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1.0 Introduction 
 

This Project GRM is designed to facilitate the remedial works for 10 Water Resources 

Development Programme (WRDP) dams, it is set up to respond to concerns and 

grievances of all project-affected persons (PAPs) and to receive feedback related to the 

environmental and social performance of the Irrigation Development Support Project 

(IDSP) Additional Financing (AF) activities. IDSP will provide mechanisms to receive and 

facilitate resolutions to such concerns.  

 

The GRM is designed in a way that it ensures that grievances and perceived injustices are 

handled, and that the project aids mitigation of general conflict stresses by channeling 

grievances that occur between people, groups, government actors and beneficiaries 

and contractors. Aggrieved parties and PAPs need to be able to refer to institutions, 

instruments, methods and processes by which a resolution to a grievance is sought and 

provided. The GRM provides an effective avenue for expressing concerns, providing 

redress and allowing for general feedback from community members.  

 

The GRM aims to address concerns effectively and in a timely and transparent manner. 

It will be readily accessible for all and will not prevent access to judicial and 

administrative remedies. It is designed in a culturally appropriate way and is able to 

respond to all the needs and concerns of PAPs.  

 

It has a threefold focus: 

 

➢ Catering for all grievances concerning the Remedial Works on 10 dams  

➢ Responding and handling of GBV/SEA/SH cases in a qualified manner 

➢ Handling workers’ grievances through a specific GRM stream 

 

The GRM is set up to cater for the remedial works of the 10 WRDP dams. The design is 

based on a review of the previous GRM that were included in the Abbreviated 

Resettlement Action Plan (ARAPs) under the WRDP, on stakeholder engagement 

conducted by the UNOPS at the ten dam sites in June/July 2020 (see annex 6), during 

which stakeholders and local community members reflected on past grievances and 

potential future grievances, as well as an assessment of authorities in place that currently 

handle grievances (see annex 1). It is also based on the institutional arrangements 

anticipated for the remedial works and the needs identified for the specific nature of the 

remedial works (such as the implementation of the civil works). It is further aligned with 

the general IDSP ‘Community Grievance Mechanisms Procedures’. 

 

 



 

   

1.1. Alignment with IDSP Community Grievance Mechanisms Procedures 

 

Distinct Community Grievance Mechanism Procedures are currently being designed for 

the overall IDSP. In these Procedures, IDSP allows affected people to personally submit 

complaints and grievances through their respective Grievance Redress Mechanism 

Committees (GRMCs) at each of its three core sites. The GRMCs are subcommittees of 

the Community Land Trusts (CLTs) and have each a membership of five, elected into 

office by the community. The five members include at least one member of the 

Community Land Trust (CLT) Executive.  

 

The Community Grievance Mechanism Procedures are offered at IDSP’s three core sites, 

namely Lusitu, Musakashi and Mwomboshi. The sites are different from the sites of the 10 

dams to be remediated under the IDSP AF. PAPs at the 10 dam locations are therefore 

likely not able to address the three GRMCs, as they are located in different areas of the 

country. 

 

Furthermore, the IDSP Community Grievance Mechanism Procedures cater for a distinct 

set of grievances1:  

 

➢ Compensation for loss of dwelling houses;  

➢  Loss of cropping seasons due to ongoing works;  

➢ Compensation due to crop damage incurred due to ongoing works;  

➢ Boundary disputes; and  

➢ Other construction-related impacts and inconveniences.  

 

They are focused on land related issues, and therefore make the CLTs the main address 

for complaints and grievances. The IDSP AF GRM is embedded in the same principles and 

institutional arrangements, and can therefore be combined at the IDSP central level to 

ensure joint reporting, reviews, revisions and the development of lessons learnt or 

identification of trends. However, it differs slightly in its processes, as  it has to cater for a 

broader variety of grievances (including workers grievances, grievances related to 

contractors and their performance, as well as grievances in relation to GBV cases). This 

broader set of grievances requires opportunities to address higher level entities directly, 

including such that can guarantee instant incidence reporting to the World Bank, and 

such that have contractual relations with contractors and can hold them accountable 

for their performance. 

                                                 
1 Ministry of Agriculture, Irrigation Support Project (IDSP), Community Grievance Mechanism Procedure, draft, 

October 2020, p. 3 



 

   

In contrast to the IDSP Community Grievance Mechanism Procedures, The IDSP AF GRM 

does not distinguish between a complaint and a grievance. As the IDSP AF GRM also 

cater for issues such SGBV cases or workers ’rights violations, this distinction cannot be 

made. SGBV incidents or clear legal violations of workers ’rights cannot be treated as 

‘complaints ’at first and only be treated as ‘grievances ’when they have not been 

successfully and amicably solved at the local level. Such kind of violations require 

escalation to the appropriate institutions or entities (while fully acknowledging the 

survivor-centered policy of the World Bank in treating GBV cases).  

 

 

1.2. WRDP Grievance Redress Mechanisms 

 

This IDSP AF GRM is building on previous mechanisms under the WRDP. A WRDP GRM was 

integrated as part of the WRDP Abbreviated Resettlement Action Plans (ARAP), however, 

the GRM was never operationalized due to project closure. The IDSP AF GRM is built on a 

thorough review of the WRDP GRM (see annex 1). This GRM is an improvement of the 

previous WRDP GRM, which was mostly focused on land and resettlement issues. The IDSP 

AF GRM, instead, allows a broader variety of issues to be addressed, which could arise 

under the AF: it includes a focus on GBV sensitivity; it allows communities to hold 

institutions/organizations accountable that are responsible for the Project 

implementation; it caters for workers ’grievances and labor influx issues; it allows 

aggrieved parties to circumvent potentially partial entities; and it includes appropriate 

information dissemination mechanisms of the GRM.  



 

   

2.0 Grievance Redress Mechanisms for the IDSP AF 
 

The GRM for the remedial works under the IDSP AF is based on multiple pathways to 

address grievances. It allows the aggrieved party or person to select a pathway for their 

grievance redress that is suitable for their particular case, and allows them to circumvent 

entities that may be partial or even party to a grievance. It provides appeals mechanisms 

that enable aggrieved parties that are dissatisfied with the solution to a grievance to 

appeal against a decision at a higher-level entity. 

 

The GRM is also designed to include a focus on GBV/SEA grievances, and to ensure that 

GBV/SEA concerns or reports are facilitated with qualified responses based on a survivor-

centered ethic. It further caters for contractor and workers-related grievance redress, 

given the civil works activities implemented under the AF. Additionally, a grievance 

mechanism is included specifically for workers contracted by construction companies in 

order to allow them to raise workplace concerns. 

 

 

1.3. Purpose  

 

The purpose of this document is to establish the process for addressing grievances raised 

in connection with IDSP AF activities in the project implementation areas of the 10 dams 

to be remediated. The document describes the scope and procedural steps for the 

grievance handling process and specifies roles and responsibilities of the parties involved. 

It will be revised and updated periodically based on experiences and feedback from 

stakeholders.  

 

 

1.4. Objectives  

 

This document has three key objectives:  

 

i. Provision of an efficient, effective, consistent, respectful, transparent and culturally 

appropriate mechanism for receiving, investigating and responding to grievances from 

PAPs;  

ii. Enabling the proper documentation of grievances and their corrective actions; and  

iii. Contribution to continuous improvement in performance of the GRM through the 

analysis of trends and lessons learned.  

 

 



 

   

1.5. Scope  

This document has been prepared for all PAPs who may potentially be affected by the 

IDSP AF activities. There are no restrictions on the type of issues a stakeholder may raise 

under this procedure. Grievances may be submitted on a named or anonymous basis. 

Although anonymous submissions may be harder to resolve, they will be treated in the 

same way as named grievances to the extent possible. All grievances received under 

this procedure shall be tracked until close out. 

 

The anticipated potential grievances for the IDSP AF remedial work for the ten dams 

include: 

a) Grievances around land and assets use and ownership;  

b) Grievances around access during construction activities; 

c) Grievances regarding performance of contractors 

d) Gender-Based Violence (GBV) and Sexual Exploitation and Abuse (SEA)-related 

grievance through labor influx;  

e) Other labor-influx related grievances; 

f) Workers’ grievances. 

 

IDSP reserves the right not to address a complaint, which it reasonably considers amounts 

to no more than general, unspecified and therefore un-actionable with IDSP 

management, is otherwise malicious or exasperating in nature, or concerns a matter for 

which the IDSP has no mandate. 

 

 

1.4. Stakeholder Engagement 

The grievance redress process is embedded in the Stakeholder Engagement Plans (SEP), 

as included in the ESMP for each of the 10 dams to be remediated. Stakeholder 

engagement will form a fundamental element to ensure that the GRM process and 

relevant contact details are well communicated to the respective communities in the 

dam areas, and that communities are consulted on the performance of the GRM to 

allow for potential adjustments where needed. Culturally appropriate means will be 

adopted for the communication of the GRM to local beneficiaries. 

The implementation of the SEPs prior, during and after construction will assist the project 

to remain in touch with community concerns and respond to them in a meaningful way. 

Stakeholder engagements also provide necessary information to the communities about 

the modalities of the construction work, safety concerns, and questions of access across 

the dam. The dissemination and provision of information will help prevent potential 

grievances up front. Challenges and community concerns can be discussed prior to 

construction activities. Furthermore, aggrieved parties have access to information to 

assess whether their grievance is relevant.  Stakeholder engagement may therefore help 

preempt grievances.  
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1.4.1. Stakeholder Communication 

 

Information disclosure will rely on the following key methods: community meetings in 

coordination with local authorities (headmen, dam committee, district administration), 

community notice boards, phone communication (SMS), and radio broadcasts through 

local community radio stations in local languages. At the national level information will 

be disclosed mainly by email and on the websites of IDSP and other Implementing 

Partners (IPs). Information will be disclosed in English, which is the official language of 

Zambia. Local authorities, such as the District Administrator, Local Headmen, the Dam 

Committee and the District Disaster Committee will be requested to inform communities 

in community meetings and through disclosure on social media where feasible.  Summary 

sheets of the GRM will be translated into the four main local languages at the dam sites. 

 

In view of the ongoing COVID-19 pandemic, all stakeholder engagements that require 

physical meetings will be conducted in compliance with COVID-19 health guidelines. 

