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Housekeeping 
 

Emergency exit location/s 

 
Bathrooms 

 
Please put your phones on silent mode 

 
Take important calls outside 

 
Keep laptops closed in sessions 
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Overview of the 
Good Practice Note 

 
Designing the Project Grievance Mechanism 

 
 

Establishing the Project Grievance Mechanism 
 

 
Operating the Project Grievance Mechanism 

 

 
Monitoring, Evaluation, Learning and Improvement 

HOW TO MAKE YOUR GRIEVANCE MECHANISM WORK? 



  

Who the Good Practice Note is for: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

THE 
BORROWER/CLIENT 

 
I have primary 
responsibility for the 
project, overseeing both 
its management and 
the implementation of its 
processes. 

THE 
CONSULTANT 

 
I advise the borrower on 
the project and assist in 
managing processes, such 
as designing and building 
capacity for the GM. 

THE 
CONTRACTOR 

I carry out construction 
work and lead the 
resolution of construction-
related grievances. 

EXTERNAL 
THIRD PARTIES 

I help the borrower and 
affected persons resolve 
issues related to the 
project. 
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O F F I C E  O F S A F E G U A R D S 

 
MODULE 1: 

Introduction to 
Grievance Management 
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In this session, 
we will explore…. 

 
11. The “WHY” of grievance 

management 

22. Key terms 

33. National and existing 
systems for grievance 
management 
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80,000,000 



 

INTERNAL. This information is accessible to ADB Management and Staff. It may be shared outside ADB with appropriate permission. 

 

The Cost of 
Grievances 

 

 
Here, we look at three project 
examples that resulted in: 

1. Escalation in project costs 

2. International scrutiny 

3. Litigation and delays 

S 
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Cost Escalations: Sri Lanka 

 
Southern Transport Development Project (ADB Funded) 

 
ADB Accountability Mechanism complaint 

 
Communities raised concerns about losing homes, land, and 
livelihoods due to the expressway's construction. 

 
Costing the project over $80 million linked to grievance related 
delays and subsequent design modifications. 

 
1. Land acquisition related legal disputes, compensation claims 
2. Construction cost due to the extended project timeline 
3. Rerouting the expressway in response to grievances 

Photo source: Maga 

S 
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International Scrutiny – Cambodia 
Railway Rehabilitation Project (ADB & AusAid) 

 
Complaint: compensation and resettlement of 
1,200 families. 

o Received international public criticism from 
civil society and media outlets 

o ADB’s Compliance Review Panel (CRP) 
undertook a formal investigation 

o Corrective actions, included a 4-million-dollar 
compensation fund to address the project's 
shortcomings. 

o The CRP found that the GM was inadequate, 
contributing to unresolved issues and 
dissatisfaction among affected communities 

S 
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Litigation over Community Grievances 
Guatemala - Chixoy Hydroelectric Dam Project (WB & IDB) 

 
 

Indigenous Maya Achi communities raised concerns about forced 
displacement, inadequate compensation, and human rights violations 
linked to the project’s construction. 

 
Resulted in international litigation, project delays, and 
reputational damage to the MDBs 

 
• Legal action filed by affected communities against the 

government and financing MDBs. 
 

• Delays in project implementation due to unresolved grievances 
and court proceedings. 

 

Image Source: Planta Hidroeléctrica Chixoy" by INDE • Compensation agreements reached decades later after 
prolonged legal battles. 
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Join at menti.com I use code 4415 8252 Mentimeter 

 
 
 
 
 

Instructions 
 

Goto 

www.menti.com 
Enter the code 

 

 

44158252 
Or use QR code 

 
 
 
 

http://www.menti.com/


  

Key Terms 
Concerns 

Questions, general requests, and 

 
 

Grievances 
Verbal or written complaints arising from 
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information requests that may not 
result in a specific negative impact. 
• Community proposal to improve 

project actions from their deeper 
knowledge of local conditions 

• Affected person requests 
clarification of their resettlement 
entitlements 

real or perceived specific negative impacts 
of a project. 
• People question land compensation 

rates 
• People claim livelihood impacts which 

have not been considered in earlier 
assessments 

• People complain about noise and 
vibration 

Grievances require redress if found 
eligible and should be documented in 
monitoring reports. 



  

Grievance Mechanism 
 
 
 

 
Key Terms 

A Grievance Mechanism is a system and 
procedure to effectively receive and facilitate 
the resolution of grievances or concerns 
within a specified timeframe. 

 
It functions as a communication and decision-
making tool that bridges the project 
implementing agency with project affected 
people and communities. 



  

Stakeholders Involved in the Grievance Processes 
 

 
 

 
Civil Society 

Organizations 

Government 
(relevant ministries, 

such as environment, 
transport, etc.) 

 
Other government 

organizations 
(housing agency, 

cadaster etc.) 
 
 
 
 
 

 

Affected 
people and 

communities 

Borrower/ 
Client 

 

 

Project Consultants 
(implementing livelihood 

restoration plans, 
monitoring resettlement 
processes, supervising 

construction etc.) 

 
 
 
 

Contractor 

Local 
authorities 
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Simple formula 
of the 
efficiency of 
the GRM 
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Now…over to 

module 2 
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MODULE 2 

Grievance Mechanism Design 



  

Where are we now? 
 
