
Receipt of the complaint
and documentation (as
detailed as possible).

Acknowledgement of receipt
of the complaint to the 

person concerned 
(as far as known).  

  

Thematic 
classification 

of the complaint and 
assignment to 

responsible 
employee. 

Communication to 
the person concerned 

about the expected 
processing period 

(first feedback is given
after max of 

three business days).
  

In exchange
with all parties involved

the facts of the complaint
analyse and

classification of
severity.

Collaborative
Conflict resolution and 

development of 
measures for 

compensation. 

Compensation: 
Inform the  

person concerned about
the measure and if 

accepted, the measure
is applied.  

Checking whether 
further concerns 

exist. If no, end complaint 
process. If so, start 

again at point 5.
 

Effectiveness of
the grievance process
constantly review and

through practical 
experience continuously

to enhance.  
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Process of our grievance mechanism
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