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1T.BACKGROUND & OBJECTIVE

Since the publication of LIPSA’s first NDPE Policy in 2017, it
has been essential to establish a system capable of
addressing potential non-compliance within its supply
chain, including environmental impacts and human
rights risks.

Over time, expectations from industry and civil society
regarding responsible sourcing have evolved and
increased. At the time of writing, LIPSA has extended its
Responsible Sourcing_Policy to cover all raw materials
and has invested in developing specific programs and
actions to uphold these commitments.

As a European-based company, LIPSA must also comply
with the minimum requirements of the EU Deforestation
Regulation (EUDR), particularly concerning palm oil and
soy volumes.

The company’'s previous work and experience are
instrumental in ensuring due diligence across the supply
chain where grievance management plays a crucial role
in identifying, assessing, and addressing risks related to
deforestation, environmental harm, and human rights
impacts.

This Grievance Mechanism (GM) is designed to respond
in a timely and structured manner to potential non-
compliance issues raised by external stakeholders (e.g.,
NGOs, clients) or internally identified by LIPSA.

This procedure is aligned with the 8 effectiveness criteria
of the UNGP: legitimate, accessible, practicable,
equitable, transparent, rights-compatible, a source of
continuous learning, and (for operational grievances)
based on engagement and dialogue. Additionally, and in
line with Article 31 of Regulation (EU) 2023/1115, the
grievance mechanism also serves as a channel to
receive and assess substantiated concerns related to
potential non-compliance with the EUDR.

For EUDR purposes, a substantiated concern refers to
information  indicating potential non-compliance,
supported by objective and verifiable elements.

The GM further fosters constructive supplier engagement
and encourages transparent dialogue throughout the
supply chain and with external stakeholders to promote
responsible sourcing, respect for human rights, and
positive environmental and social impact. This
procedure will be reviewed and updated as necessary
based on industry developments, stakeholder feedback,
and lessons learned from implementation.



https://www.lipsa.es/uploads/2026/07/RESPONSIBLE-SOURCING-POLICY_202607_signed.pdf
https://globalnaps.org/ungp/guiding-principle-31/

2.SCOPE

The GM process applies to issues related to environmental impact, community impact, and labor
rights, in accordance with LIPSA’s NDPE and Responsible Sourcing Policies. Grievances may relate to,
but are not limited to, human rights impacts (including labour and community impacts),
environmental impacts, deforestation risks, or potential non-compliance with applicable regulations
such as the EU Deforestation Regulation (EUDR).

They apply to:

e LIPSA’'s own operations.
e All direct and indirect suppliers in LIPSA’s supply chain.

3.ROLES & RESPONSIBILITIES

Sustainability Department: The Sustainability Department owns and oversees the GM process,
ensuring all grievances and substantiated concerns for EUDR are captured, processed within
established timelines, and addressed in a coordinated manner.

Grievance Lead: A designated member of the Sustainability Department who is responsible for:

e Receiving and activating the grievance process for any grievance raised.

e Coordinating with relevant departments to gather necessary evidence.

e Developing a case summary.

e Leading internal capacity-building related to the GM & Non-compliance supplier (NCS).
e Organizing Grievance Committee meetings and documenting decisions.

e Engaging with suppliers alongside the Sustainability Manager and Procurement team.

e Monitoring action plan progress, when applicable.

e Maintaining internal and external grievance logs.

e Reporting progress indicators publicly.

e Ensuring all actions are aligned with the RACI Matrix.

Grievance Committee: A cross-functional internal team integrated by Sustainability director,
Purchases director, Sales director, Industrial director and external affairs department, which are
responsible for:

e Analyzing case summaries and evidence based on NDPE, EUDR, and relevant legal and policy
frameworks, and, where applicable, potential human rights impacts on workers and affected
communities.

e Making decisions regarding supplier engagement, suspension, or re-entry.

e Providing ongoing feedback to improve the GM & NCS system.