 
 
 
 

 
 
 
 
 

Introduction 

 
 

Establishing 
the Grievance 

Mechanism 

Grievance 
Mechanism 

Operation and 
Complaint 
Handling 

 
 
 
 
 

Wrap Up 
 
 
 
 

 

Grievance 
Mechanism 

Design 

Lunch 
Monitoring, 
Evaluation, 

Learning and 
Improvement 



  

Recommended Steps in Grievance Mechanism Design 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Assessing the 
project context 

Developing the 
proposed GM 

Meaningful 
consultation and 

finalization 

Documenting 
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STEP 1: 
Assessing the 
Project Context 

• Often the most frequently 
skipped aspect of GM design 

• Tendency for Copy-Paste 
driven by the timelines for 
safeguard documents 

• Involves collecting 
information and consulting 
with stakeholders 



  

Example from a Project Grievance Mechanism 
 
 
 

 

Affected 
Person 

 

 
Project-Level 

GRM 

Project-Level GRM 

Field / PIU level 
Responsible: PIU, CMSC, Contractor, CAPPC, Involve CLMC as required 

 
Zonal PIU level 
Responsible: Additional Chief Engineer (Zonal PIU), ASO, CMSC 

 
PMU level 
Responsible: APD (PIU), Project Officer (Social/Environment), PMCBC 

 
 

Maximum 
7 Days 

Maximum 
7 Days 

Maximum 
15 Days 

 

 

 

City Level Committee/Grievance Redress Committee 
 
 
 

APD = additional project director, ASO = assistant safeguards officer, CAPPC = community awareness and public participation c onsultant, 
CLC = city-level committee, CLMC = city-level monitoring committee, CMSC = construction management and supervision consultant, 
GRM = grievance redress mechanism, PIU = project implementation unit, PMCBC = project management and capacity-building consultant 
PMU = program management unit. 

Not addressed 

30 Days 



 

Example from 
a Contractor-
Level 
Grievance 
Mechanism 
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GM = grievance mechanism, IA = 
implementing agency, LGU = local 
government unit, PAP = project-affected 
person, SC = supervision consultant. 



  

GMs for Labor & SEAH 



  

GM Design: Processes and Procedures 
 

Process and procedures to be established: 
 

 

Channels for Submission of Concerns 
and Complaints 

Central Database or Grievance Log for 
Tracking and Management 

 
 

 

Procedure for Case Handling and 
Appeals 

 
Protocols for Confidentiality and 
Privacy 

 
Plan for Information Disclosure to 
Stakeholders about the GM 

Capacity Building Plan for Grievance 
Management Training 

 
Procedure for Monitoring the GM and 
Providing Monitoring Data for 
Reporting 



 

Channels for Submission of Concerns and Complaints 
 
 
 
 

 

Verbally 
 

 
In writing 

Mass media 
 
 

Digital platforms such 
as SMS, email, postal, 
telephone apps, and 
online reporting tools 



  

Human Resources GPN 
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Grievance Officer 
 
 

 
Field Staff 

Local Point 
of Contact 

 
 
 

Technical Expert 
 
 
 
 
 

 

Community 
Liaison Officer 

Project Management 
and other Departments 



 

Project Example: 
GM Framework and 
GRM Manual 
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Project Example: 
GM Manual 
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Designing a Grievance Mechanism 

My Checklist 



  

 
 

Activity: Design Walking 
Reflection 



 

Activity Instructions 

 Move around the room to review the 
flip charts 

 Under each flip chart 
Place a tick next to elements 

that are working well in your project. 
Place a cross where 

improvements are needed. 



 

 

 
COFFEE BREAK 
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MODULE 3 
Establishing the 

Grievance Mechanism 

 
Name 
Date 



 

Where are we now? 
 
 
 

 
 
 
 
 
 

Introduction 

Establishing 
the Grievance 

Mechanism 

 
Grievance 

Mechanism 
Operation and 

Complaint Handling 

 
 
 
 

 
Wrap Up 

 
 
 
 

 

Grievance 
Mechanism 

Design 

Lunch 
Monitoring, Evaluation, 

Learning and 
Improvement 



 

 
 

Activity: 
Town Hall Role Play 



 

Affected Mobile 
Vendors 

New Promenade 

Gulshan Bridge Rehabilitation Project 
 
 
 
 
 
 
 

 
NEW 

BNriedwge 
Bridge 

 
 
 
 

 

 
Affected Households 

 
 
 

RIVER 

O
ld

 B
rid

ge
 



  

Not addressed 

Gulshan Bridge Rehabilitation Project Grievance Mechanism 
 
 
 
 
 

 

Affected 
Person 

Project-Level GRM 

  

 
Maximum 
15 Days 

 
 

 
Grievance Redress Committee 

(District Commissioner, Contractor Rep, Project Director, Affected Household, 
Local Business Council Rep) 

Field / PIU level 
Responsible: PIU Social Safeguards Officer, Env Officer, Contractor 

Maximum 
15 Days 

30 Days 

PMO level 
Responsible: PMO Social Officer and Deputy Project Director 



  

Gulshan Bridge GM Chanels 
 
 
 
 
 
 
 
 
 
 
 
 

GM Officer at 
Project Site Office 

 
 

Postal Address 

Email 
 

 
Karachi Works and Services 
Office Phone Number 



 

Role Play 
Instructions 

 
 

 EA & IA 

 Construction Contractor 

 Project Affected People 

 Local Residents 

 District Commissioner 

 International NGO 

 Local Business Council 

 Mobile Vendors 

• Read the Project Description 
• Read your assigned acting script 
• Discuss your acting strategy with 

your acting group 
• Act your part at the town hall meeting 

announcing the new GM 



 

Recommended Steps in Establishing the Grievance Mechanism 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Legitimizing Communicating  Allocating 
Resources 

Training 



 

Step 1: Legitimizing the Grievance Mechanism 
 
 
 
 
 
 

 

Securing necessary 
permissions, approvals, 
and agreements. 

A GM without formal 
backing will lack 
authority and credibility. 

• Obtain needed permissions 
(decrees, public 
notifications, etc.) 

