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Purpose  

This policy is developed to create a structured approach for engaging stakeholders and fostering a business 

environment where concerns can be voiced freely and effectively. It outlines a grievance redressal mechanism aimed 

at minimizing disputes and enhancing trust among stakeholders. The policy aligns with the National Guidelines on 

Responsible Business Conduct (NGRBC), particularly emphasizing Principle 4 (Stakeholder Engagement) and 

Principle 5 (Human Rights). It should be read in conjunction with Carraro India Limited’s related policies, including 

the Whistleblowing and Vigil Mechanism Policy, Prevention of Sexual Harassment Policy, among others. 

Scope  

This policy defines Carraro India Limited’s comprehensive approach to engaging both internal and external 

stakeholders across all corporate and regional operations. It ensures that the principles of effective stakeholder 

engagement and grievance resolution are uniformly applied throughout the organization. Accordingly, every business 

unit at each operational site is responsible for implementing the policy in accordance with the prescribed guidelines. 

The scope of this policy includes the following categories of stakeholders: 

a) Employees and Workers 

b) Customers 

c) Suppliers and Vendors 

d) Investors and Shareholders 

e) Regulatory Bodies 

f) Local Communities 

g) Other Business Partners 

Stakeholder Engagement  

Carraro India Limited periodically conducts a thorough review of its business processes to identify all relevant 

stakeholders. Engagement with each stakeholder group is carried out as needed, based on management’s discretion 

using various communication channels. Insights and outcomes from these engagements are regularly reviewed by the 

Board during its meetings and shared with stakeholders through newsletters, the annual report, and dedicated 

engagement reports. 

The objectives of engagement include, but are not limited to: 

• Foster ongoing dialogue to enable timely and responsive communication with all stakeholder groups. 

• Define clear accountability by allocating appropriate resources and responsibilities for stakeholder engagement. 

• Evaluate stakeholders’ ability to participate effectively and, where needed, support capacity building to overcome 

barriers like language, distance, knowledge, skills, and resources, in line with the engagement’s purpose and 

scope. 

• Share information about company activities in a timely and culturally sensitive manner to promote meaningful 

collaboration. 

• Conduct engagement in an inclusive and non-discriminatory way, ensuring that all stakeholders—including 

vulnerable and marginalized groups—can contribute to informed decision-making. 

• Address stakeholder grievances fairly, transparently, and equitably. 

• Ensure all communications and interactions comply with applicable laws, contractual obligations, and internal 

communication standards, while respecting human rights and protecting personal data. 

• Use stakeholder feedback to shape strategies, policies, objectives, and initiatives that benefit both the company 

and its stakeholders. 

• Enhance engagement practices by sharing insights and successful approaches from past experiences. 

• Report stakeholder engagement outcomes through the company’s annual report. 
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Grievance Redressal  

Grievance refers to any issue, problem causing distress to any individual, group or community which needs to be 

addressed by the company in a formal manner. 

All employees at Carraro India Limited are responsible for managing relationships and meeting the expectations of 

both internal and external stakeholders within their respective areas of responsibility. In addition to this, any concerns 

raised by stakeholders are addressed by the designated Grievance Officers, who ensures complete confidentiality 

throughout the process. If a stakeholder has a concern, query, or complaint, they are encouraged to reach out through 

the grievance reporting channels provided below: 

Sr. 

No. 

Category of Stakeholder Designated Grievance Officer Contact details 

1.  Employees and Workers Ms. Mamta Bakshi, Director of HR, 

Leadership & Culture 

HR_Grievances@carraroindia.com 

2.  Local Communities 

3.  Customers Mr. Ashok Kumar- Director of 

Sales & Business Development 

Customer_Grievances@carraroindia.com 

4.  Suppliers and Vendors Mr. Vijay Raman- Director of 

Purchase & Supply Chain 

Management 

Supplier_Grievances@carraroindia.com 

5.  Investors and Shareholders Mr. Mohith Kumar Khandelwal, 

Company Secretary & Compliance 

Officer 

Company_Secretary@carraroindia.com 

6.  Regulatory Bodies 

7.  Other Business Partners 

 

Grievance Handling Process 

The following steps outline the procedure for addressing and resolving stakeholder grievances: 

• Submission of Grievance: Stakeholders are encouraged to submit grievances via the official email IDs provided. 

Only grievances received through email will be considered valid for redressal. Complaints should include all 

relevant facts, supporting information, and a clear description of the concern. 

• Acknowledgement: Upon receipt of a grievance, the designated grievance officer will acknowledge the complaint 

within 7 working days. 

• Review and Investigation: The officer will assess the complaint and, if necessary, form an investigation team. 

This team may engage with external stakeholders to gather additional information. All findings will be reviewed 

internally to determine appropriate corrective actions. 

• Timeline: The grievance will be acted upon/resolved within 30 working days. 

• Resolution: Based on the investigation, suitable measures will be taken to resolve the grievance. If the complaint 

is found to be frivolous or lacking merit, it may be rejected, and the stakeholder will be informed accordingly. 

The details of the complaint must be recorded as per the format provided in Annexure 1. 

Non-Retaliation 

Carraro India Limited is committed to maintaining a safe and respectful environment where employees and 

stakeholders can freely raise concerns without fear of retaliation. Individuals will not be subjected to discrimination, 

adverse treatment, or any negative consequences for submitting grievances or reporting issues in good faith. 

Employees who voice ethical concerns or participate in protected activities are safeguarded against any form of 

victimization. All grievances are handled with strict confidentiality, and appropriate steps are taken to protect the 

identity and interests of the complainant. 
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Escalation 

If the complainant is not satisfied with the outcome of the complaint, the complainant may escalate the matter to the 

Whole time Directors:  

1. Sudhendra Mannikar: Sudhendra_Mannikar@carraro.com 

2. Davide Grossi: Davide_Grossi@carraro.com 

Training & Awareness 

To ensure effective implementation of this policy, the Company is committed to promoting awareness and building 

capacity among employees and relevant stakeholders. To build awareness on the policy, the Company shall take the 

following steps-  

✓ New employees will be introduced to the policy at the time of onboarding. 

✓ Internal communications and policy portal will be used to inform employees of grievance channels and their 

rights. 

✓ Internal communication / Training sessions will be conducted to share updates.  

✓ Targeted training for grievance officers, and department heads to ensure clarity of roles and responsibilities.  

✓ The policy will be uploaded on the website of the Company for all the concerned stakeholders to access the 

grievance redressal mechanism. 

Review  

This policy shall be reviewed periodically to evaluate the efficacy and effectiveness of the grievance redressal 

mechanism. The review aims to identify areas for improvement, ensure continued alignment with legal and regulatory 

requirements, and incorporate feedback from stakeholders. 
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Annexure 1: Grievance Record to be maintained 

 

Name of 

the Complainant 

Stakeholder 

Group 

Complaint 

Date 

Details of 

Designated 

Grievance 

Officer 

Members of the 

investigating 

committee 

Outcome of the 

investigation 

Date of 

communication of 

outcome to 

complainant 

Whether the 

matter was 

escalated 

Date of 

Closure 
Remarks 

                  

                  

                  

                  

 

 

 


