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1.0 INTRODUCTION  

1.1 Project Background  
The West Africa Food System Resilience Program (FSRP) is a five year, regional, 60 million USD World Bank 
funded project with the goal of increasing preparedness against food insecurity and improving the 
resilience of food systems in Sierra Leone and West Africa as a whole. This project is aligned with 
Sustainable Development Goals (SDGs), the World Bank Group (WBG) Country partnership Framework for 
Sierra Leone and Mid-Term National Development Plan for Sierra Leone.  
 
The project will directly benefit 182,000 farmers with impact on 365,200 household members, of which 
at least 45 percent (164,340) will be women, 40 percent (146,080) youth, and 5 percent (18,260) 
vulnerable groups, including people with disabilities. Direct beneficiaries will also include processors, 
transporters, traders, and other agricultural (M)SMEs/agribusinesses engaged in the targeted value chains 
(rice, cassava, and livestock) who will benefit from capacity building (including training, business advisory 
services, and matching grants where applicable).  
 
The FSRP will be implemented in all districts of Sierra Leone and focused on the three priority value chains: 
rice, cassava, and livestock. These value chains were selected because of their potential for regional food 
and nutrition security, and the natural comparative advantage that Sierra Leone has in developing and 
promoting them.  
 
Project Components 

The FSRP is organized around five components. These include:  

Component 1: Digital Advisory Services for Agriculture and Food Crisis Prevention & Management: This 
component aims at strengthening climate resilience of the agriculture sector and enabling effective 
management and prevention of food crisis through the development and provision of demand driven 
data, information, and advisory services, and strengthening evidence-based decision making in managing 
food security. This component will be implemented through two broad sub-components that include: 1) 
Upgrading Regional Food Crisis Prevention and Monitoring Systems and 2) Strengthening Digital 
Hydromet and Agro-Advisory Services for Farmers.    

 
Component 2: Sustainability and Adaptive Capacity of the Food System’s Productive Base: The objective 
of this component is to enhance the resilience of the food system’s productive base in ways that enable 
small and medium producers (especially women and youth) to sustainably meet their nutritional needs 
and raise income levels from the sale of surpluses in local and regional markets. This will be achieved 
through two mutually supporting subcomponents: 1) Consolidating Regional Agriculture Innovation 
Systems and 2) Strengthening Regional Food Security through ILM.  
  
Component 3: Regional Market Integration & Trade: The objective of this component is to facilitate trade 
of agricultural goods and inputs within and across national borders in West Africa. This component will be 
implemented through the following two sub-components:1) Facilitating Trade Across Key Corridors and 
Consolidate Food Reserve System; 2) Supporting the Development of Strategic and Regional Value Chains. 
 
Components 4 are 5 represent emergency contingency response and effective project management 
respectively.  
 
Given the scope of Food Systems Resilience Project in terms of its spread (nationwide), type of 
interventions (development and emergency focus) and number of value chains (rice, cassava, and 
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livestock), there are related risks that might affect project implementation that should be mitigated 
against. Amongst the several safeguard instruments that should be developed is the development of a 
Grievance Redress Mechanism that considers Gender Based Violence Sexual Exploitation and Abuse 
/Sexual Harassment). This document provides a framework to be used by the Project Implementing team 
and stakeholders in addressing all related grievances from stakeholders.  
 

1.2 Background to the Grievance Redress Mechanism (GRM)  
A Grievance Redress Mechanism (GRM) is an instrument through which dispute resolution is sought and 

provided in a transparent, credible, and predictable manner. It involves the provision of a platform for 

the receipt and timely processing of complaints from individuals or groups negatively affected by activities 

of a particular project to reach a resolution that is fair, lasting, and acceptable by all parties. The 

management of grievances is therefore an important element of stakeholder management and an 

important aspect of risk management for the FSRP 2. This Manual provides a step-by-step guide The role 

of GRM is also very important in strengthening good governance in administrations in public, private and 

project management sectors, and improving their effectiveness, inclusiveness, accountability to citizens, 

and quality of services delivered.  

World Bank and best practices require that projects’ have GRM system in place that would promptly 

address concerns using a transparent process that is culturally and socially appropriate and readily 

accessible to all segments of affected communities. Project level GRM, that deals with project specific 

concerns are to be provided to affected communities at no cost to communities, without retribution / 

payback / revenge and that will not impede access to judicial and administrative remedies, especially 

complaints / cases / concerns relating to sexual exploitation and abuse.  

For the FSRP 2, a fully functional three-tier GRM system is required, starting from the provincial level that 

would feed into the GRM system at MAFS. This would ensure that implementing agencies (IAs) have GRM 

systems at their implementation sites that would provide the space for complaints to be submitted and 

addressed in a timely and satisfactory manner. These processes can also build trust and peaceful co-

existence within affected communities which enhances sustainable development. 

It is on the strength of the above exigencies and the fact that the implementation space will involve varied 

stakeholders with diverse interests and expectations likely to precipitate concerns and grievances that 

this GRM is developed as integral component of the FSRP 2.  

This GRM manual is presented in main sections. These include: 1) Background to the FSRP2, 2) Goal and 

Objectives of GRM, 3) Key Terms used, 4) Principles, 5) Expected grievances/complaints, 6) End 

Users/Stakeholders, and their roles 7) Implementation Arrangement for the GRM). 

1.3 Goal and Objectives of the Grievance Redress Mechanism  

The goal of this Project GRM is to provide an effective platform to address grievances, complaints, 

concerns of stakeholders and provide an effective and necessary feedback mechanism for the purpose of 

enhancing effective project implementation and delivery of intended results to target groups and 

beneficiaries. 
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The main objectives of the grievance redress mechanism to be implemented by FSRP2 coordination unit 

are as follows: 

• implement grievance management procedures that are easy to comprehend, culturally appropriate, 

and readily available, acceptable, and accessible to all PAPs. 

• address complaints/grievances promptly and effectively, in a transparent manner resulting in the 

outcomes that are seen as fair, effective, and lasting. 

• build trust anchored on transparency and accountability as an integral component of the project 

implementation and community relations activities. 

• provide effective monitoring and reporting of grievances using modern means of communication 

and information technology. 

