
Verification and remediation of human rights complaints and grievances in FLSmidth   

This process description relates to the verification and remediation of human rights grievances submitted through the 

FLSmidth Whistleblower Hotline system. The system allows for grievances to be reported in writing or by voice via a 

phone operator.  

The human rights complaints and grievance mechanism aims to function both at the Group and operational level. It is 

accessible to any stakeholders experiencing potential or actual adverse human rights impacts caused by or contributed 

to through FLSmidth’s activities, or directly linked to our operations, products or services by our business relationships.   

The core aim of the grievance mechanism is to achieve sustainable solutions to disputes. Another objective is for the 

mechanism to enable systemic learning, supporting and advancing FLSmidth’s work in human rights due diligence and 

remediation.  

 

The mechanism offers full anonymity. 

  

  

Accessing the mechanism  

The mechanism may be accessed via phone or online on http://whistleblower.flsmidth.com/.   

  

Scope  

Any grievances which suggest imminent physical harm to an individual or group, will be given priority in terms of 

verification, dialogue, resolution, remediation and use of resources.  

No complaint or grievance received will be rejected out of hand, so long as it relates to our activities. Where a thorough 

verification process indicates that a complaint is fictitious or vexatious, this assessment will be communicated to the 

complainant. If the complainant still does not withdraw the complaint, it may be made public for accountability and 

transparency purposes, subject to the limitations indicated elsewhere in this document (e.g. protecting the physical 

security and basic rights of all stakeholders).   

  

Grievance handling process  

  

Where possible, all grievances submitted through the mechanism will receive acknowledgement of receipt. Following the 

initial communication, dialogue with the complainant will ensue where possible. Dialogue will be conducted at as local a 

level as is practically possible. Dialogue is a key component of FLSmidth’s approach to human rights grievance and 

complaints handling. We aim to situate rights-holders centrally within our verification and resolution process. The extent 

to which this is possible will depend on a given grievance, as well as contextual factors such as logistics.   

A resolution will be proposed. The complainant is not bound by any non-disclosure agreements, except in cases where 

any such disclosures may undermine rights or lead to physical harm of any third party.   

Where appropriate, grievance resolutions will include an explicit agreement on how their implementation will be 

monitored. The responsibility for monitoring will sit with Group Compliance, which will prepare monitoring updates for 

internal review.  

 

Protection and support for users of the grievance mechanism: 

No employee or third party must threaten or retaliate against users of the grievance mechanism in any 

way. Such behaviour will not be tolerated. 

Users of the grievance mechanisms must not suffer any detrimental treatment as a result of raising a 

concern in good faith. Detrimental treatment includes dismissal, disciplinary action, threats or other 

unfavourable treatment connected with raising a concern. 

No complaint or grievance received, is made available to any public-based judicial or non-judicial 

mechanism. 

http://whistleblower.flsmidth.com/
http://whistleblower.flsmidth.com/


It is not, and has never been, a requirement to bring a claim through a judicial process to use the grievance 

mechanism. 

 

 

 

  

Process steps:  

1. Grievance received by Group Compliance.   

  

2. Complainant receives confirmation that FLSmidth has received their complaint.   

  

3. The grievance is investigated.   

  

4. Grievance resolution.  

  

  

  

Limitations  

  

We recognize that business has a role to play in providing access to remedy for human rights violations related to their 

activities. However, while certain complaints will require FLSmidth to take an active role in providing redress to affected 

stakeholders, we will not assume any responsibility more appropriately handled by the public or third sectors. We also 

recognize that a conflict of interest may arise in certain cases, which will prevent us from offering rights-compliant access 

to remedy for violations with which we are linked.  

The mechanism will not engage on terms that may undermine due process in the judicial system of any country of 

operation. In accordance with the United Nations Guiding Principles for Business and Human Rights, FLSmidth’s 

human rights grievance and complaints mechanism reflects our commitment to respect human rights. This also 

means recognising that the responsibility to protect and uphold basic rights lies with the state in each country of 

activity.   

We endeavor to assume all appropriate responsibility for violations of rights to which we are tied through our business 

activities. However, where positive rights remain unfulfilled in areas in which we do business, this is often not a 

consequence of FLSmidth’s presence or activities. The mechanism does not seek to address, nor is it equipped to, weak 

governance and poor public service provision in our countries of operation, even where these lead to poor human rights 

outcomes for stakeholders. Such grievances will not satisfy the ‘nexus’ requirement of being linked to FLSmidth’s 

business.  

We will not publicly disclose any information which may be read to incriminate any business partners, specific employees 

or reveal commercially sensitive information of any kind.  

   


