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STAKEHOLDER ENGAGMENT AND GRIEVANCE POLICY

1. Purpose
This Policy defines Edulution’s approach to stakeholder engagement and grievance management. It ensures transparent, inclusive, and ethical engagement, and establishes clear mechanisms for raising and resolving concerns. Working in partnership with all stakeholders is crucial to delivering on our purpose and we incorporate feedback on specific areas of our business into planning, programmes, and disclosures. Stakeholders are provided with accessible channels to raise concerns, and all grievances are addressed fairly, promptly, and consistently to build trust and accountability.

This Policy affirms the Company’s Code of Conduct, and supports the Board’s responsibility to manage stakeholder relationships responsibly.  It should be read in conjunction with the Whistleblower Policy.

2. Scope
This Policy applies to all Board members, employees, management, contractors, partners, and all stakeholders interacting with Edulution.

3. Definitions
Stakeholders include individuals, groups, and organisations that are affected by or can influence our activities.  Edulution identifies multiple groups of stakeholders, both internal and external, such as:
· Learners and their families
· Educators and programme facilitators
· Employees, contractors, consultants, 
· Business partners, 
· Investors, funders and donors
· Suppliers and service providers
· Government and regulators
· NGOs
· the communities in which we operate.  

Stakeholders will be periodically reviewed and mapped based on influence, impact, dependency, and risk exposure.

4. Core principles
This policy is based on the Guiding Principles as outlined in Section 2.1.1 of the Code of Conduct, in particular:
· Respect: fair and dignified treatment of all stakeholders and contractual and legal obligations
· Inclusivity: recognising diverse stakeholder needs
· Transparency: clear, accurate, and timely communication
· Confidentiality: protecting sensitive information and building trust 
· Partnership-based cooperation

Methods of engagement
Engagement includes:
· Regular financial, operational, and impact reporting
· Community meetings and consultations
· Surveys and feedback mechanisms
· Direct communication channels (email, phone, digital platforms, Community notice boards)
· Programme level engagement with learners and educators

5. Grievance Mechanism
Effective stakeholder engagement policy and practice include mechanisms for stakeholders to provide feedback and express concerns.  This can help the company adapt their strategies and improve operations based on stakeholder input.
5.1 Right to Raise Concerns
All stakeholders have the right to raise concerns or grievances without fear of retaliation.
5.2 Types of Grievances
Grievances may relate to:
· Programme delivery
· Ethical misconduct or corruption
· Discrimination or unfair treatment
· Operational or service issues
· Health, safety, or safeguarding matters

6. Grievance Procedure
1) Submission - Grievances may be submitted via email, written or online forms, direct reporting to staff or management, or through anonymous channels where available.
2) Acknowledgement - Receipt of grievances will be acknowledged within five working days.
3) Assessment - Grievances will be reviewed, classified, and assessed to determine severity and appropriate response.
4) Investigation - Investigations will be conducted fairly, impartially, and confidentially, with engagement of relevant parties where necessary.
5) Resolution - Appropriate corrective action will be taken, and outcomes communicated to the complainant where possible.
6) Escalation - Serious or unresolved matters will be escalated to senior management or the Board

6.1 Closure and Record Keeping
All grievances will be documented and securely recorded.
6.2 Confidentiality and Protection
All grievances are handled confidentially. Whistleblowers and complainants are protected from retaliation, and anonymous complaints will be accepted and assessed.
6.3 Monitoring and Reporting
Management will maintain a grievance register, analyse trends, and report material or recurring issues to the Board. The Board will oversee grievance trends and ensure that corrective actions are implemented.
6.4 Training and Awareness
Staff and relevant stakeholders will be informed of grievance procedures, and appropriate training will be provided on stakeholder engagement and complaint handling.

7. Review
This Policy will be reviewed periodically to reflect best practice or regulatory changes. This ensures that the engagement process remains relevant and responsive to stakeholder needs.
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