2.0 KEY TERMS OF THE GRM  

An Affected Person (AP) is a person that is adversely affected temporarily or permanently as a result of 

sub-project implementations or works underFSRP2.  

A Grievance Redress Mechanism is a formal, legal or non-legal (or ‘judicial/non-judicial’) complaint 

process or system that can be used by individuals, workers, communities and/or civil society organizations 

that are being negatively affected by certain projects or ‘accountability’ mechanisms.  

A Complaint is a statement (verbal or written) expressing a displeasure that an impact or effect arising 

from a project is unsatisfactory or unacceptable to the complainant. In nature, it is a concern about a 

minor impact or effect that is short term, low in risk, often temporary, that typically does not require a 

rigorous investigation but does requires a specific response to remove or remediate the unsatisfactory or 

unacceptable impact or effect. Unresolved complaints may become grievances if not dealt with 

appropriately and timely.  

A Grievance is a statement about an action, impact or effect arising from a project that adversely affects 

the environment, rights, health and/or well-being of an affected person or people to the extent that it 

may form legitimate grounds for compensation, legal action or a change to the sub-project in order to 

resolve the grievance.  

A Resolution means that a complaint related to this Project has been investigated and a decision reached, 

or action taken by the appropriate official and feedback provided to the complainant.  It also means that 

a non-related Project issue has been referred to the relevant institution to be handled and the 

complainant informed.  
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3.0 GUIDING PRINCIPLES 

 The underlisted principles will guide the effective operationalization of this GRM.  

a) Accessibility: The GRM should be available, and accessible to everyone like project staff, and 

all stakeholders at any time including the most vulnerable and confirmed by them during 

consultations as safe and accessible. 

b)  It will recognize potential language, literacy, awareness, cost or fear of reprisal, barriers and 

strives to address them.  

c) Fairness: All the procedures with the spectrum of the GRM should be widely perceived as 

unbiased with regards to access to information and meaningful public participation. It will be 

consistent with agreed procedures and avoid favouritism towards grievance resolution 

outcomes. 

d) Transparency and accountability: The entire GRM process should be done in public interest. 

e) Clarity of structure: The GRM should have a standard design that clearly explains its 
operations and the roles and responsibilities assigned to its different functionaries 
responsible for handling different aspects of the grievance resolution process.  

f) Rights compatibility: The outcomes of the mechanism should be consistent with international 
and national standards. It should also not restrict access to other redress mechanisms.  

g) Predictability: The GRM should be time-bound at each stage and have specified time frames 
for the responses and should offer a clear consistency of the system’s processes, procedures 
and clarity on the types of result it can produce.  

h) Right to appeal: Complainants will be given explanations on outcomes and have the right to 
appeal against the decision made on their grievances.  

i) Capability: For an effective GRM, the system shall be supported with the necessary financial, 
technical, and human resources.   

j) Confidentiality: The project GRM will protect complainants’ identity; and accept anonymous 
grievances from complainants who may want to stay unidentified.  

k) Feedback: It should serve to channel citizens’ feedback, to improve project outcomes for the 
people.  

4.0 EXPECTED COMPLAINTS/GRIEVANCES 

The different types of grievances envisaged surface at different stages (design and planning; 

implementation/operation and other activities of the FSRP 2 project include the following. 

¶ Grievances/complaints on perceived lack or inadequate information on the project context and 
implementation updates. 

¶ Grievances on perceived non or inadequate involvement of stakeholders, partners and 
beneficiaries, especially persons with disabilities and other vulnerable populations in project 
decisions and implementation. 

¶ Complaints surrounding the operations of Participating Financial Institutions that will be involved 
in disbursement of cash for work and transfers to vulnerable households. 

¶ Complaints/grievances arising from occasional misunderstanding on the roles and responsibilities 
of some project stakeholders. 
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¶ Complaints resulting from the identification and selection of sites for project activities in 
communities which may be related to potential cases of bias, inadequate community participation 
and lack of consensus.  

¶ Unauthorized entry into sites of cultural or historical significance including cemeteries, secret 
society shrines and ancestral grooves. 

¶ Grievances/complaints about unfair distribution of project benefits among beneficiaries. 
¶ Complaints emanating from potential cases of certain communities/cooperatives perceiving bias 

in the distribution of farm inputs and implements.  
¶ Complaints/grievances bordering on real or perceived non or delayed response by the project to 

communities and individuals affected by emergencies during the project implementation period.  
¶ Complaints bordering on the quality and quantity of food provided under the school feeding 

support to the basic education sector. 
¶ Grievances regarding environmental issues such as pollution and degradation due to physical 

work under the project. 
¶ Encroachment of project activities on other community land uses and livelihoods. 
¶ Grievance/complaints related to project resources (financial, material and human) management 

(misapplication, misuse, diversion, and short-changes/allocations). 
¶ Complaints/grievances related to perceived maleficence, fraud and corruption in recruitment, 

procurement, and general contract administration. 
¶ Concerns related to delays and, or non-payment of remunerations of project staff and service 

providers. 
¶ Issues on unsafe working environment, unfair wage payment and general staff welfare. 
¶ Issues pertinent to the quality of consultancy services, supplies, and engineering works delivered 

to project stakeholders, partners, and beneficiaries. 
¶ Gender-Based Violence, sexual exploitation and abuse and sexual harassment issues - by FSRP2 

staff, GBV Focal points, and service providers. 

¶ Solicitation of financial and material favour in return for project benefits by project staff, 

implementing partners (MDAs) and service providers. 

¶ Use of harmful gender norms and stereotypes offensive jokes, slurs, name-calling, physical 

assaults or threats, intimidation, ridicule, insults, offensive conduct by project staff, MDAs, and 

service providers against each other. 

¶ Non-respect and or promotion of children’s rights, discrimination against persons with disabilities, 
the youth, women and the vulnerable. 

5.0 END USERS/STAKEHOLDERS AND THEIR ROLES IN THE GRM  
While the GRM is open for use by the public, there exist identified key end-users and stakeholders that 
the project anticipates will interact or use this GRM frequently. These users exist across the three levels 
of the project implementation - national, district and community. The GRM for the FSRP-2 will be available 
for use by all project stakeholders including those directly and indirectly impacted, positively or negatively, 
allowing them to submit questions, concerns/complaints, comments, suggestions and obtain resolution 
or feedback. Below is the list of persons the project’s GRM will be targeting, presented based on the 
different levels of users: 
 

National Level:  
¶ Ministry of Agriculture and Food Security which provides institutional host for oversight, 

management and accountability of the project including the GRM.  