• Obtain signatures for MOUs 
• Obtain signatures for 

external partnership 
agreements 



 

Step 2: 
Communicating 
and Disclosing 
Information 
About the GM 

 

 
• What: Communicate and disclose 

the scope, boundaries, and 
procedures of the GM 

• Summarize information about the 
GM and develop relevant 
information materials 

• Who: PAPs and other stakeholders 



 

 -  

 

 

 ............... rw  

w � 

- �-- 
-
 

 
....... 

-l�s,��n -- 

D(llrlog,,I 

 
 
 
 

Mas mabilis na 
naming masasagot 

at matutugunan 
ang inyong mga 

tanong o hinaing 

 
 
 
 
 
 
 
 
 
 
 

Gri�vance 
Redress 
Mechanism 
E-System 

 

 
May karapatan ba sa tulong o ayuda ang 
isang non-property owner o hindi nagma-
may-ari ng lupa o bahay? 
Oo. lslriasaadsaAOBSocial PollcySalquards�)atJIU. 
Guldeh111!5focEnYiror,memalandSodalComidera1icln$ 
(2010)11ng·r,o-•nffpolky"parasalaha1r13apehado, 
.at Sila .ay l),r.ibil}'a"t 1<¥.apatan f\l t.urtnn&i .-., 1u1o<1t o 
'SO.lport,lkUf18tn.3p.11Un.-t)'iHlj:kwalipikado. 

 

Ano ang mangyayari sa mga mapapaalis 
na pamilya? 
P11rasaNon,Landowner 
Sa pallk.lpqtulungan k.nama ang lb.it-ibang Ii:@)' st.eke!" 
Apnc:IM (�§) ngbaMII UblLlngang Oep11nmfflt of 
Hl.lmati Stttle,'rl�s andUrl).)tl C>ev\Sc,pmt-nt o OHSl/0 
(clatlnt Hov5in.g and Urban Oew�opment CoodiMting 
CIIUIXdJ. 'io(:i.,I Hw�x �N'\iln�t ((l<p,Ofa(oQl'i (SH�(). 
f<l�ionat Housir1!1 Authority(NHA), H- Development 
MUtOIIIFoodiom.ask.llalablloogPAG-IBIGfuod)atna 
mga lol;ill n.t pnm.thal1111n M may nlllkllhilndangReloYtlon 
atA:esei,le�M.$1,tane:e,f18proy,!bo(dt�k.ung  
kw11IIQMdoikabl:I.Mli,BrllirT!fl$Uffi�unod: 
I ...   Jf.11..dhMIOl•mont•OP"y<>nU<�<Wbino,.,buQ"tl 

ffll!,"P,.,..-�?ilb.oh.,-mut.Uzol,rMTIO. 
l,l SOC�<lttfi(ll.l1'"C•l'"""l_,.(l)oW""P0'¢1f-4'1 

P,�1�p,l\oVTlllmtr.$wll1"!1�0"C�   
S11®r,,.,�N�P,"ng11,paatti.11"')'n.1 
.,,.�•h;ir,pao""""wa��-N�  
l'fl�SlrliJ'i:,rrhllil,M'ICAA 1l7tUDti.'lllffl,M.l)-
bnib&1n.1bl)o.!Oc.wnon1uJcignq . y.,,,,1akJlup, 0,1 

 

 
PAANO NAKASISIGURO NA ANG LAHAT 
NG MGA IS.YUNG MAY KINALAMAN SA 
PANGKAPALIGIRAN, KALUSUGAN, AT 
KALIGTASAN AT KARAHASAN BATAY SA 
KASARIAN AY MAISASAALANG-ALANG AT 
MATUTUGUNAN? 

 
Pa,gtugon sa mga lsyun,g Pang-
kapaligirian, Kalusugan at 

• Kaligtasan 
llng lllhllt "II lmporm11�n ukol sa PJ�kto M 

mayk,Mlam,,r,Hp,ns-li:ePfhg,ran,hlvsvpn.aikallp..iJJn   
ay naki'ls.Jad i.a Ef'Mronmental Impact Statemem (EIS) bil.ln:g 
pagsunodsaPhilippineEnllironmentallmp.xt!:>tiltement 
�)'fltml?El�).JQ��nts fo, fn.,,,o,'l�U1l tnd:»>x"1il 
Consideratiom,,.atllDSSafPguardflolicyStitlement.Kal.Jltip  
dn d�o anjl lw't lbang liakb.in11: rlil kallangan v'Mn na 
pr()yl!k.tobllangpagrugonsalb.J"tlh.lngkyt,osullr.llnlnn., 
muringkJffllr.aw�abMl@blnubuoangproy,eltto 
M,nsunod sa mp nakasaad u Env¥onmeLII CompH1111u: 
(lfl'1ino1, N lpinagbloob ng 0.fllllr\ffl�OI' Err.irttnmPnl 
ll"ldHatur,IIResourcHIDENRJp,irauproyekton_elto.  
hilar'lpn na ffl-'sigurado n,g OOTr n& angmg..i �n,l<oy.,,, 
svl,r.i,l'l,nvli:OIst ��li&"'tn. •a-vsvg�ftk..ilig�n� 
mi1YfOOfl3bramJ)iltangpr�fl!P<lglUXOJ\. 

 l'a\, Pagtugon s.a mga lsyung Ukol sa 

m• 
LOKAL NA 
PROSESONG 
PAGDINIG 0 
RESOLUSYON 
SA REKLAMO 

 
 
 
 
 

f � City Government of Santa Ros.a, Laguna 
"'  ld \:I 

PANOORIN I Katuwang ang Asian Development Bank. binuo ng Department of 
Transportation (DOTr) ang Electronic Grievance Redtess Mechanism (eGRM) para sa 
mga maaapektuhan ng North-South Commuter Railway (NSCR) project. 