The Grievance Committee convenes as needed, based on the receipt of new grievances, escalation
requirements, or key decision points.




Verification Team:

An external entity responsible for:
e Conducting in-depth research on grievance cases.
o Participating in field visits for case analysis and action plan development.
» Providing progress reports on case resolution.

The external entity could be any consultancy or external service contracted by LIPSA, which has
expertise and experience on the sector affected by the grievance itself.

The RACI Matrix defines the roles, responsibilities, and designated personnel responsible for
implementing this procedure.
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4.PROCEDURE

4.1 Submission and reception of a grievance
Grievances, substantiated concerns for EUDR and potential non-compliances may be submitted via
email: sustainability@lipsa.es

Submissions should include:

e Full name (optional for anonymity).

e Organization (if applicable).

e Contact details (name, position, email, phone).
e Detailed description of the grievance.

e Supporting evidence.
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4.1 submission and reception of a grievance

Grievances, substantiated concerns for EUDR and potential non-compliances may be submitted via
email: sustainability@lipsa.es

Submissions should include:

e Full name (optional for anonymity).
 Organization (if applicable).

Contact details (hame, position, email, phone).
Detailed description of the grievance.
Supporting evidence.

LIPSA also accepts grievances through formal client communications, NGO reports, Satellite
monitoring systems, RSPO grievance mechanism, partnerships with key organizations, LIPSA website
whistleblower ethics channel or any other reliable mechanisms.

All grievances must be forwarded immediately to the Grievance Lead with information on when and
how they were received.

Note: LIPSA is committed to protecting Human Rights Defenders, Whistleblowers, Complainants, and
Community Representatives, ensuring fair and transparent grievance handling. LIPSA does not
tolerate retaliation against individuals or organizations who raise grievances in good faith.

4.2 Grievance Verification and Processing:

Within 10 days of receipt, the following steps are applied. This timeline ensures complaints are
handled without undue delay, in line with EUDR requirements.

e The Grievance Lead reviews the evidence and conducts preliminary desktop research.
* If the grievance is deemed eligible, Grievance Lead identifies the relevant supplier(s) and any
associated volumes.
e Aresponse is provided to the grievance submitter, if identified.
e The Grievance Lead prepares a case summary, which includes:
o Description of the grievance, initial assessment and summary of key findings and outstanding
information gaps.
Engagement with the relevant Tier 1 supplier(s).
Review of publicly available information and grievance logs.
o Requests for clarification if logs are insufficient.

If needed, the Verification Team is engaged for deeper investigation or clarification.
EUDR-specific considerations:

¢ In relation to the EU Deforestation Regulation (EUDR), and once a case has been verified—or upon
explicit request—LIPSA may cooperate with the relevant Competent Authorities by providing any
relevant information necessary to support investigations or compliance checks.

* In the event that a grievance relates to deforestation risks and/or potential non-compliance with
the EUDR, LIPSA will review the associated risk assessment, the validity of the relevant Due
Diligence Statement (DDS), and reserves the right to block the affected volumes until the
grievance has been satisfactorily resolved.

e For relevant EUDR cases, the investigation will also include a review of the geolocation data
(coordinates/plots) associated with the grievance, as well as an assessment against the
applicable deforestation cut-off dates: 31 December 2020 under the EUDR and 31 December 2015
under LIPSA’'s NDPE commitments, which will be used as part of the verification process.
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4.3 Case resolution

Following the case summary, the Grievance Committee
may:

G The Grievance Lead may first request additional
engagement with the supplier and pertinent
stakeholders in order to gather further information, clarify
the allegations, and support a thorough assessment of
the case. This engagement may inform the confirmation
and severity assessment of the grievance.

aThe grievance lead updates the status of the case
(Annex 1) based on the investigation and supplier
engagement follow up.

°Upon confirmation of a grievance case, the Grievance
Committee may determine appropriate measures
concerning the supplier, applying a case-by-case and
proportional approach based on the severity, scale, and
risk associated with the findings.