Meetings will not exceed recommended number of participants at a given time, meeting 

participants will adhere to social distancing guidelines, and all participants must wear 

face masks (for further COVID-19 guidance see ESMPs).
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Table 1: Stakeholder Communication  
Phase  Item to be 

disseminated 

Actions  Responsibility  Registry Format 

Information 

dissemination 

prior to 

remedial works 

about the 

immediate dam 

safety concerns 

GRM Community meetings with Local 

Headmen, Dam Committee, District 

Disaster Committee, community 

members – with social distancing 

 

Community notice boards 

 

Radio announcement / broadcast in 

community radio stations (in local 

languages) 

 

Email – national level stakeholders 

IDSP Social Specialist Minutes of meetings 

 

Messages produced for notice 

boards 

 

Message sent to radio 

broadcaster 

 

Email message 

ESMP Community meetings with Local 

Headmen, Dam Committee, District 

Disaster Committee, community 

members, other relevant District 

Authorities, e.g. fisheries, agriculture, 

social welfare etc… – with social 

distancing 

 

Community notice boards 

 

Radio announcement / broadcast in 

community radio stations (in local 

languages) 

 

Email / website – national level 

stakeholders 

IP Social Safeguards 

Specialist and IDSP Social 

Specialist 

Minutes of meetings 

 

Messages produced for notice 

boards 

 

Message sent to radio 

broadcaster 

 

 

Email message, website  

Information on 

dam safety 

concerns 

Community meetings with Local 

Headmen, Dam Committee, District 

Disaster Committee, community 

members – with social distancing 

 

Community notice boards 

IP Social and 

Environmental Safeguards 

Specialists; IP Engineer 

Minutes of meeting 

 

Messages produced for notice 

boards 
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Phase  Item to be 

disseminated 

Actions  Responsibility  Registry Format 

Information on 

construction  

2 weeks before entrance of contractor – 

meeting with local headmen, Dam 

Committee members, other relevant 

District Authorities, e.g. fisheries, 

agriculture, social welfare etc. – with 

social distancing 

IP Social and 

Environmental Safeguards 

Specialists; IP Engineer; 

Constructor 

Minutes of meeting 

Information 

Dissemination 

during remedial 

works  

ESMP Community meetings with Local 

Headmen, Dam Committee, District 

Disaster Committee, community 

members, other relevant District 

Authorities, e.g. fisheries, agriculture, 

social welfare etc. – with social 

distancing 

 

Community notice boards 

 

Radio announcement / broadcast in 

community radio stations (in local 

languages) 

 

Email / website – national level 

stakeholders 

IP Social Safeguards 

Specialist  

Minutes of meeting 

 

Messages produced for notice 

boards 

 

Message sent to radio 

broadcaster 

 

Email message, website 

Any works-

related 

information 

(on activities, 

details of 

construction 

activities, 

labor) 

Community meetings with Local 

Headmen, Dam Committee, District 

Disaster Committee, community 

members, other relevant District 

Authorities, e.g. fisheries, agriculture, 

social welfare etc. – with social 

distancing 

 

Community notice boards 

 

IP Social and 

Environmental Safeguards; 

IP Engineer; Constructor 

Minutes of meeting 

 

Messages produced for notice 

boards 

 

GRM Community meetings with Local 

Headmen, Dam Committee, District 

IDSP Social Specialist Minutes of meetings 
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Phase  Item to be 

disseminated 

Actions  Responsibility  Registry Format 

Disaster Committee, community 

members – with social distancing 

 

Community notice boards 

 

Radio announcement / broadcast in 

community radio stations (in local 

languages) 

 

Email – national level stakeholders 

Messages produced for notice 

boards 

 

Message sent to radio 

broadcaster 

 

Email message 

Information 

Dissemination in 

regards to the 

long term use 

GRM Community Meetings – with social 

distancing 

 

Community Notice Boards 

Dam Committee; District 

Disaster Response Team; 

Local Headmen 

Minutes of meeting 

 

Messages produced for notice 

boards 

Information on 

dam safety 

concerns 

Community Meetings – with social 

distancing 

 

Community Notice Boards 

Dam Committee; District 

Disaster Response Team; 

Local Headmen 

Minutes of meeting 

 

Messages produced for notice 

boards 

 

1.4.2. Stakeholder Consultation  

 

In addition to information dissemination, the AF activities will ensure consultations of PAPs in view of all sub-project activities, 

including environmental and social aspects. Consultations will mainly take place through community meetings. The GRM 

will be another means of consultation, as complaints received will be filed, assessed and responded to. 

 

The IP will gather all comments and inputs originating from community meetings, suggestion boxes, GRM outcomes, and 

surveys. The information gathered will be submitted to the IDSP Social Specialist to ensure that the sub-project has general 

information on the perception of communities, and that it remains on target. It will be the responsibility of IDSP respectively 

to respond to comments and inputs, and to keep open a feedback line to the communities, as well as the local authorities. 

This SEP provides the overarching guidelines for the rolling out of stakeholder engagements.  
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Table 2: Stakeholder Consultation 
Project Stage  Topic of 

Consultation 

Suggested Method  Target Stakeholders Responsibilities 

Consultations 

prior to 

remedial 

works about 

the immediate 

dam safety 

concerns  

Overall sub-

project 

activities / 

E&S 

mitigation 

measures 

 

Community meetings – with social 

distancing 

 

Community level stakeholders, including 

vulnerable groups 

IP 

Meetings with women’s groups of 

other vulnerable groups – with social 

distancing 

 

Vulnerable community members 

 

IP 

 

Consultation meetings with local 

headmen, dam committees and 

district authorities  

local headmen, dam committees and district 

authorities 

IP  

Consultations 

during 

remedial 

works  

Sub-project 

activities / 

E&S 

Mitigation 

Measures 

Community meetings (all interested 

community members) 

Community level stakeholders IP  

Suggestion Box at district office, 

school, church  

 

Community members, including vulnerable 

groups 

IDSP Social 

Specialist 

Stakeholder meetings – with social 

distancing  

 

Dam Committee and district level 

stakeholders 

IP 

email National level stakeholders IP  

Telephone Hotline All stakeholders, including vulnerable groups IDSP Social 

Specialist 

Dam Committee, Local 

Headmen, and District Disaster 

Committee to receive feedback 

in person 

Community level stakeholders, including 

vulnerable groups 

IDSP Social 

Specialist 

email National level stakeholders IP  

 



 

16 
 

3.0. Project Background and Description 

3.1. Project Description  

The Water Resources Development Project (WRDP) 

WRDP became effective in 2013 and was closed in 2018. The PDO of the WRDP was ‘to 

support the implementation of an integrated framework for development and 

management of water resources in Zambia’. The WRDP had three components: 

Component A: Water Resource Management; Component B: Water Resources 

Development; and Component C: Institutional Support. Component B included the 

support for the design, rehabilitation and construction of 100 small dams. Of these, only 

12 dam sites were procured for construction or rehabilitation. However, concerns were 

raised about foundation conditions at two of the sites and these were subsequently 

excluded from construction and rehabilitation resulting in 10 dams included in WRDP.  

 

WRDP E&S Safeguards:  

The Project was classified as a ‘Category B’ project under the World Bank safeguards 

policies. Several World Bank safeguards policies were triggered. As a result, the following 

instruments were prepared, consulted and agreed upon: i) Environmental and Social 

Management Framework with provision for cultural resources management and 

protection; ii) Pest Management Plan; and iii) Resettlement Policy Framework. The World 

Bank Integrated Safeguard Data Sheet (ISDS) indicated that the project would not 

finance the construction of large dams and required only generic dam safety measures 

contained in existing operational procedures and the application of the 2010 Food and 

Agricultural Organization (FAO) Technical Guide for Small Earth Dams for compliance 

with safeguards on Dam Safety.  

The World Bank’s mid-term review of the WRDP identified non-compliance issues with 

safeguards policies and poor quality of construction. As a result, the Project 

Management Unit prepared Environmental Project Briefs (EPBs) for the dams, which were 

finalized between March and June 2016 and approved by Zambian Environmental 

Management Agency (ZEMA) between January and May 2017. However, these EPBs 

were not compliant with World Bank safeguards policies and despite efforts to rectify the 

issues, the non-compliance persisted. As a consequence, on March 26, 2018, the World 

Bank issued a Partial Suspension of the Project. The suspension limited project expenditure 

to addressing safeguards issues and remediating the dams that were built or 

rehabilitated under the WRDP. Although EPBs and an ESMP were in place, remedial works 

at the 10 dam sites had not taken place at the time of closure in 2018. Since the closure 

of the WRDP, the World Bank and Government of the Republic of Zambia (GRZ) have 
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worked to address the outstanding issues, given the responsibilities and obligations of the 

parties set out in the WRDP’s Financing Agreement. On October 10, 2019, the World Bank 

and the GRZ agreed on remedial actions to ensure the safety of the 10 dams that were 

constructed/ rehabilitated under the WRDP. To address the shortfalls, remedial works 

would be financed under the Irrigation Development Support Project (IDSP).  

Irrigation Development Support Project (IDSP) 

The Irrigation Development Support Project (IDSP) (P102459) was approved and became 

effective in 2011. Two restructurings of the original project changed the Project 

Development Objective (PDO), the number of components and the closing date. The 

current PDO of the IDSP is to ‘provide improved access to irrigation services in selected 

sites in the Recipient’s territory’. The Project consists of three components: 

➢ Component 1: Public Infrastructure Investment; 

➢ Component 2: Development of irrigation management capacity; and  

➢ Component 3: Project management and coordination 

As part of the 2019 agreement it was decided that the remedial work of these dams will 

be carried out through the following a two phased approach. The first phase is financed 

by the IDSP parent project, the second phase through AF.  

Phase 1 covers preparatory activities that will facilitate the works to remediate dam 

safety and integrity and to realise its original intent to the benefit of the local community 

and the department of agriculture. The scope of Phase 1 consists of a) undertaking the 

necessary investigations for remediation, including in regards to dam safety and 

environmental and social safeguards; b) prepare 10 ESMPs and Biodiversity Assessment 

and Management Plans; c) undertaking immediate, limited, structural and non-structural 

interventions to minimize immediate risks to communities caused by the dam. 

 

IDSP AF 

The AF extends the original deadline of the IDSP, 30 November 2020, to 30 November 

2021. It consists of three distinct sets of activities: Activity 1: Completion of ongoing works 

under the IDSP and cost replenishment; Activity 2: Remedial works at the 10 WRDP dams; 

Activity 3: Drought Emergency Response.  