Ang eGRM ay isang mekanismong magpapada1i at magpapalinaw ng koordinasyon 
sa pagitan ng mga apek.tadong mamamayan at ng DOTr. Sa pamamagitan nito, ang 
mga hinaing na ipinapasa ukol sa NSCR project gamlt ang online form o text 
message ay awtomatilcof"g matpapasok sa ... See mo,e 

0 mag-send ng text sa 

0922-1101060 
Gamitin ang format na ito: 

Pangalan/Address/Katanungan 

Nowhin�LL 
1.z�11er,1;.if.cilily-porio:1o11m&,1p,1mly«Jltwd 

�l,;i>do)j)ifjo:lollfOCilloJ;t(II\Ouj,fll,"""ll"ltl,v,,t"'!IO., 
-1n11p,,paut.o...,.�- ...""�IIMS 
tla-lblln.ibaylld<lrUU. 

l.self.rtlocai1lon�na.1:oa,�n1wkir1:P¥ilW 
m&a�Lldon&�pipi1iin,w�r�oca,1t,w� 
M1,1b.ly.,_u.,..i..,g.......,,. ...... wg1tup,nas�ns 
��n ................................. w.m"W'}"-�l•"""'lf>K 
t'll�rti�ow��u,r,p�....,.  
 .......................................................................... wan 
-i�PO'ft'llltl'lt<\l.,.._�n 

P;ir;iHLilndown�r 
.:.ugr,ayo,g.f$.na--.ilr.g\con:n,ttff'fl"lbJIIS:YM".ang  
prib,donjpag·il¥ill'fhlndid.ilp,:lim.,k,,.,hap,1r"Jm.a&.Jmilllj 
J)Vblil:on,ng�..-.gm.,q1;ir1,1np,B�aran/f,!1B,1'.-P 
;iyba�a,.ana�nsuoodwmg;,pr�ngRA.107S2al 
i>a ?ilfl3 batin. n., turnotulcay sa nmabing u�n. 

 
Ano ang gagawin sa mga kabuhayang 
maapektuhan ng proyekto? 
M�Uvtlil"l(i,o(1ReStor�ion,rw;11mprovemeni  
Pro,sr.-n(LRJP!an.&pr�os;,p.,lul:Jpagt�h.,.rig.v,na:,t»'I. 
lbari&KSA(l.i!,, 5.I-IFC, NH,i,}M5ilsak�sa mga summunod: 
.CashcomptftSllllon(incorn,elo-tS.transactloNIC051) 

==�MOOfflffi>CtionworJ3 
• s.ta.11.in1,. 
• �Klhl'wnent.,,sislanceaSF;asp,-lflrily) 

W  Karahasan Batay sa Kasarian 
M�lpine'Cvt�d n.-GHVGui�llnuk.t,,ng 
5ain�mi9)'rt10r1iib.nlb.lnjmek.anismcnatu· 

mutulcojlsamg.a,l<arah.Han&blltay�kasllr1bnp.arasaapek• 
li!W "11"�0,k;,bilan8 ll'lfl:� l.,;,HIkQ<l1'/nid.-J,,,..... 
Pmpley.ido,.i111bap;1.N.IM'id..Jddin$.iil�tumunlnglt0lwng 
puno ma1urug,..1r.anq mJa n.KlbinJk.ar1haun. ltoay 
ITl3)'pau.,baya1p,anisi!)a5,-on1"13mgakal:ulongnaahensya  
tt itluk�SY'On ri& prc,y,t1<10 kabl�1'1i'1..ing DOTr, blcal 11,1 
pamah.ll.l.l11i11kOntral\1ur 

 

 
CONTACT US 

8 ��:V��=�°!fi:!1=!:™'™itc: 
(ex:Ju,mOel.!I Cru;u'20Atl5 St., M.Kabebe,P1tmpangal 
,.,_.yb.liiulPOb3��rel,xa1:ion511e,namin?J 

8 nw.ivm�.p.ph 

A Bi'lit.lhlnang www.nnr.com.phlf11q 
pan1w mg.ii mad..llainil h!anunii:an 
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Local Help Desk�Unang Let.el ng 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

MGA IBA PANG ANTAS NG APELA 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 Share 

 

 
Grievance 

Binan City Human Settlements and Livelihood Office 
September 29 • 0 

 
 
 
 
 
 
 

Mga dapat asahan mula sa 
local Grievance Officer: 

 
TUlU"l'nl"IPAP u..,-wlqlmy  liS)',.,.. 

Pagtugon at Paglutas sa mga Problema at 
Reklamo ng PAP 

J(l�IJrin l)il�r>j"lOClll�...CtlltQrtnOfflct,"¥18fQOI 
helpdHk�isan8-Ytemlcoff"..:e"n.ibil"IWUoft:$k.awitlli  
ns oorr M na I.GU�ra dk11li.1i1ng mmigunan a,ng mg� 
klt.Jnllr,pn..!S)U.1M SUlir-ll�lng l'T'I.I)' kiMIOrNff 1-11 proyekto 
rwmg;af'IIP. 
An8HelJ,O,:sk;,yi:sfngl»ffl,)m$'&11n flgDQlRp.ira 
ilgL,faduhingiW13inyol'l,:fflllhl'\,lll'1l!0rtkl!mo1¥J 
n\JwiuSy,;,<'1¥1u lio!Qnw ff\l'Otlinlj P.,fWh(Ni.. 

