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1. Introduction 

This document is addressed to all employees of the Novartis and Sandoz companies as well as 
all external persons who wish to address a complaint within the framework of German Supply-
Chain-Due-Diligence Act (SCDDA) = (Lieferkettensorgfaltspflichtengesetz (LkSG). 
 
In the second chapter of this document, we wish to provide you with Step-by-Step instructions 
and suitable screenshots to help you use our electronic online complaints procedure 
(Novartis SpeakUp Officeline) so that you may indicate risks or breaches under human rights 
law or environmental law in the business area itself of Novartis or Sandoz and in the area of the 
supply chain (direct and indirect suppliers) of Novartis or Sandoz. 
 
The third chapter of this document explains Step by Step how you can address a telephone 
complaint to us regarding the SCDDA.  
 
In both complaints procedures, the following protected legal positions are in the foreground 
according to German Supply-Chain-Due-Diligence Act (SCDDA), but are not exclusively 
limited to: 
 
1) Prohibition on Child Labour  

 
2) Prohibition on Forced Labour 
 
3) Prohibition on Slavery or slavery-like Practices; Modern Slavery 
 
4) Prohibition on disregard of Occupational Health & Safety 
 
5) Prohibition on a disregard of Freedom of Association 
 
6) Prohibition on Discriminatory Employment Practices  
 
7) Prohibition on withholding an appropriate/Minimum Wage  
 
8) Prohibition on harmful soil changes, water pollution, air pollution, harmful noise emissions 

or excessive water consumption (pollution & water stewardship) that could  
a) significantly impair the natural basis for the preservation and production of food. 
b) deny one or more person’s access to proper drinking water. 
c) hinder or eliminate access to sanitary facilities for one or more persons. 
d) damage the health of one or more persons. 

 
9) Prohibition on Unlawful Eviction and Unlawful Expropriation of Lands, Forests and Waters  
 
10) Prohibition on the engagement or use of private or public security forces to protect a 

business project if, due to a lack of instruction or control by the company, the use of 
security forces 

a) could disregard the prohibition of torture and cruel, inhuman, or degrading 
treatment, 

b) poses a threat to life and limb 
c) or poses a threat to freedom of association and coalition. 

 
The fourth chapter of this document gives you an overview of the SCDDA-related complaint 
process at Novartis or Sandoz. 
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2. Step-by-Step instructions (online complaint) 

2.1 Entering and sending the complaint 

 

Step 1: 
Call up the electronic complaints procedure (Novartis SpeakUp Officeline) via the following link 
or the link provided on the website: link to the complaints system (SpeakUp) and continue to 
Step 2. 

 
 
Brief overview of the different areas in the entry screen: 

 

• Area 1: The language displayed in the electronic complaints procedure (Novartis SpeakUp 
Officeline) can be changed here. Please note that the description given here is currently 
available in English and German, only. 
 

• Area 2: Link to further information in English or German. “Report a Concern” leads directly 
to the view described in Chapter 2 and 3 in Step 3 respectively. 

 

• Area 3: See Step 2 in this Chapter. 
 

• Area 4: See Step 22 in Chapter 2.3 “Follow-up of the complaint in further course of 
processing”. 

 

• Area 5: Please do not use this e-mail address to make complaints regarding German 
Supply-Chain-Due-Diligence Act (SCDDA), use the online or telephone complaint process 
described in Chapter 2 or 3 here, only. Contact speak.up@novartis.com (see Chapter 4) 
only with questions that go beyond the contents of this document. 

 

• Area 6: Reference to reporting channels for other types of reports, such as adverse events 
report for Novartis or Sandoz medicines or security incidents. Please do not use these 
email addresses to make complaints regarding the German Supply-Chain-Due-Diligence 
Act (SCDDA). 

 

• Area 7: General information from the software tool operator NAVEX. 
 

  

https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
mailto:Speak.up@novartis.com
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Step 2: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button to go to the 
view for submitting an online complaint. 
 

 
 

Step 3: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button to continue 
submitting online complaints.  
 

 
 
Area 2: Please note the information highlighted in Area 2. At a later stage in the process outlined 
here, you will receive a report key and password that you must write down and carefully keep, 
to view the future processing status of your complaint! 
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Step 4: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button. Then select 
the country in which you are located in Area 2 (e.g. Germany). 
 