¶ Ministry of Finance which will be associated with the transmission of project resources for 
activity implementation as well as participate in the GR activities through nominated Focal 
Person;  
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¶ The World Bank and other Development Partners who are interested in the effective, 
transparent, and accountable application of project resources, and will provide guidelines as 
well as monitor the GRM. 

¶ PIU that has the responsibility of effectively coordinating the technical implementation, 
monitoring, evaluation, and reporting on the project including the implementation of the GRM. 

¶ Project staff and service providers who will be providing their services and other resources for the 
implementation of the project including on GRM actions. 

¶ SLARI which is responsible for providing expertise for capacity building, research, and inputs in 
support of project delivery and participating in GR activities through nominated Focal Person. 

¶ NaCSA will be associated with GR sessions and disburse funds to vulnerable households under the 
project support. 

¶ National Federation of Farmers in Sierra Leone which is the umbrella body for promoting the 
interest and development of farmers’ associations and will support national level GR activities.  

¶ Environment Protection Agency which will provide guidance and quality assurance on 
environmental issues and support the determination of environment-related complaints. 

¶ Ministry of Gender which provides policy and programmatic guidance to promote gender, and 
child rights issues under the project as well as support psychosocial services to be provided to 
survivors of GBV/SEA/SH. 

¶ Ministry of Basic Education and School management authorities who may be interested in 
ensuring the success of the School Feeding Program and participate in addressing grievances at 
all levels. 

¶ Sierra Leone Met Agency which will provide data on weather conditions and support agricultural 
research. 

¶ Ministry of Lands and Country Planning whose interest is in the effective land use in consonance 
with land use policies and plans in the country. 

¶ Sierra Leone Local Content Agency to promote the development of SMEs and link them to 
markets.   

¶ Ministry of Lands and Country Planning which will provide policy guidelines on the effective access 
and use of land as well as participating in the resolution of land related complaints.  

¶ Ministry of Trade and Industry will provide policy support for accessing regional markets, 
developing SMEs development and to provide insight during GR sessions. 

¶ Office of National Security and National Disaster Management Authority which may be 
collaborating with the project addressing possible emergencies that may be triggered during 
project implementation.  

¶ National Water Resources Management Agency which has the regulatory mandate for the use of 
water resources for diverse livelihoods, will be member of the national level GRC and help address 
water resource related complaints. 
 

District Level 
¶ District Councils which are responsible for the overall local development at the district level will 

provide institutional receptacle for project activities including on GRM structures and complaints 
redress. 

¶ The print and electronic media houses which will be covering or monitoring project 
implementation processes, and to which some aggrieved persons may possibly report their 
grievances or complaints will serve as third party monitors in the GRM. 

¶ Private Sector Consultants, Suppliers and Contractors whose businesses and incomes will be 
promoted through their participation in the project and may have complaints for attention. 
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¶ Civil Society Organisations/Non-Governmental and Community-Based Organisations which will be 
associated with, or be interested in various aspects of the project delivery including on monitoring 
and reporting on the effectiveness of the GRM;  
 

 

Community Level 
¶ Service providers, community structure or GBV focal point to be channels for receiving 

GBV/SEA/SH complaints. 

¶ Caterers and food stuff suppliers who may be participate in the provision of food and other 
condiments in support of the School Feeding Program and collaborate in addressing complaints 
related to their services. 

¶ Local Authorities whose mandate as decentralized community level development actors will 
enjoin them to be interested in the project success. They will support the Community GRCs in 
solving local level complaints. 

¶ Landowners/users whose lands may be required for project activities and may submit complaints 
for redress.  

¶ Chiefs and their representatives who are the custodians of lands, culture, people and community 
spirits, and will be key stakeholders in the project manifestation including conflict prevention and 
mediation at the community level. 

¶ Community members including women, youth, men, children, elderly persons, persons with 
disabilities who will directly or indirectly benefit from or be affected by project activities. These 
will benefit from sensitisation and education outreaches as well as fair determination of 
grievances when they raise concerns under the GRM.   

¶ Members of vulnerable households as well as labourers who will be targeted with cash transfers 
for sustenance or work done, They will be beneficiaries of the lofty context of the GRM.  

 

 

6.0 LANGUAGE, FORMAT, SCOPE AND ADMISSIBILITY OF A 

COMPLAINT/GRIEVANCE 
 

Complaints/grievances may be filed in English or any Sierra Leonean language using seven different 

channels. These channels include: 1) dedicated email, 2) dedicated telephone number, 3) WhatsApp 

number, 4) letter or verbal (in-person), 5) by post through PIU postal address, 6) any project 

implementation outlet, and 7) complaints boxes at strategic locations. Additionally, all of the 

correspondence on the GRM will be in English, particularly for complaints received in English. However, 

for complaints received in Krio and other Sierra Leonean languages, correspondents with the complainant 

will be made in the language understood by the complainant. This mechanism considers literacy levels of 

complainant and ensures complete inclusivity.  A complainant can file a complaint/grievance in any 

preferred format provided the required information on the complainant’s identity or his/her/their 

representatives if any, is elaborated. Given the sensitivities around certain complaints, complainants that 

wish to remain anonymous will also be accommodated with such complainants assigned pseudo- names 

or code numbers and information on their sex and age. Their complaints will thus be forwarded to relevant 

service providers for investigated and appropriate action. The complaint may also be filed using a designed 

GRM complaint form (see Annex 1b).  
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Additionally, as subject matter, the complaint/grievance must allege actual or potential harm resulting 

from the FSRP 2; state the adverse effect(s) allegedly caused or likely to be caused by the Project; support 

the compliant with available evidence such as documentation and correspondence where possible, 

propose how to address the complaint. The submission of supporting documents at the time of filing is 

not binding. That is, it is not a condition for filing a complaint. Additional evidence is only applicable at the 

time of investigation. Complaints bordering on project procurement, fraud and or corruption may be 

submitted to the PIU by bidders or potential bidders (firms or individuals), and other complainants. Such 

procurement-related complaints/grievances will be processed according to relevant provisions of the 

World Bank procurement framework and not through the GRM. Similarly, complaints/grievances related 

to GBV/SEA/SH shall be immediately forwarded to the appropriate service providers for needed services 

such as health, psychosocial, safe homes/shelter, and legal action.  Complaints are also tenable if filed by 

individuals, groups of persons or communities while the project is running (not closed) and is explicit on 

alleged harm caused or likely to be caused by the complainant(s) submitting the complaint. 
 