 
Ano ang mga lsyu, katanungan, o reklamo 
na maaring idulog sa Help Desk? 
Mai¥ingldulog.-,..n-..imilng"lil)'••Oi1Lllllilnw: 

AT PAGDINIG SA REKLAMO 
0 SULIRANING DI AGARANG 
MALUTAS SA LEVEL 1 
(HELP OESKILOCAL GRIEVANCE OFFICER): 

Redress 
 
 

fjMlll"lo,1111;(. 

napun.anana: 
�rleYanceAtdon 
�QOMj,;.l.f} 

lyt.1em1�det.oly,,: rflOlw.,-on 

��!��Nr1nin :'!:'::!"In 
 C,:::a•,:�/::;n 

• Ep,!l,,l0r,sp,-Oytlaoupaa-a.1ringlu�w..than1t,Np1t1g  
ari•,man.. a1kJbutiay,instaiarN.11lf18proye,k.o,...ITl8a 
k..-amp,;,tM1gkom�p;yona1tu1on& 

• fpei<l.,;,,r,gp,O)'cl<1owk��"illR'IJV<io;la(f 
• Epeli.l0ng?f'O"ftkl05.Jlcilpalig,r.m 

 
lll'.iD1I em 

Mechanism 
North South Commuter Railway Project 

0922-110-1060 
Format: Panga!an /Address/ Katanungan 

nscr.grm@dotr.gov.ph 

https://nscr.com.ph/ 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Department of Transportation - Philippines -t.l 
SeptMtber 29 • (:!I 

Ang lugar mo ba ay maaapektuhan ng ginagawang North-South Commuter Railway (NSCR)? 
Mavroookab;mamoarern1ests kataouoaao bioaioo o sobestivoaoa oaisioara See more: 

 
 
 
 
 

 

.,"..,".,r.,.n...o,,,o..i.!on,n,.a•""I 
• 15.1.r.a,q.."',C.M<" 

�· .......... PAP 
<Nlap(:dl'rlli{U,SurWII' 
ffialk1¥\ftlft&",!1 
t'li�...... 

 

 
 

 
OO"ljr°Ki.tno,,, 
�•"P""8. 
-IJ'YO"'fflUl.l:Wlw\!I 
i.ona1p,on1>1oOm�e 

 

,o o,.m,.,t,ep,,r•m�f\J 

• ,_.,.,.,..�PAPk,,Jr,gftM 
...,,.,,....,.,m.o1:1-,1.. 
p,aet:,o,o,-.�JIOflukol 
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Step 3: Allocating Budget and Human Resources 
 
 
 
 

 
Grievance Officer 

 

 
PMO Project Management 
(Social Specialist) 

 
 

 
Grievance Committee 

• Hired 
• Role and responsibilities defined 
• Trained 

 
• Informed of GM responsibilities 
• Role and authority defined 
• Trained 

 
• Appoint members 
• Assign responsibilities 
• Trained 



 

PDO Ill 
N2 Deputy Team Lead 
N2 capacity Building 
and Training 
N2 Legal, GESI Focal 
and RAP Team Focal 
N3-NCC 

PDQ I (Vacant) 
SC Monitoring and 
Evaluation Officer 
Accountability and 
Leaming 

• • .. 

PDO Ill 
SC Deputy Team Lead 
Safeguards Focal 
SC GESI Team Focal 
SC RAP Team Focal 

= 
 
 

GRM Team Lead 
�--NORTH TEAM--------.------- -----.------SOUTH TEAM-------- 

 
 
 

 
 
 
 
 
 

 
 

•• 
•
• 

 

H 
CONSULTANTS (CCR-CRM, 

ENVI, RAP, CESI) 

• 
• 
• 
• 

V 
 
 
 

 
CONTRACTOR’S 

SAFEGUARDS COMMITTEE 

•  
•  
•  
•  

•  
 
 
 
 
 
 

 
INTERNAL DOTR WORKSTREAMS 

EXTERNAL SHFC & STVC 

 
• • • 
• 

• 
 
 
 
 
 
 
 

AFFECTED 
LOCAL GOVERNMENT 

UNITS/PERSONS 

 
 
 

PDQ I (Vacant) 
SC GR Officer 
Document Controller 
SC Data and Admin 

 
PDQ II (Vacant) 
N2 Training and 
Mobilization 

PDO Ill 
N2/SC Data Manager 
Safeguards Focal 
N2 Environmental 
N2 Civil Worlcs Focal 
N3-NCC 

  

PDOI 
N2 Monitoring and 
Evaluation Officer 
N2 Data Officer 

 

PDQ Ill (Vacant) 
SC Capacity Building 
and Training 
SC Legal 
Environmental Focal 
Civil Works Focal 

 

  

 
PDO II (Vacant} 
SC Capacity building, 
Training and 
Mobilization 

 



 

Step 3: Allocating Budget and Human Resources 

Annual Budgeting 
 

Estimating costs for personnel, grievance 
processing, and outreach is essential. 

Example Budget Items: 

 Salaries for GM staff 

 Travel costs for grievance collection 

 Database development and maintenance 

 Printing and awareness materials 

 Contingency funds for legal or technical 
consultations 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 50% Staff Salaries and Admin 

 5% Contingency Funds 

 10% Expert Engagement and Legal Fees 

 15% Operational Costs 

 20% Training and Capacity Building 



 

Step 4: Training 
 
 

• All GM staff should be trained 
• What: the procedures, timing, and 

requirements for confidentiality and 
data protection 

• Training should complement staff 
TOR responsibilities 

• Integrate future capacity-building 
programs into the project schedule 

Photo Source: ADB 



 

NSCR-EX Project GRM Capacity Building and Training Initiatives 
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My Checklist 



 

 

 
Activity: 
Reprisals – Spot the Risk 



 

  

Reprisal Activity 
Handout: 
Spot the 

Risk 

Instructions 
 Read your short scenario 
 At your Table (10 Minutes), 

discuss: 
1. Is this a reprisal risk? 
2. What could the project 

team do immediately? 
3. What systems need 

strengthening? 



 

 
LUNCH 



 

 gement and Staff. It may be shared outside ADB with appropriate permission. 

ESS10 
Stakeholder Engagement 
and Information Disclosure 

 
 
 

O F F I C E O F S A F E G U A R D S 
 
 

 
MODULE 4 

Grievance Mechanism Operation 
and Complaint Handling 



 

Where are we now? 
 