Phase 2 of the 2019 agreement provides remedial activities to reduce the risks/impacts 

related to construction and operation of the 10 dams; and support through training and 

capacity building required to safely operate the dams and reduce the downstream 

environmental impacts.  
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The scope of Phase 2 for the 10 dams consists of:  

a) Civil works on the dams to ensure the safety of dam and downstream communities;  

b) Establishment of operation and maintenance arrangements;  

c) Continuation of surveillance;  

d) Upon completion of the works, hand-over of the management, operation and 

maintenance of the dams to dam committees comprising of people from the 

beneficiary communities;  

e) Implementation of the Environmental and Social Management Plans (ESMPs), 

including remediation of environmental legacy areas such as borrow pits, 

excavation pits, spoil areas, hazardous wastes areas, etc.; and 

f) Training of communities on how to operate and conserve the catchment. 

3.2. Institutional Arrangements 

 

The remedial works will be managed and implemented by IDSP. While IDSP will manage 

and implement the broader AF activities, it will contract an Implementing Partner (IP) to 

oversee and implement the remediation works of the 10 dams through sub-contractors. 

The IDSP E&S Team is responsible for all E&S aspects of the project including the GRM. 

Roles and Responsibilities as they concern the GRM are listed under section 9. 
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4.0. Principles Governing the GRM Process 
 

The GRM is based on six core principles:  

 

Fairness: Grievances are treated confidentially, assessed impartially, and handled 

transparently. All grievances will be equally considered irrespective of their nature, size 

and complexity. 

 

Objectiveness and independence: The GRM operates independently of all interested 

parties in order to guarantee fair, objective, and impartial treatment to each case. GRM 

officials have adequate means and powers to investigate grievances (e.g., interview 

witnesses, access records).  

 

Simplicity and accessibility: Procedures to file grievances and seek action are simple 

enough that project beneficiaries can easily understand them. Project beneficiaries have 

a range of contact options including, at a minimum, a telephone number. The GRM is 

accessible to all stakeholders, irrespective of the remoteness of the area they live in, the 

language they speak, and their level of education or income. The GRM does not use 

complex processes that create confusion or anxiety (such as only accepting grievances 

on official-looking standard forms or through grievance boxes in government offices).  

 

Responsiveness and efficiency: The GRM is designed to be responsive to the needs of all 

complainants. Accordingly, officials handling grievances are trained to take effective 

action upon, and respond quickly to, grievances and suggestions.  

 

Speed and proportionality: All grievances, simple or complex, are addressed and 

resolved as quickly as possible. The action taken on the grievance or suggestion is swift, 

decisive, and constructive.  

 

Participatory and social inclusion: A wide range of project-affected people— 

community members, members of vulnerable groups, project implementers, civil society, 

and the media—are encouraged to bring grievances and comments to the attention of 

project authorities. Special attention is given to ensure that poor people and 

marginalized groups, including those with special needs, are able to access the GRM.  
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5.0. Grievance Redress Process 

 

A grievance mechanism is an accessible and inclusive system, process, or procedure 

that receives and acts upon complaints and suggestions for improvement in a timely 

manner and facilitates resolution of concerns and grievances arising in connection with 

a project. An effective grievance mechanism provides project-affected parties with 

redress and helps address issues at an early stage. Grievance redress mechanisms 

(GRMs) are methods and processes by which a resolution to a grievance is sought and 

provided.  

 

This GRM is a significant instrument through which local communities and other 

stakeholders exercise their voice, it allows stakeholders to raise questions or concerns and 

have them addressed in a prompt and respectful manner. Further, it will also ensure the 

mitigation and resolution of any negative impacts on the implementation of the project, 

and allow communities to voice any environmental or social impact concerns. For this 

purpose, the aim of the AF GRM is to ensure that all grievances received, regardless of 

whether they originate from real or perceived issues and whether the PAP is named or 

anonymous are addressed. Any stakeholder that may be affected by project activities 

will have access to this procedure at no cost. It is important to note that the statutory 

rights of the complainant to undertake legal proceedings remains unaffected by 

participation in this process. Incidentally, the intention of this AF GRM is to ensure 

transparency, integrity, trust and reliability in the process and its outcomes. To this end, 

IDSP and its IP will communicate this procedure in a clear and understandable manner 

to affected stakeholder groups or individuals. Confidentiality will always be maintained. 

All reasonable steps in protecting information of affected individuals and parties to avoid 

any form of retaliation will be taken.  
 

 

5.1. GRM Value Chain 

 

5.1.1. Step 1: Assess and Clarify 

 

Through community meetings, information boards at the Dam Committees and the local 

headmen’s offices at the 10 dam sites and their adjacent communities, and online 

sources (IDSP website) information about the project and its sub-component activities will 

be publicly disclosed.  

 

Most of the 10 dam communities have a Dam Committee in place, usually consisting of 

men and women.  The headmen and the Dam committee usually oversee the 

regulations the communities have developed around the dams, and will receive the 
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dams once they are remediated and handed over. As part of the AF, dam committees 

will receive training and capacity building in a variety of dam-related issues.   

 

The type of information disclosed includes details about the project locations, activities, 

budgets, ESMPs, as well as detailed information about the AF GRM (including relevant 

direct contacts). It will include points of contact for the respective local authorities, 

contractors, IP, IDSP and the World Bank.  

 

Based on the information made available, aggrieved parties can decide whether they 

have a grievance or feedback to report or whether the available information clarifies 

their concern. This will allow the aggrieved party to decide on the appropriate next step 

in order to report a grievance, comment or provide feedback to the Project. 

 

 

5.1.2. Step 2: Intake, Acknowledge and Follow-Up 

 

The intake mechanism for grievances provides multiple grievance channels, in order to 

allow an aggrieved party to select the most appropriate point of contact for its particular 

case, including considerations of accessibility, the opportunity to circumvent partial 

stakeholders, or the option to bypass grievance redress mechanisms that are not 

responsive, and the opportunity to select the point of contact that is most trusted. 

 

An aggrieved party will be able to report a grievance through multiple channels: 

 

 

a) Direct communication to the Grievance Redress Committee (GRC). Aggrieved 

parties can communicate their feedback or their grievance directly to GRC 

members. The GRC is a sub-committee of the local dam committee and consists 

of 4 members: one representative of extension services of the local government; 

two members of the dam committee; and one community member. Half of the 

GRC has to be female.  All GRC members commit to register cases in a logbook. 

b) Letter/suggestion boxes located at an accessible point of the construction site 

and at the office of the nearest local authority. These boxes will be managed by 

the GRC. Upon receipt, cases will be reviewed and filed by a designated member 

of the GRC, and where applicable, cases will be passed on to IDSP to handle (e.g. 

if related to workers’ grievances, complaints about the construction company, 

complaints in regards to social and environmental issues etc…). Generally, IDSP 

will be provided with a log of all grievances for reporting purposes. Only the chair 

of the GRC and one designated member will hold the key to the suggestion box. 
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c) Through female members of the GRC. The two female members of the GRC will be 

provided with a cellphone and airtime. They will be key recipients for any GBV-

related cases, or any concerns against local authorities. They will be able to 

directly report severe incidents and/or GBV cases to IDSP, where they will be 

handled in a sensitive manner (see below). Grievances received through the 

female GRC members, for which the aggrieved party expresses specifically that it 

does not wish for the case to be shared with the whole GRC and the dam 

committee, will be reviewed, filed, and transferred to the safeguards specialist in 

the IDSP for further processing.  

d) Contractor. The contractor will act as a grievance recipient for grievances that 

the complainant wishes not to be shared with local authorities or the GRC. The 

contractor will file the grievances and pass them to the IP for further handling.  

 

Incident reporting. Severe incidents (defined as an incident that caused significant 

adverse effect on the environment, the affected communities, the public or workers, for 

example: Fatality, GBV, forced or child labor) will be reported within 24 hours from the 

GRC or the contractor to IDSP or the IP, and within a total of 48 hours on to  the World 

Bank. Incident classification will follow the World Bank’s definition (see Annex 4), incident 

reporting will be done through the Incident Report Form (see Annex 5). 

 

Where grievances are of sexual nature and can be categorized as Gender-Based 

Violence / Sexual Exploitation and Abuse / Sexual Harassment (GBV/SEA/SH), the 

grievance recipients have to handle incoming reports appropriately (see section below, 

and Annex 7).   

 

For all other grievances, the respective grievance recipient will decide whether the 

grievance can be solved locally, with the dam committee, the local authorities or 

contractors and whether an investigation is required.  

 

At all times, the grievance recipient will provide feedback promptly to the aggrieved 

party, for example through the phone or through a direct meeting (except where cases 

were filed anonymously). For sensitive issues, feedback is given to the concerned persons 

bilaterally. Acknowledgement and feedback should be provided within 4 working days, 

and should be recorded in the grievance register. 

 

Records of all feedback and grievances reported will be maintained by all grievance 

recipients and will be provided to the IP and onwards to IDSP. All feedback and 

grievances are documented and categorized for reporting and/ or follow-up if 

necessary. For all mechanisms, data will be captured in an excel spreadsheet. The 

information collected, where possible, should include the name of the person providing 

feedback as well as the location, construction company, the project activity and the 



 

23 
 

nature of feedback or complaint (see annex 3). All grievance recipients will report all 

logged grievances and their status on a monthly basis to the IP. The IP will provide a 

monthly report to IDSP. 

 

 

5.1.3. Step 3: Verify, Investigate and Act 

 

The GRC members will verify and, if necessary, investigate the claim within 7 working days 

and share findings with relevant stakeholders. Where an incident was reported, all entities 

will follow the incident management protocol. 

 

Where a grievance was reported to the contractor, the contractor passes the grievance 

to the IP (the IP Social Safeguards Specialist) within one working day, and the IP will 

handle any further action on the case. 

 

Where a negotiated grievance solution is required, the investigating entity will invite the 

aggrieved party (or a representative) to decide on a solution which is acceptable to 

both parties and allows for the case to be closed, if both parties agree.  

 

Reports received by the IP will be assessed, and the IP will determine whether they are 

best solved by the local entities, and pass them to the respective GRC members or local 

authorities. Where they involve local entities in any way, the IP will duly investigate the 

case itself. 

 

Where grievances concern SGBV, workers’ rights or other issues concerning the 

contractor, the GRC should forward the case directly to the IP for investigation. 

 

Where the aggrieved party has specifically requested that their identity not be disclosed, 

their personal information may not be shared with third parties unless required by law.  

 

Where possible, the GRC and the IP generally seek to resolve grievances within 15 

working days. The maximum resolution period should not normally exceed 30 calendar 

days.  

