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STAKEHOLDER GRIEVANCE PROCEDURE 

Information for employees, customers, suppliers, contractors, community members and other stakeholders 

1. Purpose 

Cirque Furniture International Ltd is committed to responsible, ethical and transparent business practices. This 
procedure explains how any internal or external stakeholder can raise a grievance, how Cirque will decide whether it 
can be accepted, how the matter will be managed and how Cirque will seek a fair resolution. 

A copy of this procedure will be provided to anyone who submits a grievance and will be made available on request. 

2. Scope 

This procedure is available to employees, former employees, workers, customers, suppliers, contractors, business 
partners, community members and any other person or organisation that may be affected by Cirque's activities, 
products, services, projects, relationships or supply chain. 

3. Grounds for accepting a grievance 

A submission will normally be accepted as a grievance where it: 

Relates to an actual or potential adverse impact connected with Cirque's operations, employees, products, services, 
projects, suppliers or business relationships 

Concerns matters such as workplace conduct, discrimination, harassment, health and safety, environmental impact, 
ethical business practices, customer service, supplier conduct, community impact, privacy or another responsible 
business issue 

Is made by, or on behalf of, a person or group that is affected or may reasonably be affected 

Contains enough information to understand the concern and make a proportionate initial assessment 

Is raised honestly and in good faith, even if the concern is later found to be unsubstantiated 

Anonymous grievances will be considered where sufficient information is provided. A lack of contact details may limit 
Cirque's ability to clarify facts, provide updates or communicate the outcome. 

Cirque may decide not to accept a matter as a grievance where it is clearly unrelated to Cirque or its operations, 
contains no identifiable concern, is knowingly false or malicious, is abusive, is a duplicate with no material new 
information, or would be more appropriately managed under another formal process. Where a matter is not accepted, 
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Cirque will provide a clear rationale, where contact details are available, and will signpost any more appropriate route 
where reasonably possible. 

4. How to raise a grievance 

A grievance may be submitted through the grievance form on Cirque's website, by email to info@cirquefurniture.com, 
or by post to the Managing Director at 10 Stephen Mews, London, W1T 1AG. 

The submission should include, where possible, the nature of the concern, relevant dates and locations, the people or 
organisations involved, supporting information, any action already taken and the outcome sought. A stakeholder may 
ask for their identity to be kept confidential, although absolute confidentiality cannot be guaranteed where disclosure 
is required by law or is necessary to investigate fairly. 

5. Process steps and targeted deadlines 

Step What Cirque will do Target deadline Communication to stakeholder

1. Receipt and 
acknowledgemen
t

Log the grievance, protect relevant 
information and confirm receipt.

Within 5 working 
days

Acknowledgement, reference 
details, named contact where 
appropriate and a copy of this 
procedure.

2. Initial 
assessment

Assess scope, seriousness, conflicts, 
immediate risks and whether the 
grievance is accepted.

Within 10 working 
days of receipt

Confirmation that the grievance 
is accepted and the next steps, 
or a written rationale explaining 
why it is not accepted.

3. Investigation 
plan

Appoint an impartial investigator 
and identify the information, people 
and records required.

Within 5 working 
days of 
acceptance

Investigation scope, expected 
timetable and any information 
required from the stakeholder.

4. Investigation

Gather and review evidence, speak 
with relevant parties and give 
affected parties a fair opportunity to 
respond.

Normally within 20 
working days of 
acceptance

Updates at key stages and at 
least every 10 working days while 
the matter remains open.

5. Findings and 
proposed 
resolution

Reach findings on the balance of 
available information and identify 
proportionate corrective or remedial 
actions.

Within 5 working 
days of 
completing the 
investigation

Written findings, proposed 
resolution, relevant reasons and 
any actions or timescales that 
can properly be shared.

6. Resolution and 
closure

Facilitate agreed actions, confirm 
completion and record learning or 
preventive improvements.

Normally within 10 
working days of 
agreement

Written confirmation when the 
grievance has been resolved and 
closed, or an explanation of any 
remaining action.

7. Review request

Review the handling or outcome 
where material new evidence, a 
procedural concern or a potential 
conflict is identified.

Request within 10 
working days; 
response normally 
within 15 working 
days

Written review outcome and 
confirmation of final closure.
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The deadlines above are targets. If a matter is complex, involves several parties, requires specialist advice or is 
affected by legal or regulatory requirements, Cirque may extend the timetable. The stakeholder will be told the reason 
and given a revised target date. 

6. How a resolution will be facilitated 

Cirque will seek a resolution that is fair, practical, proportionate to the impact and capable of preventing recurrence. 
Depending on the circumstances and the wishes of those affected, resolution may include: 

Direct discussion or a facilitated meeting between appropriate parties 

Mediation by a suitable impartial person 

An explanation, acknowledgement or apology 

Correction of inaccurate information or completion of an outstanding action 

Replacement, repair, refund or another customer or supplier remedy where appropriate 

Changes to a policy, process, working practice, product, service or supplier arrangement 

Training, supervision, disciplinary action or other internal action where appropriate 

Environmental, community or other corrective and preventive action 

Referral to an independent adviser, regulator, law enforcement body or another competent authority where necessary 

Cirque will consult affected stakeholders where this is appropriate and will consider accessibility, language, 
confidentiality, power imbalances and any risk of further harm. Not every requested outcome can be guaranteed. 
Cirque will explain the proposed resolution and the reasons for it as fully as confidentiality, data protection and legal 
obligations allow. 

7. Communication throughout the process 

For every accepted grievance, Cirque will communicate each significant step and its outcome to the stakeholder, 
where contact details have been provided. This will include acceptance, the investigation approach, material 
timetable changes, progress updates, findings, proposed actions and confirmation when the resolution has been 
achieved. 

If the issue is not accepted as a grievance, Cirque will provide a written rationale explaining the decision, identify any 
relevant alternative process and explain whether the stakeholder may provide further information or request a review. 

8. Fairness, confidentiality and protection from retaliation 

Grievances will be handled impartially, sensitively and on a need to know basis. Anyone raising a genuine concern in 
good faith, participating in an investigation or helping to seek a resolution will not be subjected to retaliation. Any 
suspected retaliation should be reported immediately and may itself be treated as a separate grievance. 

Personal information will be handled in accordance with applicable data protection requirements and Cirque's Privacy 
Policy. Records will be retained securely for an appropriate period, taking account of the nature of the matter and any 
legal, regulatory or contractual requirements. 

9. Independence and escalation 
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A grievance will not be investigated or decided by a person who is directly involved or has a material conflict of 
interest. If the grievance concerns the Managing Director, it will be referred to another Company Director or an 
appropriately independent person. Cirque may appoint an external investigator, mediator or specialist adviser where 
independence or expertise is required. 

10. Review, records and continuous improvement 

Cirque will maintain a confidential record of grievances, decisions, communications, actions and closure. Grievance 
themes and outcomes will be reviewed periodically to identify recurring issues, improve policies and practices and 
prevent future adverse impacts. Reporting used for governance or improvement purposes will be anonymised where 
appropriate. 

11. Contact 

Website: www.cirquefurniture.com 

Email: info@cirquefurniture.com 

Post: Managing Director, Cirque Furniture International Ltd,  

10 Stephen Mews, London, W1T 1AG
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