7.0 IMPLEMENTATION OF THE GRM 

Effective implementation or roll out of the GRM across the project area will principally entail creating wide 

awareness and visibility on the system/mechanism; establishment of institutional structures assigned 

with roles and responsibilities for a spectrum of actions; building operational capacity of functionaries and 

stakeholders; taking steps to prevent/offset the incidence of complaints and grievances; and effective 

application of the GR procedure of receiving, assessing,  resolving, monitoring and reporting on 

received/expressed complaints and grievances. It will also involve creating the enabling environment for 

filing, addressing monitoring and reporting on complaints/grievances fairly, transparently, without 

retribution against complainants and respecting confidentiality and anonymity preferences (application 

of the redress procedure); prompt feedback on redress outcomes to stakeholders; and communication 

channels to provide timely reports and required information on the mechanism; and adequate provision 

of financial and other logistical support for activities within the GR system.  

7.1 Information Dissemination and Education Outreach 
 

The project will promote the existence, accessibility, and utilization of the GRM across all levels of the 

project through development of IEC materials including posters, brochures, voice messages and video 

clips on the project and the GR processes and disseminate among key project stakeholders including 

beneficiaries. The means of dissemination and education will include stakeholders’ meetings; community 

gatherings; mass sensitizations; radio and television discussions; postings on project website; and display 

of posters at strategic locations including premises of project implementers, Project implementation Unit, 

District Council, District level beneficiary agencies’ offices, Chiefs’ palaces, Community centres, Chiefdom 

and Ward administration offices as well as sub-project construction sites. Alongside the information on 

the GRM, of which sample grievance lodging forms will also be made available, information on the FSRP 

2 context and implementation modalities will also be shared with stakeholders. The dissemination of 

information coupled with stakeholders’ engagement will enhance awareness and visibility in general and 

the GRM in particular. It will also increase stakeholders’ understanding of the project activities; build trust, 

ownership, and support; and offset minor complaints and criticisms with potential of escalating into 

grievances. 
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7.2 Institutional Structures and Role Delineation 

To ensure the accessibility and functionality of the GM system at all levels, a three-tier Redress Structures 
will be established. This is because the project activities manifest at the national, district and community 
levels and complaints/grievances are bound to emanate and filter through these levels for resolution. 
Table 1 provides the roles and responsibilities of the various Committees. Principally, the committees will 
facilitate effective receipt, registration, evaluation, resolution and reporting on complaints/grievances 
resulting from the implementation of the project. The GR Committees are elaborated as follows:  

Sub-project/Community Level Grievance Committee: The committee (Tier 1) will be formed at the 
community level where there is actual manifestation of project activity(ies). This committee will be led by 
the FSRP 2 Focal Person to be appointed, and responsible for receiving, registering, acknowledging, and 
forwarding complaints to service providers. Other members of this Committee will include the Chief or 
his representative, the Mammy Queen or her representative, the youth leader, CBO representative, a 
representative of persons living with disability (PWD), a representative of the Police where there is a police 
station/post, the sub-project manager/supervisor (who will lead the Committee), the Councilor if he/she 
is resident in the community or the head of the community development committee (CDC). Already, at 
the community level, there is some traditional grievance redress mechanism built around traditional 
leaders which will be leveraged in constituting the Project GRM Committee for effective redress of project 
related grievances. Again, at the community level, most of the proposed personnel for the committee are 
available. In communities where some of the proposed membership may not be present, the GRM Team 
will appoint other capable community members to serve on the committee. 

¶ District level Grievance Committee: The committee (Tier 2) will be led by the District Agriculture 
Officer as Focal person, with the Chief Administrator, District Environmental and Social Protection 
Officer, Gender Desk Officer, District Medical Officer, Local Unit Commander, CSO representative, and 
a representative of the district judicial service office and other service providers as members. The 
District Focal Person will be responsible for receiving, registering, acknowledging, and forwarding 
complaints to service providers at the district level.  At the district level, because of the 
decentralization system, some of the proposed GR membership exist as officials of devolved MDAs 
but there is no existing GR system, therefore complainant/s resort to reporting to the police and the 
legal system as individual/s.  

¶ National/PIU level Grievance Committee: This national level Committee (Tier 3) to be formed by the 
Minister of Agriculture and Food Security (MAFS) will be headed by the Project Manager with 
operational/coordinating support provided by the Social Safeguards, Environmental and Gender 
Specialists. These specialists who constitute the Project’s Safeguards Team will be responsible for the 
receipt, registration, acknowledgement, and onward transmission of referred GBV/SEA-SH cases to 
service providers. For non-GBV/SEA-SH cases, the committee will try to resolve them, but will not 
restrain a complainant who is not satisfied with a decision to resort to legal means for redress. Other 
members will be drawn from a representative each from project Implementing Agencies (IAs) 
nominated as GRM Focal persons at the MDA agency level. The IAs include Ministries of Water 
Resources, Finance, Gender, Lands and Country Planning, Basic and Technical Education, Trade and 
Industry; National Water Resources Management Agency, NaCSA, SLARI, National Federation of 
Farmers in Sierra Leone, Environment Protection Agency, Sierra Leone Met Agency, Sierra Leone Local 
Content Agency, Legal Aid Board and Office of National Security and National Disaster Management 
Authority. 
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Table 1 Roles and Responsibilities of GR Committees 

Level  Agency Grievance Redress Role/Responsibility  

Tier 1 Community/Sub-Project 

Committee 
¶ Support sensitization, information, education, and 

communication programmers to promote the GRM 

at the local level.  

¶ Receive, investigate, resolve, and report on 

complaints/grievances that may be received by 

community/sub-project level complainants. 