 

All investigating entities are responsible for providing regular progress reports to the 

aggrieved party, including a verbal update on a bi-weekly basis and a written update 

after 20 to 25 working days depending on the severity of the grievance.  

 

When the investigation is complete, the investigating entity documents the findings and 

proposes options for resolving the grievance as appropriate. If the complainant accepts 

the proposed resolution, the agreed actions are implemented. It further informs the IP 
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once the resolution has been implemented and seeks the feedback from the aggrieved 

party on whether or not they are satisfied with the action taken to resolve the grievance. 

If the aggrieved party is satisfied, then the grievance is closed and the grievance register 

is updated. Should the aggrieved party not be satisfied with the action taken to resolve 

the grievance, the grievance handler provides an appeals mechanism.  

 

After deciding a case and informing the aggrieved party, the decision-making entity has 

to provide an appeals mechanism to the aggrieved party: For reports received by the 

GRC, the IP will be named as appeals mechanism; and for cases that were handled by 

the IP, IDSP will form the appeals mechanism. This is important in cases in which the 

aggrieved party is dissatisfied with the solution provided. In these instances, the social 

safeguards specialist of the IP or IDSP will step in and provide an appeals mechanism. In 

the absence of IDSP, the District Agricultural Coordinator (DACO) and the District Water 

Officer (DWO) will assume this role. 

 

A grievance is closed out when no further action can be or needs to be taken to resolve 

it. Closure status is classified as follows:  

 

Resolved: Grievances where a resolution has been agreed and implemented and the 

aggrieved party is satisfied with the action taken.  

Unresolved: Grievances where it has not been possible to reach an agreed resolution 

and the case has been closed out.  

Abandoned: Grievances where the aggrieved party is not contactable after one month 

following receipt of the grievance and efforts to trace their whereabouts have been 

unsuccessful.  

 

5.1.4. Step 4: Monitor, Evaluate and Feedback 

 

If the case was not filed anonymously, all grievance recipients will provide first feedback 

to the aggrieved party within 7 working days. Further feedback and action will depend 

on the nature of the case. All instances will demonstrate that action has been taken 

within a reasonable amount of time. 

 

Most importantly, all cases filed need to be logged and reported to the IP. The GRC will 

report all grievances and their processes to the IP on a monthly basis. The IP Social 

Safeguards Specialist will receive all reports and will compile them for general analysis on 

all complaints and feedback on a monthly basis. The IP will share all data with IDSP on a 

monthly bases, and IDSP will share a synthesis report of the analysis for IDSP’s regular 

reporting to the World Bank.  

 



 

25 
 

IDSP will jointly analyze grievances and trends, and will discuss potential amendments 

that have to be undertaken in regards to project modalities or the GRM. 

 

Project reviews and evaluations will include an assessment of the GRM processes and 

practices. In addition, regular stakeholder engagement – especially at the communities 

in the dam areas – will provide important feedback on the efficiency and effectiveness 

of the GRM. 

  

 

5.2. GBV and Sexual Exploitation and Abuse (SEA) and Sexual Harassment  

 

PAPs should generally be encouraged to report all GBV/SEA/SH cases related to project 

activities. All primary grievance recipients will ensure appropriate responses vis-à-vis the 

complainant/survivor by 1) providing a safe caring environment and respect the 

confidentiality and wishes of the survivor; 2) If survivor agrees, obtain informed consent 

and make referrals, 3) provide reliable and comprehensive information on the available 

services and support to survivors of GBV.  



 

26 
 

5.2.1. Survivor-Centered Approach 

This Project assumes a strictly survivor-centered approach to GBV/SEA/SH cases. A 

survivor-centered approach aims to create a supportive environment in which a 

survivor’s rights are respected and in which s/he is treated with dignity and respect. The 

approach helps to promote a survivor’s recovery and his/her ability to identify and 

express needs and wishes, as well as to reinforce his/her capacity to make decisions 

about possible interventions.2 Key of the survivor-centered approach is that no steps can 

be taken without the survivor’s informed consent. 

 

5.2.2. Who is catered for? 

Regardless of whether the complaint/case is related to the project or not, the grievance 

recipients will ensure survivors are informed of and referred to any necessary GBV 

response services, including at minimum health, psychosocial, and legal support services. 

 

5.2.3. Where can Cases be Reported to? 

Given the sensitive nature of GBV complaints, the GBV survivor has the freedom and right 

to report an incident to anyone: community member, contractor, GBV case manager, 

local authorities, GRC etc…. All recipients of the report should – with the survivor’s 

informed consent – report the case to one of the formal grievance recipients, preferably 

the two female GRC members. Furthermore, a survivor can ask someone else to act as a 

survivor advocate and report on her/his behalf.  

 

Cases of GBV/SEA/SH can be reported through the general GRM. In addition, the IP 

Social Safeguards Specialist will man a dedicated SMS, email address and phone 

number, through which cases can be reported directly to the IP.  

 

The grievance recipient will be responsible for the recording and registration of the 

complaint. A GRM operator cannot reject a GBV/SEA/SH complaint. At the same time, 

however, the project can only respond to a GBV/SEA/SH complaint if it is directed into 

the designated GRM channels.  

 

5.2.4. Case In-Take 

 

All potential first recipients of GBV/SEA/SH cases will be trained in the guidelines for 

empathetic, non-judgmental listening to a survivor when recording a complaint (see 

Annex 8). 

 

                                                 
2 Global Protection Cluster, Guidelines for Integrating Gender Based Violence Interventions in Humanitarian 
Action. 
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Confidentiality: All grievance recipients and anyone handling the GBV/SEA/SH related 

grievances must maintain absolute confidentiality in regards to the case.  Maintaining 

confidentiality means not disclosing any information at any time to any party without the 

informed consent of the person concerned. There are exceptions under distinct 

circumstances, for example a) if the survivor is an adult who threatens his or her own life 

or who is directly threatening the safety of others, in which case referrals to lifesaving 

services should be sought; b) if the survivor is a child and there are concerns for the child’s 

health and safety. The survivors needs to be informed about these exceptions. 

 

Informed Consent: The survivor can only give approval to the processing of a case when 

he or she has been fully informed about all relevant facts. The survivor must fully 

understand the consequences of actions when providing informed consent for a case to 

be taken up (see Annex 9). 

 

Asking for consent means asking the permission of the survivor to share information about 

him/her with others (for instance, with referral services and/or IDSP/WB/employer), and/or 

to undertake any action (for instance investigation of the case).  

 

Under no circumstances should the survivor be pressured to consent to any conversation, 

assessment, investigation or other intervention with which she/he does not feel 

comfortable. A survivor can also at any time decide to stop consent. 

 

Where possible, a consent form can be used (in cases of direct person-to-person 

reporting). By signing this form survivor can formally agree (or disagree) with the further 

processing of the case. The form will clearly state how information will be used, stored 

and disseminated.  

 

If a survivor does not consent to sharing information, then only non-identifying information 

can be released or reported on.   

 

In the case of children, informed consent is normally requested from a parent or legal 

guardian and the children. In case the survivor is a child, the consent of parents or 

guardians should be sought where it is in the best interest of the child and if they are not 

the perpetrators. However, where parents/guardians refuse to pursue the case in the 

court of law on the child’s behalf, with clear evidence, the Directorate responsible for 

Child Welfare should take up the role and pursue the case on the child’s behalf to ensure 

that she/he is protected. Parents/guardians should be counselled first and thereafter, 

and taken to task by filing a case against them for denying the child her/his rights. All 

service provider interventions to child survivors must be undertaken with staff trained in 

child-friendly procedures in regards to the handling of cases. A child survivor should 

continue to go to school while procedures are ongoing and all efforts should be done to 
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ensure her/his protection. In addition to this, all the above reporting and referral 

procedures should be applied 

 

Severe Incident: If severe incidents are reported through the described GRM pathway, 

the grievance recipient needs to report the case within 24 hours to the IP or/and IDSP 

with copy to the World Bank following informed agreement by the survivor.  

 

Third party reports: In case of any reports of third parties on GBV/SEA/SH – related 

grievances to the project, the grievance recipient will register the case. The case will then 

be passed to the IP Social Safeguards Specialist, who will contact the survivor, or an 

advocate that was appointed by the survivor, and will a) request for informed consent 

from the survivor to follow-up on the case; and b) offer any available referral services. In 

case the survivor does not provide consent for the case to proceed, the case has to be 

closed.  

 

5.2.5. Case Registration 

 

All reporting will limit information in accordance with the survivor’s wishes regarding 

confidentiality and in case the survivor agrees on further reporting, information will be 

shared only on a need-to-know-base, avoiding all information which may lead to the 

identification of the survivor and any potential risk of retribution.  

 

Data on GBV cases recorded will only include the nature of the complaint (what the 

complainant says in her/his own words), whether the complainant believes the 

perpetrator was related to the project and additional demographic data, such as age 

and gender, will be collected and reported, with informed consent from the survivor. If 

the survivor does not wish to file a formal complaint, referral to available services will still 

be offered even if the complaint is not related to the project, that referrals will be made, 

the preference of the survivor will be recorded and the case will be considered closed 

(see Annex 10 for GBV/SEA/SH Case Registration Form). 

 

5.2.6. Referral Services 

 

Referrals are a process through which the survivor gets in touch with professionals and 

institutions regarding the case. Services can include health, psycho-social, security and 

protection, legal/justice, and economic reintegration support. The grievance recipient 

will instantly provide the survivor with contacts of the available referral services in the 

respective area (see Annex 6). If the survivor wishes for any assistance with transport or 

payment for services, the grievance recipient will provide allowances. Referral services 

are provided even in cases, where the survivor opts to not pursue the case through the 

GRM or through legal channels.  
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5.2.7. Accountability Actions 

 

The IP Social Safeguards Specialist will be the key focal point for management of such 

grievances and concerns. 

 

Once a case has been taken in by a GRM recipient, and informed consent of the survivor 

is obtained to proceed with the case, the case file will be submitted to the IP Social 

Safeguards Specialist. The Specialist will first ensure that the survivor has been provided 

with all necessary GBV referral services, and will ensure that the survivor is in safety.  

