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Project Grievance Redress Mechanism

The Environmental and Social Commitment Plan for the project require the establishment of an efficient
and transparent Grievance Redress Mechanism (GRM).
The main objective of a Grievance Redress Mechanism (GRM) is to assist to resolve complaints and

grievances in a timely, effective and efficient manner that satisfies all parties involved. It provides a
transparent and credible process for fair, effective and lasting outcomes. It also builds trust and
cooperation as an integral component of broader community consultation that facilitates corrective
actions.

To address the potential negative impacts of the activities of the Project to the communities and the
environment, it is particularly important to constitute the GRM for addressing any grievances arising from
the implementation of project activities.

Specifically, the GRM will aim to achieve the following objectives:

v Provide affected people with avenues for making a complaint or resolving any dispute that may
arise during the course of the implementation of projects;

v Ensure that appropriate and mutually acceptable redress actions are identified and
implemented to the satisfaction of complainants; and

v" Avoids the need to resort to judicial proceedings.

For the project, Grievance Redress Mechanism (GRM) will be operated in two levels maintaining key
principles mainly transparent-objective oriented and unbiased manner.

GRM will operated in two tiers for the project as follows:
1. Tier one -Upazilla Level GRC

The composition of the GRC in each Upazilla will be as follows:

Coordinating (1)partner organization Convener
Social/environmental consultant from PMU Member-Secretary
Coordinating (2)partner organization Member
Representative from the local UP Member

Female representative from local UP Member
Representative from the PAP group (if require) Member

The roles and functions of the tier one will be as follows:

v Review complaints received from the affected party.

v Inspect /specific issues at the field and conduct consultations with affected parties.

v Prepare querterly report to PMU with actions taken and issues for further attention from non-
judicial body that acts independently, impartially and objectively in evaluating the process.

v Expect to resolve issues quickly and transparently out of courts in order to facilitate activities to
move forward project
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v" Respond to grievances brought to their notice by the project affected people.
v Include information on the date of receipt of grievance, type of grievance and
resolution and the date of resolution.
v" GRM will be monitored regularly and feedback provided to PMU.
v" Submit regular progress reports on the number of grievances received and resolved by different
participating institutions as part of the overall safeguards (Social &Environmental) monitoring to
PSC.
If relevant party/s are satisfied no next step is required. If not, dissatisfied party can submit their
grievance to the next level, i. e the Project level Grievance Redress Mechanism.

2. Tier two - Project Level Grievance Redress Mechanism
This level will be for the Project level with the following members as the Grievance Redress Committee
Members:

Project Coordinator(PC) Convener
Social Specialist at PMU Member-Secretary
Representative from PKSF environmental Department Member

The roles and functions of the tier two will be as follows:

v" Review the grievance submitted by the affected people and look into the actions taken at the
Implementing Agency level.

v' Take the decisions after reviewing the grievance and issue the minutes.

v' Ensure that complaints received are promptly reviewed in order to address project-related
concerns.

v" Panel, which determines whether harm occurred, or could occur, because of World Bank non-
compliance with its policies and procedures.

v" Will determine whether harm occurred, or could occur, because of the project activity is true or
not true. If found true the committee will inform the World Bank for further action.

Operational guidelines for GRM
1. How to File a Complaint (Request for Inspection):

v" Complaints should be accepted in formal written “Request for Inspection”. The panel
(members of Tier one and two) will not investigate unless it receives a formal, written
Request for Inspection.

v" Walk-ins during office hours should also be permitted and encouraged and a
complaint form should be provided. A dedicated email address for complaints or
suggestions should also be created and made aware to the communities in the project
areas.

v" All GRM focal persons should be required to register all incoming complaints related
to the project.

v" Toenable smooth and efficient reporting, all complaints should be digitally registered
(and not only in a handwritten complaint register).
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2. Who Can File-The Panel will review complaints from the following:

v Any group of two or more people in the country where the Bank-financed project is
located and who believe that, as a result of the Bank’s violation of its policies and
procedures the communities are affected in the project areas.

v They may be an organization, association, society or other group of individuals.

v A duly appointed local representative acting on explicit instructions as the agent of
adversely affected peoples. In exceptional cases, a foreign representative acting as
the agent of adversely affected peoples.

Requirements: The Requesters need to show in writing that:

v They live in the project area (or represent people who do).

v" They have been or are likely to be adversely affected by project activities.

v They believe that they may suffer actual or future harm resulting from a failure by the
Bank to comply with its policies and procedures.

Format:

v Requests should be submitted in writing in any language, and no specific form or
format is required.

v The Request should be dated and signed by the Requesters or their representative,
and may be submitted via mail or electronically, with any supporting documentation.
Requesters may ask for confidentiality in the handling of the Request.

3. Registering complaints
v All GRM focal persons should be required to register all incoming complaints related
to the project.
v' Toenable smooth and efficient reporting, all complaints should be digitally registered
(and not only in a handwritten complaint register).

The PMUs will keep records of all resolved and unresolved complaints and grievances (one file for each
case record) and make them available for review as and when asked for by Bank. The PMU will also
prepare periodic reports on the grievance resolution process and publish these on the IAs website.

