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Carrefour Group and Majid Al Futtaim responses to Amnesty International correspondence 
regarding their human rights due diligence processes and allegations of labour abuses 
suffered by contracted workers in Carrefour facilities in Saudi Arabia.  

Amnesty International conducted research into the treatment of migrant workers contracted to 
work in Carrefour stores and warehouses in Saudi Arabia. As part of the research, Amnesty 
International contacted Carrefour Group and its franchise partner, Majid Al Futtaim, on two 
occasions to seek details about human rights due diligence they had undertaken into their 
operations and third-party supply companies, and to share allegations of labour exploitation 
amongst its contracted migrant workers. Carrefour Group’s responses dated 31 May and 30 
August 2024, and Majid Al Futtaim’s responses dated 13 June and 16 September 2024 are 
attached. 



Executive Director of Engagement
Carrefour Group

Deputy Director, Head of Economic
Social and Justice Team
Amnesty International

31 May 2024

Dear

You recently contacted Carrefour Group, and our CEO Mr Alexandre Bompard, to share your
concerns regarding human rights protection and the situation of migrant workers in Saudi
Arabia, where Carrefour franchise partner Majid Al Futtaim operates.

First of all, I would like to thank you for reaching out to Carrefour and for sharing with us the
content of your research work in that field. I highly respect Amnesty International's fight for
human rights promotion and I welcome this opportunity of dialogue. The protection of human
rights is a challenge for which we must work collectively whether at local and international
level. We already work with the FIDH, the CGF, the IFS or the CSSP and we welcome this
occasion of dialogue with you.

Secondly, I hereby reaffirm that respect for human rights is a high concern for the group. It is
both an issue of prime importance and a great challenge. Carrefour seeks to identify risks
within its operations and throughout its supply chain, and strives to implement corrective
measures and crisis management in case of alert related to human rights. Following your
request, you will find below our answers to your questions regarding the specific situation of
Saudi Arabia.

In the meantime, I invite you to consult our dedicated report on human rights, publicly
available at the following address “Respect for Human Rights” and our “Duty of Care”.

My team and I remain available should you have any other questions.

Yours sincerely,
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1. How many people in total are currently working in Carrefour’s franchise sites in
Saudi Arabia?

a. How many of these are working in supermarkets or hypermarkets?

In the Kingdom of Saudi Arabia, the number of staff varies between 2000 and 3000
employees. 1000 to 1500 persons work in the stores.

b. How many of these are deployed to fulfillment centers or ‘dark stores’?

Almost 500 persons are employed in dark stores.

c. How many of these are directly employed by Carrefour/its franchisee and
how many are contracted workers supplied via third-party contracting
companies?

A third of the workers - depending on business needs- are outsourced i.e. provided
by our service providers.

d. Please could you provide a list of the third-party contracting companies
supplying workers to Carrefour’s franchise operations in Saudi Arabia ?

In the Kingdom of Saudi Arabia (KSA), MAF has two (2) external service providers:
(1) Al Mutairi, and (2) Bodoor Najd Company BNC. These companies provide the
company with staff to perform duties such as cleaning, security, and e-commerce
fulfillment (pickers).
Both service providers have signed contracts containing provisions of compliance
with the Employment Conditions Policy and the Supplier Code of Conduct as well as
provisions pertaining to the Ethics Hotline.
Both service providers’ contracts agreement clearly stipulate working hours, leave
entitlement, break times, and compensation for overtime consistent with our policies.
Both service providers have collaborated with previous audits and have taken
measures to implement corrective actions to improve their state of compliance.

e. Can you please provide Amnesty International with copies of your franchise
agreement with Majid Al Futtaim (MAF) Holding company in Saudi Arabia and
specify whether this is Carrefour's standard franchise agreement and/or how
this agreement may differ from agreements your company has with other
franchisees in other countries insofar as human rights and/or sustainability
concerns?