¶ Refer grievances especially related to contract 

breaches, corruption, and fraud to PIU to be dealt 

with according to the World Bank procurement 

processes. 

¶ Receive and refer GBV/SEA/SH to appropriate 

service providers for redress; 

Tier 2 District Grievance Redress 

Committee 
¶ Support sensitization, information, education, and 

communication programs to promote the GRM.   

¶ Receive, investigate, and resolve grievances that 

may be referred to by community/sub-project level 

Committees or transmitted to it directly from local 

level complainants.  

¶ Refer grievances especially related to GBV/SEA/SH 

to appropriate service providers, or GBV focal point, 

or the national level for redress;  

Tier 3 

  

National Committee 

MAFS/PIU 
¶ Institutionalise the GRM within functional structures 

at the national, district and community/sub-project 

levels. 

¶ Provide operational guidelines to implement the 

GRM.  

¶ Provide required resources (financial, material and 

human) for implementation of the GRM. 

¶ Support the sensitisation, information, and 

education programs to promote the GRM. 

¶ Maintain updated central database on all grievances 

and their corresponding outcomes and share same 

with stakeholders.  

¶ Participation in GRM appeals process. 

¶ Refer grievances especially related to GBV/SEA/SH 

to appropriate service providers for redress when 

the survivor consents. 

¶ Monitoring grievance-handling processes by GRM 

Committees and Service providers. 

¶ Preparation and submission of Reports on the 

operation of the GRM to the World Bank; 
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7.3 Capacity Building Support 

For the implementation of the GRM to be effective, all operatives especially GR Committee members will 

be provided with adequate information on the project and trained in skills in effective communication, 

stakeholders and community engagement, community dynamics, negotiation, mediation, gender issues, 

GBV/SEA/SH and conflict resolution. In addition to trainings on GBV/SEA/SH, GBV focal points, especially 

women, will be included in the committees to be an entry point for these types of complaints. These 

trainings will enhance the competencies of Committee members in receiving, registering, investigating, 

monitoring, and reporting, which will be crucial in processing complaints/grievances for resolution. At the 

community level, the trainings will also target paramount chiefs, section chiefs, Mammy Queens, religious 

leaders, leaders of PWDs, youth leaders, chiefdom administrators and sub-project supervisors who will 

facilitate or participate in non-GBV/SEA-SH grievance resolutions at the sub-project levels. For the wider 

project beneficiaries, they will specifically be trained in the processes and use of the GRM process. The 

training modules will be developed and delivered by the PIU in collaboration with hired subject matter 

Specialists/Consultants.  

For GBV/SEA/SH complaints specifically, these will not be managed at the community level. Therefore, 

the capacity building training at the community level will describe mechanism for referral when it comes 

to GBV/SAE/SH complaints.  

7.4 Allocation of Resources for implementation of GRM: 
To implement the GRM, PIU will need to budget and allocate appropriate levels of financial 

resources from project funds to cover specific activities such as capacity building, awareness 

creation, publicity and education outreaches, stipends/allowances for GR committees, 

communication, stationery, transportation, administrative expenses, establishment of database 

system, consultancy services emoluments of achieve stated objectives, strategies, and deliverables. 

Human resource requirement will include project and MDAs staff assigned to the GR System, 

Consultants and functionaries of other service providers, and personnel of the various GR 

Committee at all levels. Systems that will also require financial and technical support to be put in 

place in support of the GRM include monitoring, evaluation and reporting, and GR database. 

7.5 Integration of COVID -19 Prevention Measures 

 
Though the threat of Covid-19 pandemic posed to the population in Sierra Leone has been minimized 

through various interventions initiated and implemented by the Government under the National Covid-

19 Country Strategy, the pandemic has not been declared as totally eliminated in the country. In 

implementing the GRM, the project will not rule out the possibility of re-emergence of covid-19 and will 

incorporate safeguard measures such as provision of facilities for hand-washing with soap and water, and 

hand sanitizers, as well as encourage stakeholders to maintain social distancing in all its engagements 

related to GRM activities.   
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7. 6 Publication and Reporting 
 

Extracts/information from central complaints/grievances register/database which will be maintained and 
operated by the Social Safeguards, Environmental and Gender Unit of the PIU will be used as source for 
analysis and production of monthly, quarterly, and annual reports on the GRM using designed format (see 
Annex 5). These reports will feed into the overall project reports to be submitted to the World Bank by 
the PIU. Besides, they will ease the timely provision of information on the nature, dimensions, and status 
of project related grievances to the public and stakeholders as and when required, as well as improve the 
GR system.  
 

7.7 Sustainability Measures 

As the project will certainly come to a close with cessation of World Bank funding, the project will put in 

place measures to promote institutionalization/mainstreaming of the GR system in beneficiary 

institutions including MDAs, District Councils, Chiefdom Councils and other community level structures. 

The measures will include advocacy, sustained communication with stakeholders, reflection fora, 

continuous engagements/meetings, refresher trainings and dissemination of achievements, challenges, 

best practices, and lessons learnt.  

7.8 Application of the GR Procedures 
For non-gender-based violence, sexual exploitation and abuse and sexual harassment complaints, the 

following will be the steps with timelines (see Table 3 and Figure 1 below) in application of the GR 

Mechanism:  

Step 1: Submission of Complaints/Grievances  
This could be done individually or by a group of people who believe they have been negatively affected 

by the project’s activities. The submission could be through dedicated email, telephone line, WhatsApp 

number, letter, or verbal (In-person), by post through PIU postal address or through any project 

implementation outlets and complaints boxes at strategic locations.  A complaint submission form will be 

provided for filing complaints (see Annex 1). The GRM ensures that complainants are protected in ways 

that ensure confidentiality and anonymity of complaints. The system will grant and maintain the 

confidentiality of personal or classified information. Generally, anonymous complaints will be deemed 

inadmissible. However, if an anonymous complaint contains specific information about Project-related 

issues, it will be forwarded to the GR committee for its information and follow-up where appropriate. 