 

Where the GBV/SEA/SH grievance was committed by an project worker, the grievance 

will be reported to the respective employing agency (e.g. contractor, IP, government 

agency). The IP Social Safeguards Specialist will follow up and investigate the case jointly 

with the respective partner. The Specialist will follow up and ensure that the violation of 

the Code of Conduct is handled appropriately, e.g. the worker is removed from his or her 

position and employment is ended (in the case of a UN agency, UN SEA processes are 

strictly followed). The IP Social Safeguards Specialist will report back to the survivor on any 

step undertaken and the results. 

 

Where the survivor has opted to take a formal legal route with the case, the IP Social 

Safeguards Specialist will ensure that the survivor has all the support required to file a case 

at court. The GRM process will still proceed with the survivor’s consent. 

 

Since this project assumes a fully survivor-centered approach, no information can be 

passed on without the consent of the survivor. If the survivor does not wish for the case to 

be pursued, the survivor shall be offered access to referral services and the GRM operator 

or grievance recipient should note that the survivor did not wish for the case to be 

pursued, and the case is considered solved.  

 

5.2.8. Training 

 

In order to ensure safety, confidentiality and survivor-centered response to GBV/SEA/SH 

complaints, all relevant grievance recipients and handlers will receive training on the 

management of GBV/SEA/SH complaints and referral systems. They will be trained on key 

protocols including referral, reporting and informed consent protocols to receive those 

cases in an appropriate manner and immediately forward them to the GBV/SEA/SH 

referral system. 

 

GRM services will be communicated at the community level to create GBV awareness 

and enable project‐affected people to file complaints. This will be made explicit in all 

community awareness sessions and be a part of the publicly disclosed information.  
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Some contractors may have their own organizational P/SEA systems in place through 

which violations by staff or contractors will be handled. This may be in addition to criminal 

prosecution to ensure that sanctions for the violation of Codes of Conducts are 

implemented. The IP will be responsible to ensure that contractors and workers receive 

Code of Conducts that include references to GBV/SEA/SH, and that sufficient training on 

these CoCs is provided to workers. Furthermore, it will ensure that awareness raising 

activities on these issues, including on CoCs, vis-à-vis the communities in the dam areas 

are in place.  

 



 

31 
 

6.0. Worker’ Grievance Redress Procedure 
 

IDSP will implement a ‘Workers ’Grievance Redress Procedure ’specifically for grievances 

of any worker under employment by any of the contractors engaged in the AF remedial 

works. The procedure is described in this section. 

 

As a first step, all contractors must inform their workers of the workers 'grievance redress 

procedure at the time of recruitment; and must put in place measures to protect workers 

against any reprisal stemming from the use of the procedure. The objective of this 

procedure is to settle the grievance between an employer and employee or between 

employees bilaterally before recourse to formal dispute resolution. AF activities will 

include locally recruited workers as well as workers brought in externally. It will allow them 

to raise workplace concerns or contractual obligations.  

 

Workers will be informed of this procedure at the time of recruitment and the measures 

put in place to protect them from any reprisal for its use. The IP will put in place measures 

to make the procedure easily accessible to all workers, including provision of points of 

contact in IDSP, and provisions in contractors agreements that the procedure must be 

shared with every worker, and that workers receive training in the procedure prior to 

deployment. 

 

Procedure 

 

1. The IP engages only contractors with registered Code of Conduct or who sign 

an undertaking to comply with the provisions of the Employment & Labour Law 

for contracted workers  

2. Contractors induct the employee on the applicable workers’ grievance 

redress procedure, induct all workers to be aware of their rights. All records of 

induction shall be kept and made available to the IP. 

3. In case of violation, the aggrieved employee must capture and present the 

details of the grievance to the person they report to or the supervisor’s superior 

in case the concern relates to the direct supervisor. 

4. The supervisor will verify the details and seek to address the matter within the 

shortest time (up to 48 hours). 

5. The supervisor will escalate the matter if not resolved within 48 hours if a 

resolution is not found. 

6. The worker can decide to report to the grievance directly to the IP, if internal 

reporting has not provided a solution, or if the worker assesses that he/she are 

not treated in an impartial manner by the employer. 

7. Depending the type of case, the IP will aim to assist to identify amicable 

solutions to the case. 
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8. Where no resolution is found, the employee can escalate the matter to the 

sector specific institutions or courts who will resolve the matter between 

employer and employee. The Supreme Court’s decision is final, where it has 

exercised lawful jurisdiction.  

9. Where the formal courts are not accessible, do not exist in an area, or cannot 

render a judgment, the matter shall be reported to and handled under the AF 

GRM. IDSP, in this case, will accommodate a fair agreement between the 

worker and the contractor. 

10. The contractor shall keep records of all proceedings of grievance redress that 

are within their jurisdiction and furnish the IP as part of the periodic progress 

reporting to the IP. 

11. All grievances of sexual nature (GBV/sexual harassment/Sexual Exploitation 

and Abuse) should follow the same process, where possible, or should be 

directly reported to the IP. 

12. In case of risk of retaliation, the employee may immediately escalate to the 

court system, or to the IP. If confidentiality is requested, the IP will ensure it to 

avoid any risk of retaliation, including in its follow-up actions. 
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7.0. WB’s Grievance Redress Service (GRS) 

 

Communities and individuals who believe that they are adversely affected by a World 

Bank supported project may submit complaints to existing project-level grievance redress 

mechanisms 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. For 

information on how to submit complaints to the World Bank’s corporate Grievance 

Redress Service (GRS), please visit http://www.worldbank.org/en/projects-

operations/products-and-services/grievance-redress-service. For information on how to 

submit complaints to the World Bank Inspection Panel, please visit 

www.inspectionpanel.org. 

 

http://www.worldbank.org/en/projects-operations/products-and-services/grievance-redress-service
http://www.worldbank.org/en/projects-operations/products-and-services/grievance-redress-service
http://www.inspectionpanel.org/
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8.0. Confidentiality  

 

Duty of Confidentiality  

IDSP is committed to protecting the identity of the aggrieved party and to handle 

personal information in accordance with legal requirements. This duty extends to all 

employees, representatives of IDSP and the IP, as well as the contractors who participate 

in the complaint handling process. 

 

Information about an aggrieved party will be shared within the IDSP on a need-to-know 

basis and only to the extent necessary to complete a step under this Procedure. IDSP will 

not share personal information with third parties unless required by law or authorized by 

the aggrieved party. 

  

Personal Data  

Personal data contained in the grievance register will be kept only as long as necessary 

to investigate the grievance and implement a resolution. Personal data will then be either 

deleted or modified and transferred to an archive for a reasonable period pursuant to 

IDSP’s or Ministry’s Data Privacy Policy.  

 

Conflicts of Interest  

A conflict of interest exists where there is a divergence between the interests of an 

employee or contractor and his or her responsibilities under this procedure, such that an 

independent observer might reasonably question whether the actions of that person are 

influenced by his or her own interests.  

 

This procedure seeks to manage potential conflicts of interest by segregating the roles 

and responsibilities of individuals involved in the complaint handling process and 

avoiding placing individuals in a position where conflicts could be perceived to arise. 

When a grievance relates to a specific IDSP, IP or contractor employee, that person shall 

not play a role in the complaint handling process.  

 

Protection from Retaliation  

Retaliation is any adverse action taken against an aggrieved party, employee or 

Contractor whose purpose is to frustrate the operation of this Procedure. IDSP will not 

tolerate such conduct. When concerns about retaliation or victimization are raised, they 

will be investigated under IDSP’s Code of Conduct procedure. 
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9.0. Roles and Responsibilities 

 

The different roles and responsibilities for the implementation of these AF GRM 

are as follows: 

 

Actor Tasks and Responsibilities 

Grievance Redress Committee 

(GRC) 

- Trained in their role in the AF GRM 

- Sub-committee of the local dam committee 

- Receive grievances or feedback from PAPs in 

person 

- Hold key to suggestion boxes and regularly 

empty suggestion boxes 

- Assess and clarify grievances 

- Provide feedback to PAPs 

- Investigate grievances 

- Provide appeals mechanism for unsatisfied 

PAPs 

- Document all grievances in a log/register 

- Report all grievances and their processes on a 

monthly basis to the IP 

- Consists of 4 members, out of which 2 are 

women.  

- Female members will be provided with a 

cellphone to allow reporting of GBV/SEA-

related cases  

Contractor - Trained in their role in the AF GRM 

- Receive grievances or feedback from PAPs in 

person 

- Assess and clarify grievances 

- Provide feedback to PAPs 

- Pass on grievance reports to IP 
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Implementing Partner (IP) - Assists with appointment process of GRC 

- Investigate grievances 

- Provide appeals mechanism for unsatisfied 

PAPs 

- Document all grievances in a log/register 

- Report all grievances and their processes on a 

monthly basis to IDSP 

IDSP: Safeguards Specialist and 

M&E Specialist 

- Responsible for the provision of information at 

the 10 dam communities, as per SEP 

- Accountable for the implementation of the AF 

GRM  

- Provide appeals mechanism where necessary 

- Monitor and report on AF GRM (monitor 

implementation at the 10 dam communities) 

- Prepare regular report on AF GRM to the 

World Bank 

- Analyze trends and lessons learnt from AF 

GRM 

- Suggest amendments to the AF GRM where 

necessary 

National Project Coordinator - Oversee AF GRM / responsible for AF GRM 

- Participate in the provision of an appeals 

mechanism 
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10.0. Monitoring and Reporting  

 

The Social Specialist and the M&E Officer in IDSP will be responsible for monitoring the 

availability of project information at the community level, the implementation of the 

Stakeholder Engagement Plan, as well as the GRC in their ability to receive grievances. 

He or she will include the GRM into supervision and monitoring missions to the field and 

conduct spot checks regarding its implementation. This will also apply to the grievances 

under the workers 'GRM and any pathways of GBV/SEA complaints. 

 

GRCs will provide logs with all grievances to the IP, and the IP will report them on to IDSP. 

The IP will analyze the grievance data and will provide analytical synthesis reports on a 

monthly basis to IDSP, including the number, status and nature of grievances. IDSP will 

further provide an excel sheet summary of the feedback and grievances reported, which 

will be linked to the Project’s Management Information System (MIS) and to the M&E 

Results Framework. It will further maintain a documented record of stakeholder 

engagements, including a description of the stakeholders consulted and a summary of 

the feedback/grievances received during community consultations. 

 

The Social Specialist will further extract lessons learnt from the GRM and implement 

analysis on the overall grievances and share them with the World Bank, and will initiative 

potential amendments to procedures. The Safeguards Specialist will further analyze input 

from stakeholder engagements in regards to the AF GRM, and provide trends and lessons 

to the Project teams.  