Carrefour is in the process of integrating a CSR appendix within Majid Al Futtaim's
contract. This CSR appendix contains the purpose of the Carrefour Group and the
commitment to implement policies and procedures to comply with due diligence. One
section deals with the operation of complaints and alert mechanisms. Finally, the last
sections present the CSR roadmap that Carrefour shares with its partners. This
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roadmap lists a selection of sustainability priorities for Carrefour partners to
implement. The implementation of these subjects is constantly monitored and studied
during annual reviews. Please find this appendix in attachment.

2. In addition to publicly available documents, please could you share further human
rights-related policies or procedures that are relevant to Carrefour’s franchise
operations in Saudi Arabia, including the company’s human rights risk assessment
before engaging in business in Saudi Arabia and any ongoing assessments produced
thereafter.

When signing new contracts in new territories, a compliance study of practices as well as
support (training, recruitment, etc.) is carried out with the partners of Carrefour.
Carrefour Partenariat International has worked for more than 20 years with Majid Al Futtaim
(MAF) who is committed to meet Carrefour’s standard and expectation on human rights.
Within the aforementioned CSR appendix, Carrefour requires the following from its franchise
partners : “Map human rights & health and safety risks and define a risk mitigation plan”.

Majid Al Futtaim (MAF) has a company-wide comprehensive sustainability strategy focused
around three pillars:
1) Rethinking Resources (environmental sustainability),
2) Transforming Lives (social sustainability aimed at external stakeholders), and
3) Empowering Our People (social sustainability aimed at our own employees).

One of the strategy’s material focus areas, is Human Rights and Employment Conditions
whereby the long term vision is to “Lead by example by requiring all employees and direct
(tier 1) contractors to comply with the International Labour Organisation’s eight core
conventions” under which, there are three sustainable business commitments, namely:
1. Develop and implement a value chain human rights approach that encompasses
risk-specific due diligence, standards and requirements for suppliers and partners, training &
engagement, assessment and reporting
2. All Operating Companies, brand partners, tenants and first-tier suppliers to participate in
or independently assess against the Corporate Human Rights Benchmark (CHRB)
methodology and achieve a top-quartile score
3. All contractors and on-site suppliers, including staff accommodation, to adhere to ISO
45001 occupational health and safety management standard requirements and reduce the
frequency rate of physical and mental H&S incidents among their employees

Find attached the published 2022 ESG Report which details MAF strategy here.
MAF’s sustainability strategy is enforced by several policies, including but not limited to the
attached policies:
1- Employment Conditions policy.
2- Responsible Procurement policy.

The Employment Conditions policy of our partner MAF was established in 2019 and revised
in October 2022. It was developed in accordance with international best practices, namely
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the International Labour Organisation (ILO) Core Conventions and UN Global Compact
Principles, and addresses topics like:
• child labour / forced labour,
• basic rights,
• remuneration,
• working hours,
• health and safety, and
• accommodation.

The Responsible Procurement Policy of MAF ensures that the supply chain abides by and
incorporates all applicable codes of conduct and policies, including the Employment
Conditions policy. The “Minimum Sustainability Requirements” of the policy, applicable to all
Tier 1 suppliers, include socio-economic metrics such as human rights, occupational health
and safety, anti-corruption and transparency, in addition to other environmental metrics on
energy, water, and waste. The policy clearly states that Tier 1 suppliers (defined as the “top
100 spend suppliers based on the contract value or merchandize procurement value”) must
adhere to all requirements.

You will also find in these links the supplier code of conduct and the MAF Code of Conduct.

3. Who, at the global, regional and country management level, is responsible for
assessing and monitoring of human rights risks and overall implementation of human
rights policies and procedures in Carrefour's franchisee in Saudi Arabia, including
throughout the whole value chain?