Grievances can also be submitted through an authorized representative(s). The authorized representative 

must include his/her name and contact details and sign the complaint form. The representative must also 

provide written proof (such as a signed letter by the complainant(s)) of his/her/their authority to 

represent and act on behalf of the complainant(s) about the complaint. The GR Committee will 

communicate directly with the authorized representative, as necessary and appropriate, and will keep the 

representative and/or complainant(s) informed about the status of the complaint. Complainants may also 

submit the complaint on their behalf and appoint a contact person or person for all communications 

regarding the complaint. In all the above submissions, it is permissible for a complainant(s) to request 

confidentiality and anonymity which the GR system will grant. Throughout the GR processes, there will be 

no retribution against a complainant in any form.   
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Step 2 – Receive, Register and Acknowledge the Complaints/Grievances  
The GM system registers any grievances that come through verbally, filling up the GM form, by phone, 

project website or by an email in a grievance registration form or directly onto the digital GR database. 

An acknowledgement of the complaint(s) is sent to the complainant(s) with the next steps and when to 

expect feedback using a designed format (see Annex 3). All the registered grievances will have unique 

registration numbers, which will be shared with the complainants to make it easy to track the status and 

developments related to the grievance. Grievances can be registered anonymously by individuals or 

groups. Local project staff and Committee members including GBV/SEA/SH, E&S focal persons will be 

trained to handle subproject-related grievance methodically. All GBV/SEA/SH complaints will be recorded 

in specific files that consider confidentiality and will be kept in lockable cabinets with limited access to a 

few people. A tool used to register complaints is the complaint form. On this form, the identity, gender, 

and age of complainant, and whether they are Project-affected individual(s) and/or a community or 

representative will be recorded. Details of the person lodging the grievance and information regarding 

the grievance will be recorded in the complaints register (see Annex 3).  

Step 3 - Screen, Prioritise and Assign Responsibility  

Complaints /grievances received by the project through Focal Persons at all levels will be evaluated, 
categorised, and lodged in the complaints register as well as a central database according to their type, 
severity, and complexity. This task will be performed by the respective GR Focal persons at the various 
levels. The categorization and prioritization will provide indication as to the urgency to be attached to a 
complaint/grievance, the level at which the resolution will be sought as well as the expected timeframe 
for resolution and feedback. At this stage, the sorted/evaluated complaints will then be assigned to the 
appropriate institutional structures/committees -(sub-project/community, District and National) for 
resolution. The broad complaints/grievance categorization is indicated in Table 2 below:  

Table 2: Categorization of Complaints/Grievances 

Type/Rank Description Comment 

1 Complaints/Grievances bordering on GBV/SEA/SH  Undermines the integrity of the 
project 

2 Complaints/Grievances regarding general project 
contractual breaches and performance 

Threatens the continuity of the 
project 

3 Complaints/grievances concerning fraud and 
corruption  

Threatens the continuity of the 
project 

4 Complaints/Grievances bordering on financial 
management, procurement, recruitment, and 
contract administration processes. 

Threatens the continuity of the 
project 

5 Complaints/Grievances in respect of prevention 
or disruption of on-going project activity by 
community members or any other actors.  

Threatens the continuity of the 
project 

6 Complaints/Grievances relating to disruption of 
community livelihoods  

Threatens the continuity of the 
project 

7 Complaints against project vehicles causing harm 
to the lives and properties in communities 

Threatens the continuity of the 
project 



18 
 

 

 

Step 4 - Investigation, Response Design and Resolution Approach 

Having been assigned a complaint/grievance for redress, the Committee involved will conduct an initial 

background investigation of the complaint/grievance to determine its validity.  If satisfied that there is 

merit in the complaint/grievance, the responsible GR Committee will propose and detail out the options 

such as joint meetings with complainants, dialogue, constructive engagements, and mediation for 

resolving the complaint. The preferred option will then be communicated to the complainant and if 

agreed upon, used as resolution model for the complaint/grievance. The complainant(s) also has/have 

the option to suggest an approach of his/her/their convenience in terms of cost, safety, and reputation 

implications, which will be respected and applied. If the complaint/grievance is determined to be of no 

merit, such a result is promptly communicated to the complainant and recorded.  

For GBV/SEA/SH complaints, a small committee of five persons will be set up that includes three 
women to conduct administrative investigations to determine whether the perpetrator is related to 

the project and propose administrative sanctions in accordance with the project's code of conduct. 

The SEA/SH GRM sensitive procedures will be operationalized by a GBV specialist or a GBV NGO, 
according to the project level of risk evaluated as substantial. 

Step 5 - Operationalise the Agreed Resolution Approach 

Once an approach is agreed upon, the assigned GR Committee, led by the Focal Person, will expeditiously 

undertake the necessary engagements within agreed timeframe until an outcome (satisfactory or 

unsatisfactory) is arrived at and pronounced to all parties involved as feedback. The resolution 

8 Complaints/Grievances bordering on financial 
management, procurement, recruitment, and 
contract administration processes. 

Threatens the continuity of the 
project 

9 Complaints/Grievances on violation of Children, 
women’s rights and, discrimination against 
special needs groups or persons  

Undermines the integrity of the 
project 

10 Complaints/Grievances concerning 
environmental and health impacts (noise, dust) 

Threatens the continuity of the 
project 

11 Complaints/Grievance raised by the contractors, 
consultants, and suppliers on their contractual 
issues 

Slows down project 
implementation 

12 Complaints/Grievances related to delay or non-
remittance of remunerations to project staff, 
assigns or service providers. 

Slows down project 
implementation 

13 Complaints/Grievances on community, family, 
and individual lands 

Delays project implementation 

14 Complaints/Grievances on stakeholders’ 
involvement in, and roles on the project 

Undermines the integrity of the 
project 

15 Any doubts on project context (scope, targets, 
information, etc.). 

Undermines the integrity of the 
project 
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engagements will be fair and transparent, affording all parties or their representatives to be heard and 

emerging issues clarified to them. However, if the engagements fail to yield positive results and the 

complainant(s) is/are of the view that the complaint/grievance has not been addressed fairly and 

satisfactorily, he/she/they will be afforded the right to appeal. The complainant(s) can then escalate the 

complaint/grievance to the next higher level of the Grievance Redress hierarchy or structure up to the 

national level until an amicable resolution is attained, or otherwise, as a last resort, a judicial process is 

resorted to. If the complainant(s) decide to appeal, the GR Committee handling the resolution process 

shall not prevent or hinder such complainant(s) in any way. The appropriate GR Committee will then wait 

for the verdict of the judicial system, record same in its grievance database and provide feedback to all 

parties involved. The disclosure of outcomes to the complainant will be done using the agreed format (see 

Annex 4). 