 
 

Step 5: 
Proceed as described in Step 4 and select the country or region where the reportable violation 
occurred (e.g. Germany). 
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Step 6: 
Proceed as described in Step 4 and select the division or business unit where the violation 
occurred. If you do not know the relevant division or business unit or if the violation occurred 
outside the Novartis Group, e.g. in the supply chain, please select “Other / Unknown”. 
 

 
 

Step 7: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button to access 
the “Novartis SpeakUp Officeline” and the Privacy Statement for a general explanation. 
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Step. 8: 
Please, carefully read the general statement on the “Novartis SpeakUp Officeline” and the data 
protection statement in the highlighted Area 1. Then place the mouse pointer in the highlighted 
Area 2 and press the left mouse button to go to the selection of topics where concerns can be 
raised online.  
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Step 9: 
Place the mouse pointer in the displayed Area 1 “Other” and press the left mouse button to 
activate the entry screen, in which you can enter information to indicate risks or breaches under 
human rights law or environmental law in the business area itself of Novartis or Sandoz and in 
the area of the supply chain (direct and indirect suppliers) of Novartis or Sandoz. Please do not 
use the other options in the highlighted Area 2. In the following entry screen (see Step 11), you 
can also decide to remain anonymous. 
 

 
 

Step 10: 
After the “Other” field has been opened/expanded by Step 9, place the mouse pointer in the 
displayed Area 1 “Other” and press the left mouse button to finally access the entry screen. 
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Step 11: 
Please complete the first section of the entry screen as described. The fields marked with a red 
asterisk are “mandatory fields”: 
 

• Area 1: Please read the “Terms and Conditions” and confirm by pressing the left mouse 
button to mark the white field accordingly (mandatory field). 

• Area 2: Your entries from Step 6 are automatically transferred to this area. 

• Area 3: Place the mouse pointer in the highlighted Area 3 and press the left mouse button 
to select the relationship you have with Novartis (Novartis or Sandoz Associate/ Third 
Party), or whether you want to remain anonymous (mandatory field). 

• Area 4: If you want to remain anonymous as a reporter, left-click the white box next to 
“Yes” and the data fields for name, phone number and email address (Area 5) will be 
hidden automatically. 

 
If you do not want to remain anonymous as a reporter, please left-click to highlight the white 
box next to “No” and fill in the blank fields with your name, phone number and email address. 
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Step 12: 
Please scroll down the entry screen with the mouse wheel or scroll bar to the “Report - Other” 
position shown below and continue filling in the open fields. 

 

• Area 1: If you know the names and job titles of the people involved in the matter of your 
complaint, please enter these details in the open fields.  

• Area 2: If you do not know the names and job titles of individuals involved in the matter of 
your complaint, we would like you to provide information that you believe will assist us in 
identifying the persons involved. 

• Area 3: If you, as a reporter, know or suspect that a manager (supervisor or manager) is 
involved in the matter of your complaint, left-click to highlight the white box next to “Yes” 
and tell us, if possible, the name(s) in Area 4. If you do not know or suspect this or do not 
wish to provide any information, press the left mouse button to mark the white field next to 
“No” or “Do Not Know/ Do Not Wish To Disclose”. 

• Area 5: If you, as a reporter, know that management is already aware of the issue of your 
complaint, left-click to highlight the white box next to “Yes” or select the white box next to 
“No” or “Do Not Know / Do Not Wish To Disclose”. 
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Step 13: 
Please scroll the entry screen with the mouse wheel or scroll bar to the position shown below 
to be able to specify your complaint in more detail. 

 

• Area 1: To make it easier for us to classify your complaint, start the description of your 
complaint with the short text: “Complaint, Supply-Chain-Due-Diligence Act (SCDDA):”. 
Read the text above and to the right of the input field and describe the subject matter of 
your complaint, with reference to the protected legal positions mentioned in the 
introduction of this document (1 - 10) as precisely and in detail as possible.  

• Area 2: To further substantiate your complaint, please provide us with a time period, date 
and/or duration of the matter of your complaint, if possible. 

• Area 3: To further substantiate your complaint, please tell us the location where the 
matter of your complaint took place. If you have knowledge of any specific documentation 
relating to the reported incident, please provide us with the documentation or business 
transactions that you have become aware of in the matter of your complaint. In addition, 
you can attach these documents as files to your complaint in Step 14 / Area 4. 
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Step 14: 
Please scroll the entry screen with the mouse wheel or scroll bar to the position shown below 
to be able to specify your complaint in more detail. 