Any Gender Based Violence (GBV) related complaints will be handled in a survivor-centric manner in line
with the World Bank guidelines provided in the WB good practice note on GBV' . GBV-related complaints
will be dealt with strict confidentiality, based on the wishes of the GBV-survivor. Any GBV-survivor will be
referred to an NGO assigned for the project by PMUs to manage and respond to GBV cases. This NGO will

1 http://documents.worldbank.org/curated/en/399881538336159607/Environment-and-Social-Framework-ESF-
Good-Practice-Note-on-Gender-based-Violence-English.pdf
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support GBV survivors in accessing service providers and guiding them through options of lodging a
complaint.

GRM Contact Information

To raise any project related grievances the following contract details can be used. However, any
stakeholder can place any grievances to project and local level GRCs.

Description Contact Details

Company Palli karma-Sahayak Foundation(PKSF)

Address Plot —E-4/B, Agargaon administrative area,Dhaka-1207
E-mail pksf@pksf-bd.org

Website www.pksf-bd.org

Telephone 880-2-8181169,81811678

WB GRIEVANCE REDRESS SERVICE

Communities and individuals who believe that they are adversely affected by a World Bank (WB)
supported project may submit complaints to the project-level GRM or the WB’s Grievance Redress Service
(GRS). The GRS ensures that complaints received are promptly reviewed in order to address project-
related concerns. Project affected communities and individuals may submit their complaint to the WB’s
independent Inspection Panel which determines whether harm occurred, or could occur, as a result of
WB non-compliance with its policies and procedures. Complaints may be submitted at any time after
concerns have been brought directly to the World Bank’s attention, and Bank Management has been
given an opportunity to respond. Information on how to submit complaints to the World Bank’s corporate
Grievance Redress Service (GRS) can be found at http://www.worldbank.org/en/projects
operations/products-and- services/grievance-redress-service. Information on how to submit complaints
to the World Bank Inspection Panel, visit www.inspectionpanel.org

A complaint can be submitted to the Bank GRS through the following channels:

« By email: grievances@worldbank.org

« Byfax: +1.202.614.7313

« By mail: The World Bank, Grievance Redress Service, MSN MC10-1018, 1818 H Street
Northwest, Washington, DC 20433, USA
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Grievances Redress mechanism (GRM ) format
Reference No:

A. General Information

Upazilla:

Project Location:

Name of the Grievances or the complainer

Particulars: organization, Member of Association, / society/ group / individuals living in the area
/Representative of NGO

Title of the project:

Contact Detail:

Date submit complain:

B. Analytical Outcome of complain document -PAP Screening document
Type of impact: Social or Environment or any other:

Is it badly effect in day time or night or whole day:

Is it Air pollution -

Surface water pollution

Drinking water pollution

Degree of impact to the reporting day: Very High -Medium- Low
Impact On: Climate, Farming, Income security, Health, Food security
Durability of Impact: Short terms -Middle -Long term

Impact Area: Nucleuses people — Total area people

C. Affected Area Visit and Observation: by Site Level Grievance Redress Committee

1. No of House holds living in the area
2. Is the negative impact created by the implementing site or any other

3. Is the grievance or the complaint is true and justifiable:
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4. Response of the localized officers toward the confirmation the complain
5. Feedback of the Project Representatives and their contact details

D . Comments and recommendation of the Grievance Redress Committee

After observation and one to one meeting of the PAP and Project Implementation and Public and
Private sector relevant authorities

4. Solved in Level one dueto:

It is recobble linking with local level authorities with Project implementation team with agreed
safeguard tools & mitigation action with of Social and Environment safeguard authorities guidance with
PAP .

5. Not able to solve with our capacity need guidance and support from second level Grievances
committee.

Here by
PAP Comments

Accept the Site level committee decision /Not Agreed

Name of the PAP Contact Detail Signature

1.Site level graveness Committee

Name Position & Contact Detail Signature
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4. Processing complaints
o The M&E officer at the project will gather all relevant information, conduct field visits
as necessary, and communicate with all relevant stakeholders as part of the
complaint investigation process.



o Proposed GRM Time Frame:

=  Receive and register grievance: within 24 hours

= Acknowledge of complaints: within 72 hours

= Assess grievance: within 24 hours

= Assign responsibility to relevant authority: within 2 working days. Grievances
that cannot be resolved by grievance receiving authorities/office at their level
should be referred to a higher level for verification and further investigation.

= |nvestigation: within 10 days from complaint receipt. If further investigation
is required, the complainant will be informed accordingly and a final response
will be provided after an additional period of 10 working days.

o Communicate response to complainant: within 24 hours after the completion of the
complaint investigation.

Informing the complainant

Complainants shall be informed regarding the outcome of their complaint within
24 hours after the completion of the investigation.
Response to the complaint shall be sent via using the same mode of
communication that was employed by the complainant (phone, email, mail). In
all cases of non-anonymous complaints, written responses should also be
provided to complainants via email or regular mail.

Enabling appeals

a.

In the event that the parties are unsatisfied with the response provided by the
GRM, he/she will be able to submit an appeal to the second tier within 10 days
from the date of decision.

Upon receipt of the grievance appeal, second tier shall refer the grievances to a
committee.

They shall verify and investigate, if necessary, the grievance and render its
decision within 15 working days.

In the event that the parties are unsatisfied with the decision of the appeal
committee, a grievances can be submitted to a Court of Law for further
adjudication.

Monitoring the GRM operation

a.

PMU will monitor the GRM on monthly basis.
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