Step 6 - Implement, Monitor, and Report on Agreed Resolution Actions:  

Upon arrival of an outcome following the operationalization of the chosen resolution approach, the 
Project Management will ensure the steady implementation of actions agreed upon. Focal Persons within 
the respective GR Committees that dealt with the complaints/grievances will be responsible for tracking 
/monitoring and reporting on progress and achievements of the specific actions in the grievance 
resolution outcome. They will also be responsible for documenting and sharing lessons leant and best 
practices for future use. 

Step 7- Grievance Closure 
A complaint or grievance will be deemed satisfactorily resolved and closed when there is an agreement 

between the Grievance Redress Committee and the complainant(s) or his/her/their representatives as 

well as the person(s) or agency(ies) against whom the complaints/grievance/s were brought, that the 

proposal for redress has been fairly and successfully implemented, the issues addressed and the outcome 

acceptable by all parties. In this case the complainant(s) will be required to sign a statement confirming 

that the complaint has been resolved satisfactorily. The Focal Person of the Committee that handled the 

issues will then record the outcome in the grievance database, provide feedback to all parties involved 

and report to the project.  

8.0 GRIEVANCE MECHANISM FOR GENDER-BASED VIOLENCE/SEXUAL 

EXPLOITATION AND ABUSE, AND SEXUAL HARASSMENT (GBV/SEA/ SH)  

In consonance with the World Bank’s Good Practices Note on addressing sexual exploitation, abuse, and 

harassment base on the project GBV/SEA/SH risk level, a GRM will pay particular attention to related 

issues and deal with them expeditiously. The project must identify safe, confidential, and accessible entry 

points through which vulnerable groups, including survivors of GBV, will feel safe and comfortable to 

report (e.g., an anonymous complaint box, complaint form, telephone, service provider, community 

structure or GBV focal point, etc.). A complaint intake form must be completed by the appropriate actor 

after obtaining the survivor's written consent to proceed with the complaint If the complainant has not 

yet been referred to services, the intake actor should confirm whether the survivor wishes to receive 

support and, if so, obtain the survivor's consent to be referred to appropriate care and connect the 

survivor with available local providers or arrange for remote support, if necessary. At a minimum, medical, 

psychosocial, and legal services should be made available, along with other services if possible (e.g., 

socioeconomic, security, and legal). Referrals to GBV services should be offered immediately after the 
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complaint is filed and regardless of whether the victim wishes to use the grievance mechanism. A code of 

conduct will be developed, disseminated, and enforced relative to operations of project staff, GRCs, 

contractors, suppliers, consultants, and other service providers at all levels of the project. This will also be 

an integral part of the general sensitization, education, and communication programs of the project.  

GBV/SEA/SH complaints management procedures will be implemented by a GBV consultant, or an NGO 

specialized in GBV according to the level of risk of the project. The health, legal and other psychosocial 

needs of victims/survivors will be provided by the project through identified service providers, (CSOs, 

Ministry of Gender, and other service providers) mapped with whom the project will sign a referral 

protocol.  In case of SEA/SH incidents, the WB should be informed of the case within 24 hours. The GM 

focal point should only share the nature of the case, the age and gender of the complainant (if known), 

whether there is a link to the project, and whether the survivor has been referred for services. No 

identifying information about the survivor or the alleged perpetrator may be shared with the PCU or 

World Bank focal points.  

Table 3: Grievance Resolution Actions and Timeframes (Non-GBV/SEA//SH) 

Step Action Resolution Timeframe 

1 Facilitate the Submission of Grievances Within 5 days 

2 Receive, Register and Acknowledge the Grievance:  Within 7 days 

3 Screening, Prioritization and Assignment Within 14 days 

4 Investigation, Response Design and Resolution 
Approach 

Within 10 days 

5 Operationalise the Agreed Resolution Approach Within 14 days  

6 Implement, Monitor, and Report on Agreed Resolution 
Action 

Within 1 month 

7 Initiate a grievance appeal process in the event of 
unsatisfactory resolution  at the first instance 

Within 1 month 

8 Grievance Closure Within 1 month 

9 Grievance taken to Court  Time frame will depend on 
when court gives a ruling 
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Registration of grievance with Grievance 

Redress Committee 

(e.g., Email, letter, phone, walk-ins)  
 

 
Treatment of Grievance  

(Investigations, site visits, meetings, 

resolution) 

   

Closure of grievance by 

committee 

losure 

Complainant/Grievance 

Committee reports case to PIU 

Formal Redress (Including 

referral, administrative and 

judicial resolution – courts) 
 

Closure of grievance by PIU 

 

Yes No 

No Yes 

Treatment of grievance 

(Including investigations, site 

visits, meetings, resolution)  

Is complainant satisfied with committee 

decision?   

Is complainant satisfied 

with PIU decision? 

No Yes 

Yes No 

Figure 1: Grievance Resolution Actions and Timeframes (Non-GBV/SEA//SH) 
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Annexes  
 

Annex 1. NON - GBV/SEA/SH Complaints Submission Form 
 

Reference No:  

Full Name:                                                                                    Age……….. …………..Sex…………….                  

Contact information and 

preferred method of 

communication  

Please mark how you wish 

to be contacted (mail, 

telephone, e-mail).  

By Post: Please provide postal address: 

__________________________________________________________________

__________________________________________________________________

____________________________________ 

By Telephone: __________________________________________ 

By E-mail ______________________________________________ 

Nature of Grievance or 

Complaint 

 

Description of grievance: What happened? Where did it happen? Who was involved? 

                                            What is the result of the problem? Source and duration of the problem?  