 
 

 
 
 
 
 
 
 
 

Introduction 

 
 
 

 
Establishing the 

Grievance 
Mechanism 

Grievance 
Mechanism 

Operation and 
Complaint 
Handling 

 
 
 
 
 
 
 
 

Wrap Up 
 
 
 
 

 

Grievance 
Mechanism Design 

Lunch 
Monitoring, 

Evaluation, Learning 
and Improvement 

 
 
 
 
 
 



 

 

 
Activity: 
Soft Skills Role Play 



 

  

Soft Skills  
20 Minutes: 

Soft Skills 
Role Play 
Handout 

Role Play 
Instructions 

  Read your role play card 
  Select 2 actors at your 

table 
  2 Actors act out scenarios 

 
Tables will be chosen to act the 
scenario to the whole audience 



 

Capacity Building and Soft Skills 
 

Field staff must have the skills to practice: 
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Active listening 
 
 

Acknowledgement of 
complainants concerns 

 
Constant communication 
and follow up on the 
progress of the complaint 

Managing one's emotions 
and always maintaining 
respect 

 
Management of 
expectations about what 
you can and cannot do 



  

Recommended Steps in Operating a Grievance Mechanism 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Documenting 
and 

recordkeeping 

Time frame 
management 

Complaints 
handling 
process 

Capacity 
building 



  

Step 1: Documenting and Record Keeping 
 
 
 
 
 

 

All types of 
complaints, whether 
related to land 
compensation, 
worker grievances, 
or others should be 
recorded. 

• Set up a recording database and 
documentation system. 

• Register and log all grievances 
received. 

• Log and record all outcomes at 
every stage. 

• Document all letters, minutes of 
meetings, photos, field visits etc. 



 

 

Example GM Database in MS Excel 
 
 
 
 

 
 
 

Grievance 
Form No. 

 
 

 
Log Date 

Complaint Grievance Updated Status and Date of 
Implementation 

 
 

 
Remarks 

 
Na

m
e 

 
Ad

dr
es

s 

 
Ph

on
e 

 
Ca

te
go

ry
a 

 Si
gn

ifi
ca

nc
eb

 

 
De

sc
rip

tio
n 

 
Lo

ca
tio

n 

 In
ve

st
ig

at
io

n 

 
Re

so
lu

tio
n 

 
Co

m
pl

ai
nt

 
Fe

ed
ba

ck
 

 
St

at
us

c 

              

              

              

              

              

Note:  
a. Land acquisition-related grievance/construction-related complain/other 
b. Low significance/high significance for construction-related complaint 
c. Status could be unsolved, pending, resolved, closed, on-going 



 

 

GM Logbooks - Hardcopies 



 

 

Example Web-based GM Database 



  

Step 1: Documenting and Record Keeping 
 
 
 
 

Question: 
Should we log 
all concerns 
or feedback in 
the GM? 

Yes, all written concerns should be logged in the GM. 

Any concerns or feedback submitted in writing must be formally 

recorded to ensure transparency and accountability. 

What about verbal concerns? Verbal concerns should be documented 
in meeting minutes, monitoring reports, project staff reports. 

 
Are there any exceptions? Yes, such as minor concerns that are 
immediately resolved on-site. For example: A contractor's machinery 
blocking a household’s access to the footpath is immediately moved—
this would not require formal logging. 



 

 gement and Staff. It may be shared outside ADB with appropriate permission. 

Step 2: 
Time 
Frame Management 

 
• Each step in the GM is timebound. 

• Explain time frames to stakeholders. 

• Systematically record in the database 
and address within the specified time. 

• Check all channels to submit concerns 
and grievances are working. 



  

Step 3: Complaints Handling Process 

Ensure channels are working and effective 
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• Are people actually using the channels? 

• Are complaints being registered and tracked 
properly? 

• Are complainants receiving acknowledgment and 
updates? 

• Are channels accessible to vulnerable groups? 

• Are complaints being resolved within a 
reasonable timeframe? 



 

 

 
Project 
GM 
Website 
Example 



 

HOME ABOUT V MAP TRANSPARENCY V FAQ V HAVE A QUESTION/CONCERN? ENGLISH I FILIPINO Q Search t � Web t� 

 
 

Have Other Questions / Concerns? 
 

 
Project 
GM 

 
 
 
 
 
 
 

 
Please provide a description of your concern:* 

Enter your questions/ concerns llere.. 

Let us knowand we'll get back to you as soon as possible. 
Would you like to follow up on an existing grievance instead? Click here. 

Website Charncters remaining:150C Limited to 1500characters 
 
 

What is tile affected location's.address? Are you directly affected by this co11cern? * 
 

Affected Address I am directly affected  I am indirectly affected 
 
 

 
Please add your personal details below: 
Your name:* Your address:* 

 
Full Mme, e g. Juar. defa Cruz Full address, e.g. 1234 Arellar.o Street, Don Marcial Subd, San Jose Del Monte, Bulacan 

 
 

 
Your dateof birth:* Your e-mail:* Your phone nLimber:* Other contact details, if any: 

l Click to open a calendar 
 

E-mail address, e.g. iuan@delacruz.cor 
 

Phonenuml>er, e.g. 09123456789 
 

Alternate phone number... 

 
Gender:* 

 
-==Female 

 
 
 

PreferNot to Say 

 
 
 

Others 

(Optional) Do you have .a vulnerability? 

 
Person with Disability 

 
Senior Citizen 

 
 
 
lndtgenOLISPeople 

 

l 

 

r  Pregnant Woman 

Minor 

 
 

ENVIRONMENTAL 
AND SOCIAL 
FRAMEWORK 

Would you like to follow up on an existing 
grievance instead' Click here. 