°The Grievance Committee may approve an Action Plan
with the affected supplier. The action plan shall be
proportionate to the findings and may include corrective
and preventive measures, clear timelines, milestones,
and verification requirements.

Where grievances relate to human rights impacts, action
plans may also consider remediation measures, either
directly or through the supplier, in line with internationally
recognized standards.

Where relevant, the action plan may also include specific
actions aimed at mitigating deforestation or EUDR-
related risks, such as improvements to traceability,
provision or validation of geolocation datq,
strengthening of internal controls, or other measures
required to demonstrate compliance.

e The Grievance Lead monitors the implementation of the
Action Plan, assesses its effectiveness, and reports
regularly to the Grievance Committee to support
oversight and decision-making.

In cases involving severe or persistent grievances related
to deforestation or human rights violations, the
Grievance Committee may decide, as a last resort, to
suspend the supplier from the LIPSA supply chain.




Where a confirmed grievance is relevant to the EU Deforestation Regulation (EUDR), LIPSA reserves the
right to temporarily or preventively block the affected raw material volumes, reassess the
associated risk level and the validity of the relevant Due Diligence Statement (DDS), and, where
applicable, refrain from placing the affected products on the EU market.

LIPSA may also inform and cooperate with the relevant Competent Authorities by providing pertinent
information in line with regulatory requirements. No relevant products may be placed on the EU
market where an unresolved EUDR-related risk exists.

4.4 Re-entry of suspended suppliers

The re-entry of a suspended supplier may be considered on a case-by-case basis, considering the
progress made in addressing the issues that led to the suspension and the overall level of risk. Re-
entry may be initiated either through ongoing monitoring of the grievance or following a request from
the suspended supplier

Minimum requirements for a supplier involved in non-compliant deforestation (Annex 2) or human
rights grievances for re-entering the LIPSA supply chain are defined through a structured approach
aligned with internationally recognized best practices.

These include a demonstrated and public commitment to no-deforestation, no-peat and no-
exploitation principles, as well as respect for internationally recognized human rights; the
implementation of a time-bound, measurable and verifiable action plan to resolve the grievance; full
transparency and traceability within the supply chain; regular monitoring of progress; and, where
necessary, independent verification to confirm compliance prior to re-engagement.

In Annex 2, where re-entry is considered, the Grievance Lead will prepare an updated case summary
for review by the Grievance Committee, outlining actions taken, improvements achieved, and any
remaining concerns. If appropriate, additional support from the Verification Team may be sought to
further assess the situation, including through additional research or engagement with the supplier.

Re-entry decisions are taken by the Grievance Committee and may be accompanied by follow-up
measures.

5.GRIEVANCE PROCESS - DECISION TREE

Upon receipt, each grievance is assessed to determine whether it relates to human rights impacts,
environmental impacts, deforestation risks, or potential non-compliance with applicable
regulations such as the EU Deforestation Regulation (EUDR).

As part of this screening, LIPSA evaluates whether the grievance may constitute a general grievance
and/or an EUDR substantiated concern, which determines the applicable level of due diligence and
escalation. Where an unresolved EUDR-related risk exists, the grievance is treated as relevant input to
the Due Diligence System (DDS), and no relevant products may be placed on the EU market until the
risk is resolved.
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The grievance mechanism will be reviewed annually to identify areas for improvement. The
Grievance Committee leads this process based on KPIs provided by the Grievance Lead.

All grievances received, including confirmed cases and those placed under monitoring or watchlist
status, are formally recorded and retained for a minimum period of five (5) years, in line with record
keeping requirements applicable to the Due Diligence System (DDS). Grievance-related information
is securely stored and made available, upon request, to the relevant Competent Authorities in
accordance with applicable regulatory requirements.

Each grievance received serves as a test of LIPSA's due diligence processes. In line with LIPSA’s
continuous improvement approach, grievances are treated as an opportunity to review and
strengthen the robustness and effectiveness of both the Due Diligence System (DDS) and the
Grievance Mechanism (GM), including risk assessment methodologies, controls, and escalation
procedures.

