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	Employee Complaint & Suggestion Policy

Owner Department: HR & Admin



	Brief
	The company is dedicated to the principle that our employees are the most valuable assets of our organization. 
All complaints and suggestions of employees are addressed properly through the complaint & suggestion policy. 

	Purpose
	This policy is designed to give employees an opportunity to express their views in a formal manner to the management. Ensure fair evaluation / action of complaints & without fear of retaliation.

	Person Affected
	All employees

	Guidelines
Procedure

Definition of Suggestion

Eligibility


	· All employees are encouraged to provide valid suggestions and complaints by sending email to tellus@smsaexpress.com
·  The employee may remain anonymous, while addressing a complaint and suggestion.
·  If an employee reports on a member of staff for malicious or personal intent without any foundation then this will be deemed as serious breakdown of trust which could lead to disciplinary action being taken.
· Any complaint related to safety & security / theft can be alternatively informed on the company security hotline number (Riyadh- 463-3999 ext 423) and the informer can remain anonymous should they wish and there will be substantial reward as per Hotline & Reward Policy.
· The member of the complaint & suggestion committee consists of Managing Director (MD), Director of HR & Admin and Director of QRM. The committee is headed by the Managing Director. 
· Once an employee sends his / her complaint & suggestion through the email address it will be received by all the members of the committee.

· The committee members will analyze the nature of complaint & suggestion and act accordingly.

· Any complaint & suggestion without proper facts and figures will be declined. 

· The HR & Admin Director will respond to all valid suggestions & complaints. Any investigations will be dealt with by the QRM department and report provided.    
A ‘suggestion” is a written original idea prepared by an employee of SMSA suggest a specific method to do any job or procedure better, quicker, easier, safer, or at a less cost, to handle additional workload with same staff, to produce a most efficient operations with better control to increase revenue, or to improve quality of service.

· All suggestions will be accepted for review.

· If a suggestion is not implemented, it is not eligible for a award

· Suggestions related directly to the following will not be eligible for an award.

a) Personal grievance

b) Classification of pay of position.

c) Matter currently under study by management

d) Duplicate suggestions under consideration

e) Matters which are a result of investigations, auditing, studies, survey, reviews or research.
All SMSA employees are eligible to submit a suggestion. Upon the recommendation of the committee, the MD will make a special award for a properly submitted, implemented suggestion. This policy does not affect the Bravo Zulu policy and the employee would be eligible for the Bravo Zulu policy based on MD decision. 

The award will be in a form of a cash amount and presentation of certificate / plaque and also the award winner name, picture and achievement will be published in SMSA Newsletter.


	General
	Any exception to this policy must be approved by the Managing Director or CEO.
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