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ESG Stakeholder Concerns Procedure

Purpose
Insights is committed to addressing concerns about negative impacts connected with our activities, products, services or business relationships. This procedure allows any stakeholder to raise a concern safely and seek a fair resolution.
Scope and Application
This procedure is available to employees, customers, practitioners, suppliers, business partners, contractors, communities and anyone else who may be affected by Insights or its value chain.
This procedure is available in English. Concerns may be submitted in any core language in which we offer our products and services. We will endeavour to offer translation, assistance or an accessible format on request, without disadvantage to the person raising the concern, or explain why we are not able to do so at a given time.
Policy Requirements
What can be raised
We will accept a concern where it relates to an actual or potential negative impact connected with Insights' operations, products, services or value chain. This may include concerns relating to:
•  human or labour rights, discrimination or workplace treatment;
•  ethical business conduct;
•  environmental or community impacts;
•  the conduct of a supplier, practitioner, contractor or other business partner; or
•  retaliation against someone who has raised or supported a concern.
Routine customer-service matters, such as orders, refunds or delivery queries, should normally be raised through our website. Employee matters may also be raised through Insights' internal grievance process or Lola (listen Openly, Learn Always internal channel). We will explain and, where possible, redirect concerns that are better handled through another process.
A concern should include enough information for us to understand the issue and how it may be connected with Insights. Supporting evidence is helpful but is not required.
How to raise a concern
A concern can be emailed to ethics@insights.com.
Please provide, where possible:
•  a summary of the concern and the people or organisations involved;
•  relevant events, dates and supporting information;
•  whether the concern has previously been reported;
•  the impact experienced or anticipated; and
•  the resolution being sought.
A stakeholder may raise a concern on behalf of another person where they have that person's permission. A concern may be submitted confidentially or anonymously, although anonymity may limit our ability to investigate or provide updates.
Receiving and handling concerns
We commit to taking every valid concern seriously. We will hold ourselves to account and track every concern from acknowledgement to resolution. We will endeavour to respond within the timelines indicated below.
1.  Acknowledgement: We will acknowledge receipt within five working days.
2.  Initial assessment: Within ten working days of receipt, we will confirm whether the concern has been accepted, request further information or explain why it has not been accepted. Where another procedure is more appropriate, we will explain how the concern can be raised through it.
3.  Review and investigation: An impartial case manager will gather and review relevant information and, where appropriate, request additional information (provided contact details are available), speak with the stakeholder and others involved. We will explain the planned process and provide an update at least every 20 working days while the case remains open.
4.  Resolution: We aim to reach an outcome within 40 working days of accepting a concern. Complex cases may take longer, in which case we will explain the reason and provide a revised target date.
5.  Outcome and closure: We will communicate the outcome, any agreed actions and whether the concern is considered resolved. Information may be limited where necessary to protect confidentiality, privacy or legal rights.
These timelines may extend if a concern is raised in a language requiring translation.
Remediation
Remediation will be proportional to severity of issue. Depending on the nature and severity of the concern, resolution may include an explanation or apology, correction of an identified problem, action to prevent recurrence, engagement with a supplier or business partner, mediation, or review by an independent person. Appropriate action will be determined by case manager in consultation with relevant colleagues and discussed with the stakeholder raising a concern. Wherever possible, we will discuss the proposed resolution with the affected stakeholder and take account of the outcome they are seeking.
Protection from retaliation
Insights does not tolerate retaliation against anyone who raises, supports or participates in a concern in good faith. This includes threats, harassment, discrimination, dismissal, loss of work or business, blacklisting, or any other disadvantage.
Information will be shared only with people who need it to assess or resolve the concern. Confidentiality requests will be respected as far as reasonably possible, taking account of the need to investigate and any legal obligations.
Any allegation of retaliation will be investigated promptly. Where retaliation is identified, Insights will take appropriate corrective or disciplinary action and consider steps needed to protect the affected person. These protections apply even where a concern is not upheld.
Avoiding conflicts of interest
No person will investigate or decide a concern where they are involved in the matter or have an actual, potential or perceived conflict of interest.
Anyone handling a concern must declare relevant conflicts. Where a conflict exists, the case will be reassigned to an impartial person from another part of the organisation. If suitable independence cannot be achieved internally, Insights may appoint an independent external adviser, mediator or investigator.
Privacy
Personal information collected through this procedure will be handled in accordance with applicable data-protection law and Insights' Privacy Notice.
Awareness of this procedure
Insights communicates this procedure to its main stakeholders through relevant channels, including its public website, internal SharePoint, employee induction and internal resources, and supplier or partner onboarding materials.
We will include high-level statistics on this procedure in our annual sustainability report.
Contact Information and Support
Concerns can be emailed to ethics@insights.com.
Translation, assistance or an accessible format may be requested.
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Key Terms
Concern: An issue relating to an actual or potential negative impact connected with Insights' operations, products, services or value chain.
Stakeholder: An employee, customer, practitioner, supplier, business partner, contractor, community member or anyone else who may be affected by Insights or its value chain.
Retaliation: Any threat, harassment, discrimination, dismissal, loss of work or business, blacklisting or other disadvantage linked to raising, supporting or participating in a concern in good faith.
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