The Governance section of MAF’s Employment Conditions policy outlines that the
responsibility for the delivery of this policy and the associated processes and procedures
rests with the MAF Holding Sustainability team, in collaboration with MAF Retail’s Human
Capital & Sustainability team, Risk and Compliance, and Health & Safety with oversight from
the Board of Directors.
This policy is cascaded down to country level where local Human Capital & Sustainability
leads as well as country Risk and Compliance team monitor implementation.
Given that suppliers and service providers play a determining role in MAF's activities, it is
intrinsically important in the mutual interest of all parties to integrate them on the path to
sustainable development by providing them with the means and enabling them to meet the
highest standards that MAF strives to apply in its operations.
Towards that goal, MAF has taken measures to ensure that the Employment Conditions
Policy extends beyond direct employees to apply to manpower hire of all direct service
providers and contractors.

4. What due diligence steps does Carrefour take to ensure that its franchisee’s
business relationships such as with contractors and sub-contractors have an
adequate human rights record and safeguards in place prior to engaging them to
ensure that workers do not risk facing human rights abuses in the lead up to and
while working with Carrefour and its franchises in Saudi Arabia?
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Within Carrefour group, Carrefour Partenariat International (CPI) is responsible for ensuring
that the franchised stores of international partners are committed to the food transition for all.
This commitment is underpinned by the following levers :

● The Human Rights Charter signed by all the Group’s international franchise partners:
appended to the franchise partner contracts, the charter sets forth a number of social
obligations. It describes the control methodology in place and specifies the existence
of an Advisory Committee.

● The CSR appendix now included in all new contracts since 2022: by signing this
appendix, each partner undertakes to define quantified and time‑bound commitments
aligned with the Carrefour group’s CSR priorities.

● The annual strategic review: involving CPI and the CSR department, on the one
hand, and franchise partner managers, on the other, the review enables strategic
priorities to be defined with each partner.

● The franchise partner CSR manager network: through this network, the Group shares
rules, best practices, innovative solutions, projects and concepts that franchisees can
implement on a voluntary basis.

As answered in the second question, Majid Al Futtaim undertakes that:
- All Operating Companies, brand partners, tenants and first-tier suppliers to

participate in or independently assess against the Corporate Human Rights
Benchmark (CHRB) methodology and achieve a top-quartile score

- All contractors and on-site suppliers, including staff accommodation, to adhere to ISO
45001 occupational health and safety management standard requirements and
reduce the frequency rate of physical and mental H&S incidents among their
employees

5. If/when Carrefour identifies risks or instances of human rights abuses in its
franchisee’s business relationships, what steps does the company take to mitigate
and address such risks both prior to and once the supplier is engaged in Saudi
Arabia?

Carrefour conducts risks analysis of its own and requires its partners to conduct more
specific risk mapping, based on their specific knowledge of the context they operate in. CSR
priorities are dealt with based on the Human Right Charter and as part of the annual review
in place with each partner.

In addition to risk identification and mitigation, the 3rd requirement "Grievance and alert
mechanism" of the CSR Appendix that will be include in MAF franchise contract states : "The
Franchisee sets a grievance and alert mechanism to enable stakeholders to raise their
concerns regarding non-compliance with social, environmental, competition and ethics rules.
In case of media or stakeholders alerts, the Franchisee sets up an appropriate action plan to
solve any non-compliance. The Franchisee informs Carrefour of the content of the media or
stakeholder alert and the associated information within 24 hours, for the purpose of
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Carrefour’s own communication. The Franchisees and Carrefour will work together to
develop an action plan."

6. What steps does Carrefour take to identify, prevent and mitigate risks or instances
of labour abuses within its franchisee’s operations in Saudi Arabia, including with
regard to issues such as:

Please see answer in previous questions.

a) the recruitment process, including any fees and costs borne by migrant workers,

As indicated in MAF Employment Conditions Policy, the main terms of the employer and
employee relationship, details of pay, leave, discipline, and grievance systems shall be freely
agreed. Terms of employment shall be provided in a language understood by the employee.
Where a third-party recruiter is used, all fees and expenses shall be covered by the
employer and shall not be reclaimed from the employee at any time. All the answers to
question 6 are taken from this MAF Employment Conditions Policy.

