‘A

National

HUMAN RIGHTS
GRIEVANCE PROCESS

Human Rights
Grievance mailbox
grievances@nab.com.au

Human Rights Grievances referred from
other channels (e.g. mail, other email
channels, web)

g Grievance does not meet criteria for
l'l-l_ aclcep':jance (e.g. noln-h:man r1gh_ts Grievance logged and initial review
> related, not NAB related or vexatious) > undertaken to assess nature of concern.
e  Where applicable refer to - Acknowledgement of receipt provided
9
o appropriate channel (e.g. customer within 5 business days.
complaints)

= * Provide explanation to complainant
— regarding why no action is required
=T by NAB.
= :
— Human rights-related grievances Notify/engage with complainant in
(=) reviewed by NAB Human Rights Team to P> relation to actions being taken (as
(=] determine investigation path and any appropriate) — updates to complainant
= escalations required. to follow as appropriate
d

Investigate and assess grievance. Engage

with impacted party, subject matter

experts and other stakeholders/3rd

parties (e.g. internal teams, suppliers,
g customers, civil society, unions,
[ e ] antidiscrimination bodies) as
_l appropriate. Notify regulators/law
=T enforcement if appropriate.
(==}
() For substantiated grievances, determine
[N | whether NABkhas ca:sed,}contnbutfed ?r If grievance is unsubstantiated,
> is directly linked to the grievance. If so: vexatious, or is not due to factors
-_— ¢ Undertake appropriate response and connected to NAB, provide explanation

remedy. to complainant regarding why no action
e Update impacted party at is required by NAB.
appropriate times on progress.
) Where NAB has contributed, or may Where NAB’s operations, products, or
- have contributed to the impact: sgrvices are directl){ linke_d to an impact
r—} Where NAB has caused, or may have o Prevent or mitigate NAB's viaa bus_mess relationship (e.g. customer
P= caused the impact: contribution to the impact or supphler) . ble with
c” ¢ Prevent or mitigate the impact e Use leverage where possible to O CEOUTE e AT
] ravent orgmiti e rF:emaim‘n the responsible party to seek to
o lepact 9 9 prevent or mitigate the impact
e Consider whether relationship exit
is required

(=] Contribute or cooperate in remediating*
L Remediate* if adverse impact has the adverse impact and providing No responsibility to remediate*,
E been caused appropriate remedy for the situation [to however may take a role in remediation
[ extent of contribution]

Note: separate grievance processes apply for colleague-related grievances (Colleague Complaints Procedure and Whistleblower Program) and for potential
concerns identified by colleagues (Unusual Activity Report sent to Financial Crime Operations)

* Refer UN Guiding Principles for Business and Human Rights. Remedy may include apologies, restitution, rehabilitation, financial or non-financial compensation, as well as the

prevention of harm through, for example, injunctions or guarantees of non-repetition.
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