Step 1: Grievance Collection
Grievance will be collected via website,

phone call, email, message or meetings

Step 2: Screening & Assessing
screening admissibility of the grievance and

catergorisation of grievance

Step 3: Analysis and Investigation
Grievance is further investigated to verify

the situation

Step 4: Resolution & Closure
A resolution is proposed and *communicated

with the complainant

External remedies pursued
(legal measures)

Closed

*Excluding the grievances which are lodged anonymously

4—— External j

Registering a grievance
Contact details of the complainant* and the
details of the grievance will recorded in grievance
register by the CLO

Acknowledgment of a grievance
A written response will be sent to complainant by
the CLO within 3 working days*
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Screening
Assessing the admissibility
of the grievance within 2 working days

Categorisation
Grievance categorized to identify in scope/out of
scope, grievance topic, tier & risk level
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Investigation
» Photographs, witness statements, interviews with
stakeholders, review of site registers
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Resolution proposed
The results of the investigations reviewed by the
GC (if needed) & a resolution will be proposed or
*developed jointly with complainant

Review

If Tier 1 If Tier 2
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Contractor Proponent
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Resolution finalised
An agreement is reached on the proposed
resolution

Resolution Disclosure
Proposed resolution is communicated to the
complainant by the CLO within 20 working days*
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Unresolved

4—— Internal

Where reasonable measures have been taken
with respect to proposing and implementing
resolution for the grievance and no further action
can be agreed upon

Grievance Register template made
with all relevant fields for grievance
registration.

Written email will be saved for
reference. A template of the written
response will be made available

Outcome of screening of grievances
(admissible/non-admissible) will be
communicated with the complainant
within 5 working days

This information will be saved in the
Grievance Register

Grievance Committee (GC) will consist of
proponent, contractor and consultant. One
member fram each party will join GC. Primary
Attendees and Secondary attendees will be
identified and confirmed

Frequency: Manthly once at minimum and when
reguired
Mode: Online

Meeting request sent by CLO

Grievance Registration and Resolution Form
will be shared with the complainant during
this communication.

No Resolution
Accepted

Yes » Closed