 

D I'm not a robot 

 
 
 

 
raCAPTCHA 
Privac� - Icm'Ls 

 
Submit this Question/ Concern 

mailto:e.g.iuan@delacruz.cor


 

 

 
Project 
GM SMS 
Example 



 

 

Complaints Handling Process GPN 
Receive and Register 
• Responsible project staff receives and sorts complaints from the established channels and access points. If there is a physical complaints 

box, this needs to be checked regularly. 
• Template for a form for submitting a grievance can be used as a guideline for most projects and most types of grievances. If the complainant 

needs assistance, the project’s grievance officer (GO) can help complete the grievance form. You can use that for written concerns as well. 
• The GO logs the complaint into the project database. 
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Acknowledge 
• The GO acknowledges receipt of the complaint and explains the grievance process to the complainant, outlining the anticipated duration for 

progress through various stages. 
• A formal receipt is issued to the complainant in writing, usually within 3–5 working days. 
• In case of anonymous complaints, it could be an announcement through community/company bulletin boards and public meetings, stating 

that a complaint was submitted, and the project has started the process of review and investigation. 
• Standard acknowledgement letters are best, written in simple language understandable to the complainant. 

 
Screen and Assign 
• The content of the grievance is reviewed to determine whether the complainant has included all necessary information. 
• The GO assesses the complaint for eligibility and urgency, noted in the database. 
• If the grievance is deemed ineligible, the project will explain the reasons in a response letter. 
• If the grievance is eligible, it will be assigned or referred to the relevant responsible party. 

 

Investigate through Extensive Engagement 
• The complaint is investigated further, relevant people and agencies 

consulted, project documentation checked, and facts gathered. 
• A field visit is conducted as needed. 
• Possible solutions or alternatives are identified and discussed with 

project and other stakeholders, including responsible agencies. 
• To build trust and keep people informed, provide intermediate 

response, if case needs more time for consideration. 

 
 

• Seek technical advice if necessary. 
• All actions are registered in the database. 
• If the investigation takes longer than the average 

complaint resolution time, it is elevated to the 
project management. 



 

 

Communicate the Resolution 
• The proposed solutions are discussed with the complaining party or parties 
• A written response should be sent to the complainant outlining the proposed resolution of the complaint. 
• In case of anonymous complaints, it could be an announcement through community/company bulletin boards and public meetings. 
• GO updates the database with the outcome. 

 
 
 

Complainant is satisfied Complainant is not satisfied 

 
Implement the Resolution 
• Ensure access to budget and resources. 
• Update safeguards plans if needed. 
• Implement all agreed actions. 

 
 
 

Monitor 
• Monitor the implementation of the proposed actions. 

 

 
Close 
• A grievance is closed when a resolution satisfactory to all participants has been reached. 
• A project may close a grievance even when the complainant is not satisfied if the grievance is found to be fraudulent or opportunistic, or when 

a project’s GM has been exhausted, and the complainant remains unsatisfied. In these circumstances, the project must clearly substantiate 
the reasons for closing a case, provide well-documented evidence to support the decision, and demonstrate that the complainant has been 
duly informed at all stages and been given ample opportunity to provide additional information to support their case. 

 
Evaluate and improve based on lessons learned 
• Add a lesson learned out of the complaint resolution process in the grievance database and progress report: What worked well? What could 
have been done better? What are lessons for future complaint handling? 

Monitor 
• Monitor the progress of a complaint forwarded to the next stage and 

support the resolution. 

Appeals Process 
• If the solution is unacceptable to the complainant, propose they appeal the 

decision at the next level of the GM. 
• If non-acceptance of the resolution could potentially impact project policy 

compliance or implementation schedule, elevate to project management. 
• Consider the involvement of mediation. 
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Operating a Grievance Mechanism 

My Checklist 



 

 may be shared outside ADB with appropriate permission. 

 

 
COFFEE BREAK 



 

 
 
 

 
O F F I C E  O F  S A F E G U A R D S 

 
MODULE 5 

Monitoring, 
Evaluation, Learning 

and Improvement 



 

Where are we now? 
 
 
 
 
 
 
 
 
 

 
 
 

Introduction 

Establishing the 
Grievance 
Mechanism 

Grievance Mechanism 
Operation and Complaint 

Handling 

 
 
 

Wrap Up 
 
 
 
 

 

Grievance 
Mechanism Design 

Lunch 
Monitoring, 
Evaluation, 

Learning and 
Improvement 



 

Key Steps in Monitoring the Grievance Mechanism 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Monitoring Reporting Evaluation 
and 

Revision 

Learning 
and 

Improvement 



 

Step 1: Monitoring Methods 
 

 
Analysis of the grievance database 

 
 

Field visits and consultations with PAPs 
 

 
Consultations with relevant internal and external parties 



 

STEP 1: Monitoring - Methods 
 

Analysis of the grievance database 
 
 
 
 

 
 
 
 
 

Form No. 

 
 
 
 

Log Date 

 
Complaint 

 
Grievance Updated Status and Date of 

Implementation 
   

Na
m

e 

   
Ca

te
go

ry
a 

 Si
gn

ifi
ca

nc
eb 

 
De

sc
rip

tio
n 

 
Lo

ca
tio

n 

  
Re

so
lu

tio
n 

  
St

at
us

c 

802 27 Jan 2025 Mr Jonas Smith Construction High Zone 1 Zone 1 Resolved 
stage 1 

Resolved 

803 3 Feb 2025 Ms Amelia Fern Compensation Medium Zone 4 Zone 4 Sent to GM 
committee 

Pending 

904 6 Feb 2025 Ms An Shesha Environmental Low Zone 1 Zone 1 Resolved 
stage 1 

Resolved 

a. Land acquisition-related grievance/construction-related complain/other 
b. Low significance/high significance for construction-related complaint 
c. Status could be unsolved, pending, resolved, closed 



 

STEP 2: 
Reporting 

 
Monitoring 
results should be 
reported 
internally and 
externally 

 
Key reporting elements: 

 
• Number/types of grievances received 

• Issues resolved vs. pending 

• Recurring complaints and trends 

• Complaints escalated to higher levels 
(e.g., project management or MDB) 

• Lessons learnt and recommendations 



 

STEP 2: 
Reporting 

 
Internal vs. ADB Reporting 

 
 

Internal Reporting 

Used for day-to-day project management, 
tracking grievances for quick resolution. 