External reviews may be conducted based on the Committee’s discretion or stakeholder feedback
(NGOs, sustainability partners, clients, or internal staff).




ANNEX 1

Case status:

e Under investigation: There is an investigation in place that based on the complexity of the
grievance could be more than the 15 days indicated within the process.

e Monitoring: There is an agreed action plan with the non-compliant supplier, and LIPSA is
monitoring the correct implementation of it through their direct suppliers or directly.

e Closed:
o No currently within the supply chain.
o No linked to LIPSA.
o False positive.

e Suspended: no- buy list.



ANNEX 2

Re-entry points for deforestation:

Minimum evidence requests for a company (and associated parent group) with non-compliant
deforestation to re-enter LIPSA Supply Chain.

* Publicly acknowledge the non-compliance (deforestation case plus any impact on social
aspects such as community rights, lack of FPIC).

e Public response addressing each aspect of the violation.

e Assessment of evidence’s quality.

e Implement a group-wide moratorium on land clearing and peatland development, including a
management directive that operationalizes the group-wide moratorium through a Stop Work
Order, effective immediately.

e Calculate and acknowledge the total area of non-compliance, including a comprehensive
analysis of the social impact and identification of the key communities affected, including a
comprehensive detailing of cultural, environmental and economic damage caused.

e Halt all planting activities on non-compliant areas (pending the development of a Recovery Plan).

 Develop public, time-bound action plan. Policies/commitments addressing specific violations:

o Develop and publish a group-wide No Deforestation, No Peat, No Exploitation (NDPE) policy (or
re-affirm a commitment to the company’s existing group-wide policy) or sign a group-wide
agreement to comply with LIPSA NDPE policy (RESPONSIBLE SOURCING POLICY). Provide maps
(in an appropriate format and quality) of the group’s entire concession estate. Implement an
Integrated HCV-HCSA Assessment.

o Develop and publish a group-wide policy to fully respecting community rights by ensuring
Free, Prior and Informed Consent (FPIC) for all land-use decisions, guaranteeing that no
operations proceed without community agreement or while conflicts remain unresolved. This
commitment must also include the protection of land rights defenders ensuring they can
safely raise concerns without fear of retaliation, intimidation, or harm. Together, these
obligations form the foundation for preventing land grabbing, reducing conflict, and upholding
human rights across the supply chain.

o Develop and publish a group-wide policy to ensure that all work is freely chosen by prohibiting
any form of forced, bonded, trafficked, or coerced labour, and guaranteeing that workers have
full freedom of movement, control over their own identity documents, and the right to leave
employment without penalty.

o Develop and socialize new Standard Operating Procedures (SOPs) policy.

e Evidence of meaningful due diligence into the violation should be established to understand if
violation has been mitigated.

e Suppliers have meaningfully engaged affected stakeholders, complainants, and relevant industry
bodies.

e Publish progress on the action plan, recommended at least every six months in the first year, then
annually thereafter, demonstrating implementation.

These re-entry points have been developed taking into consideration internationally recognized
benchmarks and good practices on responsible sourcing, deforestation, and human rights, including
but not limited to the Accountability Framework Initiative (AFI), the High Carbon Stock Approach
(HCSA), the High Conservation Value Network (HCVN), the UN Guiding Principles on Business and
Human Rights (UNGPs), the OECD Guidelines for Multinational Enterprises, and the Free, Prior and
Informed Consent (FPIC) principles.

The points above represent indicative minimum considerations for supplier re-entry. Depending on
the circumstances of the case, LIPSA may request additional evidence, corrective measures,
commitments, or independent verification. For grievances related exclusively to human rights, labour
rights, or community impacts, re-entry criteria will be defined on a case-by-case basis according to
the nature, severity, and resolution status of the grievance.



https://www.lipsa.es/uploads/2026/07/RESPONSIBLE-SOURCING-POLICY_202607_signed.pdf
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