 

• Area 1: Place the mouse pointer in the highlighted Area 1 and press the left mouse 
button. Then select one of the 8 options you became aware of the matter of your 
complaint. If you have selected the option “Other”, please specify this in more detail in 
the free text field below.  

 

• Area 2: If you can assign an estimated financial value to your complaint, place the 
mouse pointer in highlighted Area 2 and press the left mouse button to select the 
appropriate currency for your estimate.  

 

• Area 3: If you can assign an estimated financial value to your complaint, place the 
mouse pointer in highlighted Area 3 and press the left mouse button to select the 
appropriate amount range (e.g. EUR 1000 – EUR 4999) for your estimate. 

 

• Area 4: To complement your complaint with meaningful electronic documents, place 
the mouse pointer in the text field described and follow the instructions to add those 
documents to your complaint. 

 

• Area 5: By sending your complaint (see area 7 below), you receive a so-called report 
key that clearly identifies your complaint. Please make a note of the report key as in the 
further course of the complaint process access to your complaint can only be granted 
via a combination of your password assigned in area 6 and the report key. 

 

• Area 6: Select a password with at least 4 characters and enter it in the free text fields 
provided. Please make a note of the password as you can only be granted access to 
your complaint through the combination of your assigned password and the report key 
during the further course of the complaint process. 

 

• Area 7: Check your details one last time by scrolling through the input screen, place the 
mouse pointer in the displayed Area 7 “Submit Report” and press the left mouse button 
to finally send your complaint to us for processing. 
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2.2 Inspection of complaint immediately after dispatch 

 

Step 15: 
As soon as you have sent your complaint in Step 14, you will receive the view shown below to 
confirm that it has been sent. In Area 1 you can see the information with your individual report 
key. Please keep the report key and the password assigned by you in Step 14 / Area 6 to be 
able to follow up on the processing status of your complaint in the future. 

 
According to the information in Area 3, it will take approximately three working days to process 
your complaint, depending on the scope. After three working days, please check at regular 
intervals whether Novartis has any further questions for you with regards to your complaint.  

 
Please do not use the telephone number (1-866-ETHICSP) provided in Area 4, as this number 
cannot be reached from Germany, currently. 

 
Use the internet address www.ethicspoint.eu specified in Area 5, to go to English-language view 
(see Step 16) alternatively, place the mouse pointer in the highlighted Area 6 and press the left 
mouse button to come to the same English-language view (see Step 16). 
 

 
 
  

http://www.ethicspoint.eu/
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Step 16: 
In Area 1, enter your individual report key and the password you’ve assigned in Step 14 / Area 
6 in the fields provided. Place the mouse pointer on the “Submit” field and press the left mouse 
button.  
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Step 17: 
This view allows you to view your current complaint. Place the mouse pointer in boxes 1 - 6 to 
obtain or provide further information. 
 

 
 

• Area 1: Since you have just sent your complaint, Novartis has no open questions or 
comments at this time. 

 

• Area 2: Here you can add and send additional notes to your complaint.  
 

• Area 3: Here you can add and send more files to your complaint. 
 

• Area 4: Here you can view the main contents of your complaint. 
 

• Area 5: Here you can access the main contents of your complaint and print it out via your 
internet browser. 

 

• Area 6: Here you can log out of the current view. 
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2.3 Follow-up of complaint in the further course of processing 

 

Step 18 
Depending on whether you have decided in Step 11 / Area 4 to make your complaint 
anonymously or with your name and email address, you will receive an English-language 
email with the corresponding report number (Area 1) to your personal email address approx. 
three days after dispatch, depending on the scope of the complaint. Place the mouse pointer 
in Area 2 and press the left mouse button.  

 
NOTE: If you have decided in Step 11 / Area 4 to make your complaint anonymously without 
stating your name and email address, please go to Step 22 approx. three days after sending 
your complaint, as you will not receive the email shown here and can only actively check the 
processing status of your complaint yourself. 
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Step 19: 
Place the mouse pointer in Area 1 and press the left mouse button to then select English as the 
display language in Area 2.  
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Step 20: 
In Area 1, enter your individual report key and the password you’ve assigned in Step 14 / Area 
6 in the fields provided. Place the mouse pointer on the “Submit” field and press the left mouse 
button.  
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Step 21: 
In section 1 you will be able to view comments, questions and assessment results from Novartis 
regarding your complaint. In addition, you can answer questions in Area 2 and 3 and make 
comments and send them to us. 
 