ADB Reporting 

Required in semi-annual Environmental & 
Social Monitoring Reports (ESMRs) to 
track grievance trends, resolution status, 
and systemic issues. 



 

STEP 2: Reporting 



 

,.&' 

I® 

GRIEVANCE RECEIVED PER CATEGORY FOR NSCR-EK PROJECT 
 

f  Land Acquisition - 886 

 

f  Relocation and Resettlement - 968 

Not within Project Scope 
2.8% 

 

 
Land Acquisition 

25.6% 

 

 

�  Environmental Related - 53 
 

 
Technical Concerns - 82 

'<:::.e. 

 
General Queries 

37.9% 

 
 

qO Gender-Based Violence - 25 

 

'l..t- 
Staff Related - 32 

 

3& General Queries - 1310 
 
 

�  Not within the project scope - 97 

 
GBV 0.7°0 

Environmental Concerns 1.5% 
Technical Concerns 

2.4% 

 

 
Relocation and Resettlement 

28% 

 
 

Grievance category data from year 2019 - present 
TOTAL NO: 3,458 



 

STEP 3: 
Evaluation and 
Revision 

 
• Review how well the GM 

works based on 
transparency, 
inclusiveness, accessibility, 
and responsiveness; and 

• Recommend any 
necessary improvements. 

GPN 
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Inclusive. Are vulnerable 
groups able to access the GM? 

 
Accessible. Helps overcome 
physical, financial, geographical, 
technical, or social constraints in 
terms of access. 

 
Responsive. Are timeframes for 
grievance resolution being met? 

 
Visible. Are people aware of the GM 
and know how to file a complaint? 



 

STEP 4: 
Learning and 
Improvement 

 
 
 

• Identify issues and trends to be 
elevated to management. 

• After closure of every complaint, 
reflect on the lessons learned and 
recommend actions. 

• Summarize lessons and actions in 
progress reports and elevate to 
management. 
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Monitoring, Evaluation, Learning, 
and Improvement 

My Checklist 



 

 

 
ACTIVITY: 
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ACTIVITY 
Monitoring, 
Learning and 
Improvement 

 
Tool Review 

• Table 1- Review GPN Tool on pp. 58 

• Table 2- Review GPN Tool on pp 63 

GPN 
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• Table 3 - Review GPN Case handling Process 
pp.17/18 

• Table 4 - Vulnerable Disadvantaged pp. 43 

• Table 5– Submitting and Grievance pp49 

• Table 6 – Confidentiality and anonymity pp 53 
& 56 

Groups review tool against their projects and 
prepare 3 key points on flip charts 



 

End of Module 5.. 



 

 
 
 
 

 
O F F I C E O F S A F E G U A R D S 

 
Wrap-Up 



 

Our Learning Journey Today 
 
 
 
 
 
 
 
 
 

Introduction 

Establishing the 
Grievance 
Mechanism 

Grievance Mechanism 
Operation and 

Complaint Handling 
 

Wrap-Up 
 
 
 

 

Grievance 
Mechanism 

Design 

Lunch Monitoring, 
Evaluation, Learning 

and Improvement 



 

 
 
 
 

Recap of Key 
Takeaways 

• More Accessible. Designed to 
be user-friendly and available at 
the local level. 

 
• Faster Resolution. Project-level 

GMs focus on addressing 
complaints quickly avoiding 
delays and increased costs. 

 
• Flexibility. A project GM should 

be tailored to the specific risks 
and stakeholder of the project. 



 

Recap of Key Takeaways 
 
 
 
 
 
 
 
 

 

One size does not fit all. 
Don’t copy paste during 
GM design. 

 
Don’t skip consultation. 

 
Ensuring dedicated personnel 
and sufficient budget. 

A dedicated database is 
essential for managing 
timeframes, screening, 
and resolving 
complaints. 

Monitoring is critical. 



 

 
Design - Walking Reflection – Report Back 

 
• Report back on your reflections from 

the design walk through in the morning 

• Reflect on what actions action steps 
you will take to improve GM in your 
respective project. (5 mins) 

• Write down your 3 action steps. 

• Plenary sharing 



 

Manage Grievance with Confidence! 

• 4 clear steps to guide you 
• 22 ready to use tool and checklists to support you 
• Design smarter mechanisms and handle complaints efficiently 

 
Get Your Copy 



 

Resources   
 
ADB, Managing Grievances 
Good Practice Note, 2025 

 
 
 

ADB, Environmental and 
Social Framework, 2024 

 
 
 
 
 
 
 
 

 
ADB, Safeguard Policy 
Statement, 2009 

http://dx.doi.org/10.22617/TIM250269-2
http://dx.doi.org/10.22617/TIM250269-2
https://dx.doi.org/10.22617/SPR240632-2
https://dx.doi.org/10.22617/SPR240632-2
https://www.adb.org/sites/default/files/institutional-document/32056/safeguard-policy-statement-june2009.pdf
https://www.adb.org/sites/default/files/institutional-document/32056/safeguard-policy-statement-june2009.pdf


 

 
 
 

Remember: 
A Complaint is a Gift 

 
 
 
 
 
 
 
 
 
 
 

 
ENVIRONMENTAL 
AND SOCIAL 
FRAMEWORK 
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