 

The number of grievances solved should constitute a project performance indicator.  

 

A supervision and monitoring report will be prepared every quarter by the ISDP. The 

contents of this report will include number of filed grievances, solution of the grievances 

and analysis of trends. 
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Annex 1: Review of the WRDP GRM and Inputs from Stakeholder Engagement 

 

Under the WRDP, GRM were derived from existing conflict resolution mechanisms that are 

widely used in Zambia, based on a mélange of traditional, administrative and political 

governance structures of rural areas. The system was designed for the implementation of 

the Abbreviated Resettlement Action Plans (ARAPs) only and did not cover broader 

project related grievances. The GRM was described in the ARAPs as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Review of WRDP and Stakeholder Consultation Results 

 

While these previous GRM may have catered for involuntary resettlement issues, they are 

not fit for purpose for the Dam Remedial Works under the IDSP AF, including for the 

following reasons: 

 

Focus on land and resettlement issues: The stakeholder consultations conducted by the 

UNOPS team in June/July 2020 found that members of the local dam communities had 

a variety of grievances relating to the dam construction activities, many of which were 

beyond the GRM focusing solely on resettlement issues. Past grievances mentioned in the 

consultations concerned issues such as land destruction, the selling of soils/materials in 

the nearest town, as well as some labor influx impacts.  During the recent field visits, 

respondents further reported that some previous and current complaints were never 

Previous WRDP GRM System 

Local Level GRM - Any person or PAPs with an issue regarding implementation of this ARAP, inaccuracies 

in valuing the crop and land losses and unforeseen impacts of the project from current or planned activities, 

will present their grievance(s) through the respective dam committee and the headman/woman. If the issue 

is not resolved at this level, the District Water Officer and Agricultural Assistant will be engaged to assist the 

dam committee and traditional leadership to resolve specific issues that require technical and administrative 

expertise. If the issue involves land acquisition, the area headmen or women shall report the land issue to the 

area Chief for consideration.  

District Level GRM – Any unresolved grievances at the Local Level GRM are forwarded to the District Level 

GRM through the district administration at the District Council Secretary’s office. The district administration 

will constitute a District Grievance Committee, which is headed by the District Council Secretary, with 

membership from all the mentioned district officers participating in the resettlement activities. The issues will 

either be settled at this level or referred to the MWDSEP Grievance Committee depending on the complexity. 

Once the complaint is rejected at the District GRM, the complainant can appeal to the MWDSEP Grievance 

Committee. An explanation outlining the results of the deliberations are communicated through a written 

letter to the complainant. 

MWDSEP/PIU Grievance Committee or Mediator - The MWDSEP/PIU will consist of the PIU members 

and the appointed members at the provincial and central government levels. Depending on the complexity 

of the issue the MWDSEP will nominate a mediator (for instance an NGO) to conduct a comprehensive 

investigation of the complaint. The MWDSEP Grievance committee makes the final decision or settlement. 

Similarly, the decisions of settlement agreed by the committee are documented and sent to the complainant. 

If the complainant is not content with the decision he or she is referred to the next level for arbitration. The 

period of resolving the issue will be decided by the MWDSEP decision. 

Arbitration - Issues that cannot be resolved by the MWDSEP/PIU Grievance Committee can be referred to 

an independent Arbitrator appointed under the Arbitration Act 19 of 2000. Complaints resolutions at this 

level are expensive and time consuming therefore this should be reserved for cases of great importance.  

Courts of law - If the issue is not resolved through an Arbitrator aggrieved parties retain their constitutional 

right to seek legal remedies through the courts. 
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Addressed or solved: Some respondents submitted that their land conflicts had been 

resolved through the currently available authorities.  

 

In other communities consulted, respondents claimed outright there was a gap of 

grievance reporting mechanisms. 

 

Lack of accountability of contractors: Most communities reported on longer-term 

adverse results/consequences of the dam construction, which the communities were 

suffering from (e.g. spillway hinders community to access services, borrow pits have not 

been rehabilitated, roads were destroyed by contractors and never rehabilitated, etc..). 

These experiences are ongoing, which indicates that there are no appropriate 

mechanisms for resolution in place, or that issues were outside of the powers/capacities 

of the institutions described in the WRDP GRM above to be handled.  

 

Members of one dam community explained during consultations that they were 

dissatisfied with the way the contractor performed. They claimed that the site engineer 

often left the site for several days and that there was poor supervision of the construction. 

However, since there was no formal mechanism in place to file their grievances against 

the contractor, they complained to any individual that was present at the site, but the 

complaints were never taken up in a formal manner.  

 

During consultations, community representatives at other dam sites indicated that the 

contractor had never offered any form grievance redress system, and that this is the 

reason why there are no records on grievances that existed. In other communities, 

respondent explained that they had a variety of issues with the contractors, but there 

was no availability of GRM, and cases all went unreported. 

 

Given the recorded adverse impacts of the construction, it also shows that there were 

no concrete remedies for non-performance or non-compliance issues regarding the 

construction companies that worked on the site. Or, that those were at least not followed 

up upon. 

 

A successful GRM needs to integrate institutions/organizations that are responsible for the 

project implementation, and that have direct supervision responsibilities over 

contractors, . 

 

No appropriate mechanism for GBV/SEA cases: During community consultations, 

community members indicated that GBV incidents occurred during the construction 

period. However, they claimed that there were clear grievance redress mechanisms in 

place to report such under the project. Respondents claimed that they reported cases 

to their traditional leadership and to the police. In other communities, women responded 
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during consultations, that they were not always free to speak in front of men. They claim 

that the availability of a GRM that they can report to directly and in a confidential 

manner would mitigate this challenge.  

 

The above mechanisms do not cater for an appropriate redress of GBV/SEA concerns, 

which has been established as a significant risk in public works, and a risk connected to 

labor influx.3 First responders in the GRM need to be trained in handling GBV/SEA cases 

in a sensitive and survivor-centered manner. They further need to be enabled to refer 

survivors to referral services, including legal assistance, medical assistance, trauma 

healing and others.  

 

Furthermore, GBV grievance redress mechanisms have to guarantee full confidentiality – 

or even have to allow for anonymous reports. Local authorities as single address cannot 

necessarily cater for that. In some cases there may even be a concern that local 

authorities may not understand certain types of GBV or SEA violations as valid grievance 

and may not pursue a case.  

 

In terms of SEA cases committed by workers of the contracting entities, it is crucial that 

the contractor and/or the entity that employs/supervises the contractor receives those 

reports in order to allow for internal SEA processes to apply, and to hold the contractor 

to account for his contractual commitments on P/SEA.  

 

Furthermore, the World Bank requires that any GBV/SEA violation are treated as serious 

incidents and are reported within 48 hours. To guarantee this, IDSP also needs to receive 

these reports in this time frame. This is not guaranteed if complaints go through the local 

level first and are passed on to the district level if they are not solved.  

 

No mechanism for workers’ grievances: during the field visits, respondents mentioned 

dissatisfaction with their employment by contractors, where contractors had employed 

local personnel in the construction activities. It appears that no workers’ grievances 

mechanism were in place.  The local Dam Committee or local headmen may be able 

to report such cases to Project management, but a direct and well-defined reporting line 

to the contractor and/or IDSP as contracting entity, is more efficient. IDSP will need to 

hold the contractor accountable, needs to make workers ’grievance mechanisms a 

contractual requirements, and needs to monitor the contractors against their 

compliance with labor and employment regulations.  

 

No path to circumvent potentially partial entities: Generally, a GRM should always allow 

multiple pathways to file a grievance. It should not rest solely with local authorities, as 

they may be party to the grievance. Every aggrieved person should be able to report 
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grievances directly to a higher level, when he or she feels that a neutral and impartial 

approach to the grievance is taken. Specific types of grievances, such as questions over 

land rights clearly require the expertise and local knowledge of local authorities. Other 

issues, however, such as dissatisfaction with the contractor performance can be voiced 

directly with the IP, while they can also be taken up by the local authorities and reported 

onwards to IDSP. Respondents during the field visit remarked that they were not content 

with the quality of compensation they had received as PAPs. Such issues can be part of 

local politics, and it is important that such grievances can be reported directly to the IP 

rather than having to be processed by local authorities.  

 

While the dam committees, local headmen and the district administration have to be 

part of the GRM system, given their vast local knowledge and their experience in conflict 

resolution among local communities, additional reporting modalities need to allow 

aggrieved individuals or parties to report outside of this local structure. This is especially 

relevant for types of grievances that are not under the control of local authorities, such 

as worker’s grievances, and grievances related to the work or behavior of the contractor. 

Both of these types of issues should be reported, if not handled by the IP, who have a 

contractual and supervisory relationship of construction companies.  

 

Similarly, if there are complaints about IDSP, community members need to be trained on 

their option to also contact the World Bank’s grievance redress mechanism directly. 

 

In some cases, if grievances have to pass through local authorities first, the IP or IDSP may 

not receive the grievances. This will make analysis of cases and the reporting on trends 

difficult, as well as supervision on how and when cases are solved. This is particularly 

challenging where trends of grievances are clearly related to Project design and 

implementation modalities.  

 

Training and stakeholder engagement on GRM. During consultations undertaken, some 

female community members stated that they were affected by the project, but that they 

did not know where to launch their complaints. The community was not aware of any 

type of Project GRM.  

 

Most importantly, solid training and information on the GRM for local communities and 

authorities, including the provision of addresses and contacts for reporting, is key for a 

successful GRM. IDSP will work closely with the local authorities to provide such training 

and information to local stakeholders.  

 

Furthermore, stakeholder engagement, including dissemination of information as well as 

consultation of local affected communities, can bring up issues that can be directed to 

the GRM. 
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The GRM for the remedial works under the IDSP AF are therefore embedded in strong 

stakeholder engagement activities.  

 

Right to legal remedies. In view of arbitration, as mentioned in the WRDP GRM, aggrieved 

parties always have the right for legal remedies, not only if the arbitration fails. Arbitration 

is a right, but not an obligation. 

 

Existing GRM and Proposals from Stakeholders 

 

The Project GRM for the planned remedial works under the IDSP AF are therefore 

designed in a manner that they  cater for a broader range of different types of 

grievances.  

