
Letter/ phone call to grievant 

acknowledging receipt within 48 hours**

Analysis, investigation, consultation and 

developing a resolution 

Rejected: letter with rationale for 

response to grievant issued within 3 

to 14 days** (dependent on priority 

level)

Grievant resubmits form within 30 

days** with response to comments 

substantiating grievance Responses not accepted,

grievance rejected, 

case closed (justification is included 

in records)

Accepted: Feedback sought from grievant 

on proposed resolution and Contractor 

CLO will obtain guidance from relevant 

parties to develop a well-informed 

proposal for resolution

Actions are delegated to relevant teams 

and steps and actions are undertaken 

to resolve grievance

Grievant satisfied and signs Part 8 of 

Grievance Report Form 

acknowledging resolution

Grievance closed and grievant signs 

Part 9 of Grievance Report Form

Rejected: Case is put forward 

before Steering Committee or 

third party facilitation

Case is reopened based on  new 

evidence validating the grievance

Grievance Submission Form is filled in

Grievance raised directly by grievant 

Grievance raised via village 

representative/ Prefet to Contractor 

within 24 hours** of receipt

Categorisation of grievance as

Low/ Medium/ Critical priority

If evidence demonstrates 

grievance is unfounded, 

rejection letter is issued

Resolution is agreed between 

both parties

Monitor resolution/ outcome of 

grievance, as necessary

Grievance accepted/ rejected by 

Contractor

Grievant provides feedback on resolution 

to grievance

within 5 days**

Accepted: grievant co-signs with 

Contractor/ GSEZ on Grievance Report 

Form

Grievant not satisfied 

Contractor CLO will fill in a Grievance 

Report Form to log in Grievance Log 

within 24 hours** of receipt of Grievance 

Submission Form

Contractor CLO will inform grievant of 

proposed resolution within 3 to 14 

days** indicating next steps and actions 

for resolution (depending on priority level)

Grievant accepts/ rejects the proposed 

resolution to grievance

Contractor/ GSEZ engage with 

Steering Committee or third 

party within 48 hours** 

Contractor/ GSEZ presents 

proposed resolution to grievant 

within 5 days** 

Resolution cannot be reached 

between both parties, grievant 

can pursue to litigation

Grievant may issue appeal 

within 30 days**

Grievance mechanism process

** Days values are subject to change as per busniess need
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