisation, please complete our online
grievance form:

Submit your grievance here: https://form.typeform.com/to/Tjl70nrY

This secure form allows you to provide all necessary details, including:

e What happened

e Dates and location

e Names/roles of anyone involved (if known)

e Any supporting evidence
Submitting via the form ensures we can review your concern promptly and gather all required
information from the outset.


https://form.typeform.com/to/Tjl70nrY
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4. What Happens After You Submit Your Form
Acknowledgement

We will acknowledge your grievance within 5 working days.
Review & Investigation

A manager or appropriate senior member of staff will:

e Review the information you submitted

e Conduct any necessary internal checks

¢ Contact you if additional information is required
Outcome

We will provide a written response once our review is complete, normally within 10-15
working days of receiving all required information.
You will be informed of:

e Our findings
e Any actions we will take
e Anyimprovements or next steps

5. If You Are Not Satisfied With the Outcome (Appeals)

If you are unhappy with our response, you may request an appeal within 10 working days of
receiving the outcome.

Your appeal will be reviewed by a senior manager or director not previously involved in the
investigation.

We will aim to provide an appeal response within 10 working days.
6. Data Protection and Confidentiality

Your information will be handled in accordance with our data protection obligations.
All details you provide will be used solely for the purpose of investigating and responding to
your grievance.