 

During the recent stakeholder engagement, respondents indicated mostly that no GRM 

is currently in place. Respondents mentioned  different authorities people would 

address with their grievances, including: 

 

 

Number 

 

Dam location 

 

Current Grievance Pathways (excluding GBV/SEA 

grievances) 

1. Chikowa Grievances are reported to the District Agricultural 

Coordinator (DACO) and the Dam Management 

Committee (DMC)  

2. Chilibashi Grievances are reported to the Dam Committee, to 

the Councilor, to the Agricultural Representative, to 

the Department of Water Resources Development 

(DWRD), to the District Commissioner 

3. Kanyika Grievances are reported to the District Agricultural 

Coordinator (DACO) and the DMC 

4. Kawiko Grievances are reported to the DACO and the DMC 

5. Katembula Grievances are reported to the DACO and the DMC 

6. Makaba Grievances are reported to the DMC, to the Camp 

Officer and on to the Headman 

7. Nabowa Grievances are reported to the DACO and the DMC 

8. Nachibanga Grievances are reported to the Dam Committee, to 

the Headman, to the Chief 



 

43 
 

9. Ndondi Grievances are reported to the Dam Committee, to 

the Headman, to the Chief 

10. Ngolongozya Grievances are reported to the Dam Committee, to 

the Headman, to the Councilor, to the District 

Commissioner, to the DWRD Council Chair 

 

 

By and large, there was a need to broaden the GRM to enable them to cater for a 

broader variety of grievances, in particular labor influx and GBV/SEA cases. They also 

needed to include entities with direct supervisory power and those implementing the 

project, in order to be able to make efficient changes and respond accordingly to 

grievances. 
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Annex 2: GBV Referral Services in Dam Locations 

 

Number Dam Location / 

name of 

town/community 

Available GBV Referral Services  Contacts Stakeholder comments 

 NATIONAL GENDER 

COORDINATOR 

- Ministry of Gender, Lusaka 

Lynn Habanji  

Gender Rights Protection National Officer  

National Gender Rights 

Protection Office, 

0977465949, Philip 

Chilambwe (Assistant of 

Gender Rights National 

Protection Officer, for more 

information) 

 

1.  Chikowa / Mukubwa 

Village (Mambwe 

District) 

- Police Victim Support Unit at Police 

Station in xxx 

tbd Cases are usually reported to 

traditional leadership or 

police 

2. Chibalashi/ Mansa - Chibalashi Health Centre 

- District Gender Focal Point at District 

Commissioner Office in Mansa town 

- Community Development Office in Mansa 

town 

- Social Welfare Office in Mansa town 

- NGOCC District NGOs in Mansa 

Gender focal person 

Judith Colby (Acting DC), 

0973380067 

 

NGOCC Mwenya 

Norwegian- Nantwampane 

NGO, 0976211428 

- Women need to be 

sensitized on GBV and 

reporting mechanisms 

- Local programs should 

involve local NGO, such as 

Nantwampane and 

Community Develop and 

VSU 

- GBV could be prevalent, 

but cases may be hidden 

3. Kanyika / Kasempa 

District 

- Police Victim Support Unit at Police 

Station in xxx 

tbd - Community claims 

GBV cases are not 

prevalent 
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Number Dam Location / 

name of 

town/community 

Available GBV Referral Services  Contacts Stakeholder comments 

4. Katembula / Kasnoka 

Wars (Lufwanyama 

District) 

- tbd tbd - More sensitization 

required 

5. Kawiko / Mwinulunga - tbd tbd - Women feel inhibited 

to report cases to 

anyone 

6. Makaba / Namwala - Namwala District Hospital 

- Police Victim Support Unit at Police 

Station in Namwala 

- Child Protection Committee covering 

children, women and human rights 

(composed of District Reps from 

various Depts) 

Community development/ 

social work, Linnie Sikaaze, 

District Social Welfare 

Officer, 0977917314 

- More sensitization 

required 

- Women participation 

is very low due to 

cultural issues 

7. Nabowa / Kaoma - Police Victim Support Unit at Police 

Station  

tbd - Community claims 

cases are not 

frequent 

8. Nachibanga / Pemba - Pemba District Hospital 

- Police Victim Support Unit at Police 

Station in Pemba 

- Government Community 

Development;  

World Vision Pemba deals with gender 

issues and the WB Jewel Project 

implements community development. 

JEWEL set up a community point for 

Lucky Musenda Kasaka 

District Social Welfare 

Officer/ community 

development, 0977318767 

- More sensitization 

required 
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Number Dam Location / 

name of 

town/community 

Available GBV Referral Services  Contacts Stakeholder comments 

reporting GBV cases. The box is taken 

to Pemba by district officers for 

resolution 

9. Ndondi / Pemba - Ndondi Health Post 

- Pemba District Hospital 

- Police Victim Support Unit at Police 

Station in Pemba 

- Government Community 

Development  

- World Vision Pemba deals with gender 

issues 

- WB Jewel Project implemented 

through Community Development 

Lucky Musenda Kasaka 

District Social Welfare 

Officer/ community 

development, 0977318767 

- Cases at local clinic 

are not reported as 

GBV 

10. Ngolongozya / Zimba - Zimba District Clinic 

- Police Victim Support Unit at Police 

Station in Zimba town 

- Government Community 

Development deals with Gender 

matters in the District 

Komoyo Mukalebai, Acting 

Community Development 

Officer, 0966491325 

- GBV is prevalent, but 

most cases are 

hidden 

- reporting centres are 

far at the District 
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Annex 3: Grievance Register 

 

The grievance register will contain the following information: 

 

Type of Information Response 

Complaint/ Log number  

Reference document (s)  

Date complaint made  

Date complaint received by IDSP  

Method of Logging: Direct 

Communication; Suggestion Box; Toll-free 

Line;  

 

Complaint name (state if anonymous)  

Location in which complained action took 

place (district, village) 

 

Caller contacts for follow up  

Gender  

Age  

Parties against whom complaint is made 

(Unit/contractor/Agency etc) 

 

Nature of Complaint ["SEA/GBV"; "Timing 

of Payment"; "Amount of Payment"; 

"Inclusion or Issue regarding Project 

benefits" or create standard categories 

based on complaint type] 

 

Description of Complaint  

Nature of feedback (describe)[In case 

issue type is GBV/SEA immediate referral 

to the GBV referral system] 

 

Verification and investigation (describe)  
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Recommended action (describe)  

Timeline of Initial feedback (within 5 days) 

[investigate the claim within 5 working 

days, and share findings/feedback with 

relevant stakeholder] 

 

Status update (and justification if it is not 

expected to be resolved within the 

timeframe set out) 

 

Date Resolved  

Indicate if a spot check has been 

conducted (you can include then in the 

narrative reports spot checks for 

resolutions of x number of complaints have 

been conducted) 
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Annex 4: World Bank Incident Classification Guide 
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Annex 5: Incident Report Form 

 

Incident Report Form 

 

Please report any incident within 24 hours to the PIU  

 

Reporting Entity   

Subproject / Activity / Dam 

Site 

 

Report Date  

Reported By (Name and 

Title) 

 

 

 

i. Details of Incident 

 

Incident Date   

Incident Time   

Incident Place   

 

 

ii. Identification of Type of Incident and Immediate Cause 

 

1. Select the type of the incident from the list below. An incident can be classified 

at the same time as H&S/environmental/social. 
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Type of Incident: (and incident can cover more than one type): 

____________________________________________________ 

Type of Incident – 

Health & Safety 

Type of Incident – 

Social 

Type of Incident - 

Environmental 

Moving 

Machinery/vehicles  

at project site 

Dust, Fumes, Vapours 

that impact the 

population and/or 

environment 

 

Misuse of IDSP property 

Chemical/oil spill with 

impact on population 

and/or environment 

Powered Hand tools Noise Damage to cultural 

heritage 

Improper disposal of 

waste 

Hand Tools Temperature or heat Occurrence of 

infringement of labor 

rights 

Disasters  

(Earthquake, Flood, 

etc…) 

Animals or insects Overexertion Occurrence of 

infringement of human 

rights 

Water Pollution/ 

Sedimentation 

Fire or Explosion at 

project site 

Structural failure Strike, demonstration Damage to 

ecosystems (e.g. 

damage to 

flora/fauna) 

Trips & smaller falls Chemical/biological Other (please specify) Odor air Emissions 

Drowning Stress GBV/SEA/SH or child risks Dust, fumes, vapors, 

air pollution with 

impact on population 

and/or environment 

Borrow-pit 

Management 

Other (please 

specify) 

 Other (please specify) 
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2. For each type of incident, select the relevant descriptor(s) from the list. You can 

select up to 5 descriptors for each type of incident. If a descriptor is not listed 

below, please type in short descriptor in "Other". Add more rows as necessary. 

 

Incident Type  Descriptor 

1 

Descriptor 

2 

Descriptor 

3  

Descriptor 

4 

Descriptor 

5 

Other  

H&S       

Social        

Environment

al  

      

 

 

Provide a description of the immediate cause of the incident: 

 

 

iii. Description of the Incident 

 

Record all facts prior to and including the incident, if it was a planned activity, 

describe/list material, ecosystem and property damaged, etc: 

 

 

iv. Root Cause Analysis 

 

Select the root cause(s) of the incident from the list below. If ‘Other’, please specify: 

Root Cause  Yes  No  

Improper Planning   

Poor Maintenance   

Poor Supervision   

Poor Quality of Equipment   

No rules, standards, or 

procedures 

  

Lack of knowledge or skills   
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Improper motivation or 

attitude 

  

Failure to comply with rules   

Other   

 

 

Additional Questions: 

• Is the incident still ongoing or is it contained?  

• Is loss of life or severe harm involved?  