b) access to full information about where migrants will be working and under what
conditions,

In accordance with MAF processes, the same conditions apply to migrant workers.

c) pay and overtime working terms and conditions,

In accordance with MAF processes, overtime should be voluntary and properly compensated
for, according to local regulations.

d) working hours and adequate rest,

In accordance with MAF processes, employees shall not be required to work more than 48
hours per week, or the legal limit on regular working hours where the legal limit is lower,
unless formally agreed.
In cases where overtime is agreed upon, it should be undertaken in line with the
requirements set out in the Remuneration section.

● Employees are entitled to at least one day off in every seven-day period, or what is
required by the respective country labour law.

● No employee will work more than 5 hours without a break. Where applicable,
regional requirements in this regard shall be observed.

e) working conditions, including occupational health and safety risks,

In accordance with MAF processes, employees shall be provided with a safe work
environment that employs best practices for health and safety measures.
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Health and safety audits should be performed bi-annually at all operations and
developments.
Employees are trained for emergency protocols, in accordance with local regulations:

● First-aid training must be performed by a certified third-party training provider:
○ Less than 250 employees: 1 first-aider
○ Between 250 to 500 employees: 2 first aiders
○ More than 500 employees: 3 first-aiders

● Fire safety training must be performed by a certified third-party training provider:
○ At least 2 fire wardens per floor/department/area
○ Bi-annual fire drill

● Awareness campaign sessions with the Health & Safety team
There must be a dedicated health and safety manager / risk & compliance manager to
oversee the management of health and safety across all operations and developments
where required.

f) living conditions, including access to adequate housing and basic services and at
what cost.

In accordance with MAF processes, where employees are provided with accommodation,
accommodation will be required to meet the requirements laid out in the Majid Al Futtaim
Employee Conditions Audit Checklist (which is included with the supplier’s contract) or local
regulations, whichever is more stringent.
This is also applicable for both Majid Al Futtaim employees and the direct service providers
providing services on-site (e.g., security personnel, cleaners, trolley-boys, contractors).

● Employee accommodation audits should be performed bi-annually at all
accommodation sites. Those who fail these audits will be expected to rectify the
required measures within 30 days or as per the timeframes constituted in the
Governance section, depending on the non-compliance. Failure to do so may result
in termination of contractor/supplier contracts, as a last resort.

● In the case that an accommodation allowance is provided, the allowance should
cover the costs for an accommodation that meets the requirements set out in the
Majid Al Futtaim Employee Conditions Audit Checklist.

7. What company operational-level grievance mechanisms are available for workers
involved in Carrefour’s business relationships to report labor concerns and/or abuses
or their working and living conditions in Saudi Arabia, especially given that the
country’s labor system is out of line with international human rights law and
standards? How are they made accessible with adequate information and in the
workers’ own languages? What measures and safeguards are in place to ensure that
there is no retaliation against those who report issues to be addressed?

To encourage an open reporting culture, MAF Code of Conduct provides a mechanism and a
tool available to employees and any other external party to report ethical concerns.
Whistleblowing is done anonymously via the Navex Hotline available here or by raising the
concern directly with management. Ethics hotline is available in Arabic, English, Georgian,
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and Urdu languages. Posters about the Ethics Hotline are available in all MAF stores and
can be easily seen by any third-party hire working for the company. The Risk & Compliance
resources conduct continuous compliance training extended to both direct hire and external
employees in the stores and online.

The Carrefour Group has also deployed an ethics alert system allowing employees or
stakeholders who wish to do so to alert on situations or behaviors in contradiction with the
Group's Ethical Principles available here. This is available for franchise partners.

8. Have any current or former Carrefour workers (including workers contracted by its
franchisee) ever raised concerns related to labor abuses and exploitation while
working at Carrefour in Saudi Arabia? If so, what were the complaints, when did the
incidents take place, when was the complaint made and to whom, what actions were
taken to address the situation, what was the outcome, and who oversaw the
implementation of remedies, if any? Please provide as much detail as possible.