 
 
  



22 

 

Ethics, Risk & Compliance 
Public 

Step 22: 
Please start checking the current processing status about three days after you’ve sent your 

complaint. To do this, call up the electronic complaints procedure (Novartis SpeakUp Officeline) 

via the following link or the link provided on the website: link to the complaints system 

(SpeakUp). Place the mouse pointer in Area 1 and press the left mouse button to enter your 

report key and password. 

 
 

Step 23: 
In Area 1, enter your individual report key and the password you’ve assigned in Step 14 / Area 
6 in the fields provided. Place the mouse pointer on the “LogIn” field and press the left mouse 
button.  
 

 
 
  

https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
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Step 24: 
This view allows you to view your current complaint. Place the mouse pointer in boxes 1 - 6 to 
obtain or provide information. 
 

 
 

• Area 1: Novartis communicates open questions, comments and the results of the 
complaint investigation to you here. 

 

• Area 2: Here you can add further notes to your complaint or answer and send the 
questions asked to you in section 1. 
 

• Area 3: Here you can add additional files to your complaint or add and send additional files 
to the questions asked to you in Area 1 to answer the questions. 

 

• Area 4: Here you can view the main contents of your complaint. 
 

• Area 5: Here you can access the main contents of your complaint and print it out via your 
internet browser. 

 

• Area 6: Here you log out of the current view. 
 
NOTE: The repetition of steps 22 – 24 should result in a dialogue between you as the 
complainant and Novartis, from information about case-related remedies, future prevention and 
other measures to the final conclusion of the complaint case. 
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3. Step-by-step instructions (telephone complaint) 

3.1 Conducting a telephone complaint 

 

Step 1: 
Call up the electronic complaints procedure (Novartis SpeakUp Officeline) via the following link 
or the link provided on the website; link to the complaints system (SpeakUp) and continue to 
Step 2. 

 
 
Brief overview of the different areas in the entry screen: 

 

• Area 1: The language displayed in the electronic complaints procedure (Novartis SpeakUp 
Officeline) can be changed here. Please note that the description given here is currently 
available in English and German, only. 
 

• Area 2: Link to further information in English or German. “Report a Concern” leads directly 
to the view described in Chapter 2 and 3 in Step 3 respectively. 

 

• Area 3: See Step 2 in this Chapter. 
 

• Area 4: See Step 22 in Chapter 2.3 “Follow-up of the complaint in further course of 
processing”. 

 

• Area 5: Please do not use this e-mail address to make complaints regarding German 
Supply-Chain-Due-Diligence Act (SCDDA), use the online or telephone complaint process 
described in Chapter 2 or 3 here, only. Contact speak.up@novartis.com (see Chapter 4) 
only with questions that go beyond the contents of this document. 

 

• Area 6: Reference to reporting channels for other types of reports, such as adverse events 
report for Novartis or Sandoz medicines or security incidents. Please do not use these 
email addresses to make complaints regarding the German Supply-Chain-Due-Diligence 
Act (SCDDA). 

 

• Area 7: General information from the software tool operator NAVEX. 
 
  

https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
https://secure.ethicspoint.eu/domain/media/en/gui/100412/index.html
mailto:Speak.up@novartis.com
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Step 2: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button to go to the 
display for filing a phone complaint. 

 
 

Step 3: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button to continue 
with the phone complaint. 

 
 
Area 2: Please note the information highlighted in Area 2. At a later stage in the process outlined 
here, you will receive a report key and password that you must write down and carefully keep, 
to view the future processing status of your complaint! 
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Step 4: 
Place the mouse pointer in the highlighted Area 1 and press the left mouse button. Then select 
the country in which you are located in Area 2 (e.g. Germany). 

 
 

Step 5: 
Depending on which country you selected in Step 4, a toll-free phone number will be displayed 
in Area 1 (e.g. for Germany 0800-1800042). 