• What measures have been or are being implemented by the Implementer? 
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Annex 6: Stakeholder Engagement Undertaken 

Number Dam Area Date Team Dam Users Government Stakeholders 

1. Chibalashi  9 July 

2020 

Pilila Chongo 

(UNOPS) 

63 Community 

Members 

 

10 members of a 

women’s group  

 

- Acting District Commissioner 

- District Administration Officer 

- Social Welfare: ASWO  

- Community Development: ACDO 

- Forestry: ODFO 

- Agriculture: DACO 

- Fisheries and Livestock: Acting DFO 

2. Chikowa 9 July 

2020 

Titus Chilongo 

(UNOPS) 

William Kamanga 

(UNOPS) 

Dominic Njue 

(UNOPS) 

Aquilina Mwandiko 

(UNOPS) 

Mercy Muka (IDSP) 

20 Community 

Members 

- Mambwe District Council: Deputy Director of Works 

- Mambwe Agriculture Department 

- Mambwe Water Affairs Department 

- Traditional leaders (Induna) 
- Area Councilor 

- Dam Management Committee: Camp Officer 

3. Kanyika 18 July 

2020 

Titus Chilongi 

(UNOPS) 

William Kamanga 

(UNOPS) 

Mercy Muka (IDSP) 

21 Community 

Members 

- Kanyika District Council – Water & Sanitation 

Coordinator/Acting Director of Works 

- Kanyika Agriculture Department (Technical Officer – 

Irrigation) 

- Kanyika Water Affairs Department (Water & Sanitation 

Officer) 

- Traditional Leader – Induna 

- Dam Management Committee 
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Number Dam Area Date Team Dam Users Government Stakeholders 

4. Katembul

a 

1. July 

2020 

Titus Chilongo 

(UNOPS) 

William Kamanga 

(UNOPS) 

Mercy Muka (IDSP) 

21 Community 

Members 

- Lufwanya District Council – Water & Sanitation Officer 

- Lufwanyama Agriculture Department 

- Lufwanyama Water Affairs Department 

- Technical Officer In charge of Irrigation – Ministry of 

Agriculture  

- Traditional Leaders Committee Members 

- Dam Management Committee 

5. Kawiko 15 July 

2020 

Titus Chilongo 

(UNOPS) 

William Kamanga 

(UNOPS) 

Mercy Muka (IDSP) 

21 Community 

Members 

- Mwinilunga District Council – Water & Sanitation 

Coordinator 

- Mwinilunga Agriculture Department 

- Mwinilunga Water Affairs Department 

- Traditional Leaders Committee Members 

- The area councilor (Kawiko Ward) 

- Dam Management Committee 

6. Makaba 15July 

2020 

Pilila Chongo 

(UNOPS) 

23 Local 

Community 

Members 

 

- District Administration – District Commissioner  

- Social Welfare – DSWO 

- Forestry – DFO 

- Fisheries - DFO 

7. Nabowa 20 July 

2020 

Titus Chilongo 

(UNOPS) 

William Kamanga 

(UNOPS) 

Mercy Muka (IDSP) 

17 Community 

Members 

- Kaoma District Council – Senior Health Inspector 

- Kaoma District Council – Water & Sanitation Coordinator 

- Kaoma District Water Resources Development – District 

Water Development Officer 

- Kaoma District – Ministry of Agriculture – Senior Agriculture 

Officer 

- Kaoma District – Ministry of Agriculture – Irrigation Officer 
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Number Dam Area Date Team Dam Users Government Stakeholders 

- Kaoma District – Ministry of Agriculture – Mechanization 

Officer 

- Dam Management Committee 

8. Nachiban

ga 

15 July 

2020 
Pilila Chongo 

(UNOPS) 

15 Community 

Members 

 

 

- District Commissioner, District Administration Officer 

- Ministry of Agriculture – Technical Officer (ATO), DACO 

- Fisheries – Technical Officer 

- DWRD  

- Social Welfare – DSWO 

- Buildings – DWS 

- Labour – District Labor Officer 

9. Ndondi 15 July 

2020 

Pilila Chongo 

(UNOPS) 

15 Community 

Members 

 

- District Commissioner, District Administration Officer 

- Ministry of Agriculture – Technical Officer, ATO, DACO 

- Fisheries – Technical Officer 

- DWRD –  

- Social Welfare – DSWO 

- Buildings – DWS 

- Labour – District Labor Officer 

10 Ngolongo

zya 

15 July 

2020 

Pilila Chongo 

(UNOPS) 

23 Dam 

Committee 

members 

 

 

- Ministry of Agriculture – Agricultural Assistant 

- MLNR – DFO 

- Dept. of Commerce – DCDO 

- District Commissioner – DA 

- Community Development – Acting DO 



 

57 
 

Annex 7: Guidelines for Hotline Operators 
 

The Hotline Operator has to be familiar with the IDSP as a whole; with all implementers (including their key contact persons 

and contact details); the content of these GRM; and the GBV/SEA/SH referral pathways and required responses for such 

cases. 

 

Furthermore, the Hotline Operators should understand that grievances relating to different risk levels may be treated 

differently; that GBV/SEA/SH cases have special procedures for redress and require a high level of sensitivity and 

confidentiality. Furthermore, Hotline Operators should be familiar with the incident reporting system above. A dedicated 

training will be provided initially to the Hotline Operators by IDSP.  
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Receive calls promptly; avoid 
keeping callers waiting 
unnecessarily 

Be pleasant when receiving 
calls and make callers feel that 
you are happy to be of service 
to them 

Greet callers when you receive 
calls, introduce yourself and 
indicate that they have reached 
the call-centre number which 
deals with grievances and 
complaints within the IDSP  

Request to know how you can 
be of help to them 

Inform the caller that they 
may identify themselves BUT 
that they can also choose not to  

 
R
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Inform the claimant that (a) 
everything he or she says will be 
treated with utmost 
confidentiality and that (b) the 
information will be used strictly 
for the purpose of resolving any 
grievance or complaint reported 

Inform the claimant that you are 
recording what he or she will say 
and that he or she should TRY 
and speak slowly and clearly to 
facilitate this 

While recording: 

(a) listen very keenly and make 
the claimant feel that you are 
concentrating on them and not 
dividing your attention 
(b) ask the caller/claimant to 

repeat anything you do not hear 
well 
(c) ask the caller to explain 

anything you do not understand 
or clarify anything that is not 
clear 
(d) avoid expressing any opinion 

which may suggest that they are 
not speaking the truth 
(e) ensure that what you record 

is substantively as stated or as 
close as possible to what the 
claimant states  

 

R
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n
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n
  

 

 

 

Ensure that you  record all the necessary 
information 
Where the claimant indicates that he or 
she needs to refer to something or 
somebody, give him or her reasonable time 
to do so 
Where the claimant indicates that he or 
she is thinking about something or trying 
to remember something, give him or her 
reasonable time to do so 
Where a claimant indicates that he or she 
do not have the information but can get it 
later, arrange for this after the session 
Record all the necessary personal 
information that the claimant agrees to 
give, but ensure that you get information 
that can facilitate a request for more 
information or feedback 
Personal: 

(a) Name and ID number (both 
optional), contacts (telephone number, 
post office box number, e-mail address, 
geographical location) 
(b) Whether the claimant wishes that his 

or her identity is kept confidential 
(c) Activity 

(e) Most appropriate feedback mechanism 
Grievance: 

Nature of grievance: get as full a 
description as possible 
Parties involved 
Place/location, date and time of 

occurrence 
Whether a one-off or recurring 

occurence 
Consequences and any suggested actions 
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Annex 8: Guidelines for empathetic, non-judgmental listening to a survivor when 

recording a complaint 

 
Call Answering Protocol for GBV/SEA/SH Cases 

1.  Answer call according to standard script 

2.  Ensure confidentiality 

3.  Collect intake information 

4.  Provide emotional and psychological support 

5.  Detect if there is immediate danger for the survivor 

6.  Explain informed consent, obtain if survivor agrees  

7.  Provide contacts for referral services and assistance to access then where 

required 

 

Guidelines for empathetic, non-judgmental listening to a survivor when recording a 

complaint 

 

➢ Listen, inquire, validate enhance safety and support 

➢ Be patient and give compassionate responses to the caller, particularly 

because the caller is likely to be upset and in distress 

➢ Responses should be dealt with in a calm way  

➢ Do not make judgements or ask inappropriate questions 

➢ Be sensitive to cues survivors may give 
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Annex 9: Informed Consent Process 

 

Informed Consent Process 

1.  Tell a survivor what is going to happen to him/her.  

 

2.  Explain to him/her the benefits and risks of an intervention (investigation) 

 

3.  Explain that s/he has the right to decline or refuse any part of an intervention 

 

4.  Explain that pressure will not be exerted in any form.  

 

5.  Explain that if the survivor does not want to be interviewed about the event or 

does not agree to any further investigations, this will NOT affect access to health 

and other services and does not preclude participation in future proceedings 

related to legal justice.  

 

6.  Inform the survivor that there is no mandatory reporting in the setting. 

 

7.  Inform the survivor that information about him/her will be discussed in the team.  

 

8.  Inform that the de-identified data for program information purposes  

9.  Emphasize the security of client information 

10.  Ensure that the survivor understands what you have told him/her.  
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Annex 10: GBV/SEA/SH Case Registration Form 

 

GBV/SEA/SH Case Registration Form  

Administrative Information 

1.  Grievance ID  

2.  Code of Survivor (Employ a coding system 

to ensure that client names are not easily 

connected with case information) 

 

3.  Date of grievance registration  

4.  Date of Incident  

5.  Reported by survivor or an escort of the 

survivor, in the presence of the survivor 

 

6.  Reported by someone other than the 

survivor without survivor present 

 

Survivor Information 

7.  Gender / age  

8.  Location / Residence  

9.  Current civil/marital status  

10.  Occupation  

11.  Is the survivor a person with mental or 

physical disabilities? 

 

12.  Is the survivor an unaccompanied or 

separated child? 

 

13.  Was the perpetrator related to the project?  

14.  Has Informed consent been provided? 

yes/no? 

 

 Has the case been reported elsewhere 

(including police / lawyer/health 

services/psychosocial counseling, other)? 

 

Sub-Section for Child Survivor 

 If the survivor is a child (less than 18 years), 

does he or she live alone?  

 

 If the survivor lives with someone, what is the 

relation between her/him and the 

caretaker? (parent/guardian; elative; 

spouse; other) 

 

 What is the caretaker’s current marital 

status? 

 

Details of the Incident (in survivor’s words) 

 Details of the incident  
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 Incident location and time  

 Were money, goods, benefits and/or 

services exchanged in relation to the 

incident? 

 

Alleged Perpetrator Information 

 Number of alleged perpetrators  

 Sex of alleged perpetrators  

 Age group of alleged perpetrator(s)   

 Indicate relationship between 

perpetrator(s) and survivor 

 

 Main occupation of the alleged 

perpetrator(s) 

 

 Employer of the alleged perpetrator(s)  

Planned Actions / Actions Taken 

 Was the survivor referred by anyone?  

 Was the survivor referred to a safe house / 

shelter? 

 

 Which services does the survivor wish to be 

referred to? 

- Psychosocial services 

- Legal services 

- Police 

- Health services 

- Livelihood program 

 

 What actions were taken to ensure the 

survivor’s safety? 

 

 Describe the emotional state of the client 

at the beginning of the report 

 

 Other relevant information  

 

 
 