On this previously mentioned alert line of Carrefour, 5,909 alerts were received in 2022 and
the majority of these alerts were reported through local ethics alert lines (82.3%), the others
being able to be escalated through hierarchical channels, by email or post.
However, no alert has been received from Saudi Arabia.

9. Please describe how Carrefour monitors its franchisee’s compliance with Saudi
Arabia’s laws, international human rights and labor law and standards, as well as
Carrefour’'s own human rights policies and standards. What due diligence measures,
such as periodic reporting, inspections, training on human rights due diligence, does
the company take to identify and address elevated risks of labor abuses in Saudi
Arabia?
a. If such reporting and/or inspections are undertaken, how often do they take place,
who carries them out and what have been the results and actions taken?
b. Are the results of these reporting and/or inspection processes made public? If so,
where? If they are not public, would you be willing to share the unredacted results
with Amnesty International for the purposes of our research on the topic?
c. What other measures does Carrefour take to ensure its franchises are complying
with human rights standards?

Regarding MAF’s Employment Conditions policy :
It requires service providers and contractors to maintain accurate records of compliance and
reserves MAF right to:

1. Conduct regular audits of health and safety, employee accommodation provisions,
and documentation and records

2. Conduct interviews with a proportionate sample of the workforce
3. Conduct Staff accommodation audits bi-annually at a minimum.
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MAF strives for continuous improvement of the process and to establish corrective action
plans and a reaudit performed within 30 days. Failure to comply may result in a fine or
warning letter to the supplier, and continuous failure may result in contract termination.

MAF efforts to enforce the policy include:
● Ensuring the policy is incorporated into all legal contracts as a binding document for

both parties.
● Ensuring that contracts give us the right to conduct physical audits
● Ensuring that audits are conducted twice a year by MAF own Risk & Compliance

independent staff or external auditors as the case may be, using the “Staff
Accommodation Checklist” (Appendix 1 of the Employment Conditions policy) , and
any non-compliance observed is addressed via action plans acknowledged by the
service provider/contractor to improve their compliance score year-on-year.

Carrefour International Partnership holds bimonthly meetings, led by the CSR manager and
the franchise advisor, with the Majid Al Futtaim CSR teams. This involves monitoring and
taking stock of Carrefour Partenariat International's CSR roadmap, including a point on
human rights as well as health and safety.

10. What steps, if any, has Carrefour taken, either on its own or in collaboration with
relevant governments, companies (including contractors and subcontractors) or other
stakeholders, to address the inherent risks of operating in an environment that
presents elevated labor rights risks and address (including remediate) human rights
abuses that it has become aware of? Can you please provide us with concrete
examples from your franchised operations in Saudi Arabia.

Carrefour is involved in several multi-stakeholders platforms, seaking to improve social
compliance and sustainability. As part of these initiatives, we can mention for instance the
Initiative for Compliance and Sustainability, built to help suppliers share their compliance
guarantees with retailers in a harmonised and efficient way. But setting common standards
with its peers, Carrefour supports the adoption of common operating principles for the wider
industry.

11. Considering that the ability of foreign nationals to change jobs or leave the
country is tightly controlled by employers in Saudi Arabia - in breach of international
law and standards - what steps does Carrefour take to ensure that those placed to
work in the company’s facilities do not face restrictions on their right to freedom of
movement, and are able to change jobs and leave the country at will during and after
their time working at the company?

In the light of the above, Carrefour takes very seriously the alert shared by Amnesty
International. The preliminary findings presented within Amnesty International letter have
immediately been shared with our partner MAF. Majid Al Futtaim has integrated these
elements to its grievance process and has launched a comprehensive review to be
conducted by the Head Office Risk & Compliance, Sustainability and Human Resources
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team in order to gather the relevant facts that would help identify if any major deviations from
our policies have occurred and to take adequate corrective measures.
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