 
NOTE: Please note that the phone number is currently only accessible via landline and not via 
mobile networks. 
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Step 6: 
You can currently address complaints in German (telephone button 1) or in English (telephone 
button 2) to Novartis.  

 

Step 7: 
a. With the telephone button 1, you can address a new complaint directly in a personal, 

confidential conversation with Novartis. During the telephone conversation lasting 
approximately 10-15 minutes, you will be asked about various points and follow-up questions 
will be asked to provide more specific information about the complaint. Your descriptions will 
be documented in a report to Novartis. You will then receive an individual report and at least 
a 4-digit PIN code (password) to request further information on the status of your complaint 
by telephone in the future. This procedure enables you to retrieve your complaint case  
online or to provide further information on the respective complaint case. 
 

b. Use the telephone button 2 to request information about an existing complaint case. The 
prerequisite for querying that information is the individual report and at least a 4-digit PIN 
code (password) you have received in Step 7 / a). 
 

c. You can listen to detailed explanations of the process described here by pressing telephone 
button 3. After listening you will be connected to a contact person to address a complaint in 
a personal, confidential conversation with Novartis, if this is desired. 

 
NOTE: For the sake of simplicity, during the telephone complaint process the expressions “your 
organisation” / “at work” will be used, implying that a Novartis or Sandoz employee is the 
addressee of the explanations. Nevertheless, all non-Novartis employees and thus all Novartis 
external persons can also use the telephone complaint process described here under the same 
conditions (e.g. optional anonymity, confidentiality, etc.). 
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3.2 Telephone follow-up of complaint in further course of processing 

 

Step 8: 
Call 0800-1800042 using the process shown in Steps 1 – 5. 

 

Step 9: 
Use the telephone button 2 to request information and the current status of an existing 
complaint. To request information, you must specify the individual report and provide a PIN 
(password) of at least 4 digits. 

 
NOTE: Depending on the scope, it will take approximately three working days to process your 
complaint. Please start to check at regular intervals after approx. three working days whether 
Novartis has further questions for you with regard to your complaint or what the processing 
status of your complaint looks like. The repetition of steps 8 – 9 should result in a dialogue 
between you as the complainant and Novartis, from information about case-related remedies, 
future prevention and other measures to the final conclusion of the complaint case. 
 

3.3 Online follow-up of telephone complaint in further course of 
processing 

 
A complaint submitted by telephone can also be viewed and processed online by you as the 
complainant in the further course of processing. Please follow the instructions provided in 
Section 2.3 “Follow-up of the complaint in the further processing process” in steps 22 – 24. 

 
NOTE: The repetition of steps 22 – 24 should result in a dialogue between you as the 
complainant and Novartis, from information about case-related remedies, future prevention and 
other measures to the final conclusion of the complaint case. 
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4. Complaint handling process 

 
The illustration shows the general processing process of your complaint about risks or injuries 
under human law or environmental law in the business area of Novartis or Sandoz itself and in 
the area of the supply chain (direct and indirect suppliers), from receipt by us to completion. 
 

 
 
1. Complaint: Employees of Novartis or Sandoz and all external persons can report the above-

mentioned complaints online or by telephone to Novartis or Address Sandoz. 
 

2. Review: After the complaint has been submitted, the content and completeness of the 
complaint will be reviewed, and any queries will be raised. Depending on the scope, the 
initial processing of the complaint will take approx. three working days. 

 
3. Investigation: Depending on the potential scope of a complaint for Novartis, a case study 

of the complaint is planned at global or national level. In the event of a complaint concerning 
the German Supply Chain Due Diligence Act, Novartis Germany will be involved at least for 
information purposes. 

 
4. Decision: On the basis of steps 1 – 3, a decision will be reached on case-related remedies, 

future prevention and other measures. 
 

5. Information: In order to maintain dialogue with the complainant, the complainant is involved 
in the information cycle.  

 
6. Measures: The case-related remedies, future prevention and other measures decided in 

Step 4 will be implemented in accordance with the provisions contained in the Supply Chain 
Due Diligence Act. 

 
7. Conclusion: The SpeakUp/Complaint case is concluded and is included in the 

corresponding reporting in accordance with the provisions contained in the Supply Chain 
Due Diligence Act.  

 
If you have any further questions about the complaint process, please contact 
speak.up@novartis.com. 
 

mailto:speak.up@novartis.com
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