 

 

 

 

 

Date of incident/grievance  

 

 One time incident/grievance (date _______________)  

 Happened more than once (how many times? _____)  

 On-going (currently experiencing problem) 

Receiver  Name: 

__________________________________________________________________

__________ 

Signature  ______________________________________________ 

 

Date ______________________________________________ 
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Filer (Complainant) Name: 

__________________________________________________________________

__________ 

Signature  ______________________________________________ 

 

Date ______________________________________________ 

Relationship to Complainant (if different from Complainant): 

__________________________________________________________________

__________ 

  

Review/Resolution   Tier 1 (Community) Tier 2 (District) Level 3 (National/PIU)  

Date of Conciliation Session: 

____________________________________________________________________________ 

Was Filer/Complainant Present? Yes/ No  

Was field verification of complaint conducted? Yes/ No  

Findings of field investigation 

___________________________________________________________________________________________

___________________________________________________________________________________________

___________________________________________________________________________________________

___________________________________________________________________________________________

______________________________________ 

Summary of Conciliation Session Discussion 

 

___________________________________________________________________________________________

___________________________________________________________________________________________

___________________________________________________________________________________________
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___________________________________________________________________________________________

______________________________________ 

Issues 

___________________________________________________________________________________________

___________________________________________________________________________________________

___________________________________________________________________________________________

___________________________________________________________________________________________

_______________________________ 

Was agreement reached on the issues? (Yes, No) If agreement was reached, detail the agreement. 

___________________________________________________________________________________________

___________________________________________________________________________________________

_______________________________________________________ 

If agreement was not reached, specify the points of disagreement. 

___________________________________________________________________________________________

___________________________________________________________________________________________

_______________________________________________________ 

Signed (Conciliator): ___________________________________ Signed (Filer/Complainant): 

 

Signed: _________________________________________________ 

(Independent Observer e.g., Chief, Councillor/Opinion Leader) 

 

Date: _______________________________ 

 

Implementation of Agreement  

Date of implementation: __________________________________________ 

Feedback from Filer/Complainant: Satisfied /Not Satisfied  
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If satisfied, sign off & date_____________________________________________________ 

(Filer/Complainant) (Mediator) 

If not satisfied, recommendation/way forward 

___________________________________________________________________________________________

___________________________________________________________________________________________

__________________________________________________________________ 

(Signature & date of Filer/Complainant) ______________________________________________________ 

 

(Signature & date of Mediator) ____________________________________________________________ 

 

Annex 1a. GBV/SEA/SH Complaints Submission Form 

 

Reference No:  

Pseudo-Name/Code: ………………..                           Age………..          Sex…………….                  

Contact information and 

preferred method of 

communication  

Please mark how you wish 

to be contacted (mail, 

telephone, e-mail).  

By Post: Please provide postal address: 

____________________________________________________________

____________________________________________________________

________________________________________________ 

By Telephone: __________________________________________ 

By E-mail ______________________________________________ 

Nature of Grievance or 

Complaint 

 

Description of grievance: What happened? Where did it happen? Who was involved? 

                                            What is the result of the problem? Source and duration of the problem?  
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Date of 

incident/grievance  

 

 One time incident/grievance (date _______________)  

 Happened more than once (how many times? _____)  

 On-going (currently experiencing problem) 

Receiver  Name: 

____________________________________________________________

________________ 

Signature  ______________________________________________ 

 

Date ______________________________________________ 

Filer (Complainant) Name: 

____________________________________________________________

________________ 

Signature  ______________________________________________ 

 

Date ______________________________________________ 

Relationship to Complainant (if different from Complainant): 

____________________________________________________________

________________ 

  

Review/Resolution   Tier 1 (Community) Tier 2 (District) Level 3 (National/PIU)  

Date of Conciliation Session: 

____________________________________________________________________________ 

Was Filer/Complainant Present? Yes/ No  

Was field verification of complaint conducted? Yes/ No  

Findings of field investigation 

___________________________________________________________________________________

___________________________________________________________________________________
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___________________________________________________________________________________

___________________________________________________________________________________ 

Summary of Conciliation Session Discussion 

 

___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________ 

Issues 

___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________

_______________________________________________________________ 

Was agreement reached on the issues? (Yes, No) If agreement was reached, detail the agreement. 

___________________________________________________________________________________

___________________________________________________________________________________

_______________________________________________________________________ 

If agreement was not reached, specify the points of disagreement. 

___________________________________________________________________________________

___________________________________________________________________________________

_______________________________________________________________________ 

Signed (Conciliator): ___________________________________ Signed (Filer/Complainant): 
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Signed: _________________________________________________ 

(Independent Observer e.g. Chief, Councillor/Opinion Leader) 

 

Date: _______________________________ 

 

Implementation of Agreement  

Date of implementation: __________________________________________ 

Feedback from Filer/Complainant: Satisfied /Not Satisfied  

If satisfied, sign off & date_____________________________________________________ 

(Filer/Complainant) (Mediator) 

If not satisfied, recommendation/way forward 

___________________________________________________________________________________

___________________________________________________________________________________

__________________________________________________________________________________ 

(Signature & date of Filer/Complainant) 

______________________________________________________ 

 

(Signature & date of Mediator) 

____________________________________________________________ 

 

Annex 2: Grievance Registration Form  

Grievance case number:  

Location:  

Name of Complainant:  ………………………….Age……………………………Sex……………… 

Address:  

Date Received:  

FSRP 2 category/Type (i)  

 

Brief description of the grievance:  

Suggested action (by complainant) to address grievance:  
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Annex 3 Acknowledgement of Receipt Form  

Case number............................ 

Date of issuing complaint:..............................( date.............) Place of issuing complaint: 

Community/District/PIU......................... 

Details of complaint: 

Name... 

Address... 

Email address... 

Supporting documents submitted: 1.............................................................. 

2............................................................. 3............................................................ 

Summary of complaint:  

Name of person receiving complaint 

Signature of person receiving complaint ..............................................................................  

country....................  

Age: ................................................. Gender... 

Phone number...  

.................................................................................... 

 

Annex 4 Disclosure Form  

Community/District/PIU............................................................ Result of Grievance Redress  

1. Complaint number:  
2. Name of complaint:  
3. Date of complain:  
4. Summary of the complaint:  

Country.......................  

5. Summary of resolution: 
........................................................................................................................................................ 
........................................................................................................................................................ 
........................................................................................................................................................  

6. Tier of redress  ………………………………………………………………………………………………. 
7. Date of grievance redress................................  
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Name of complainant................................................................... 

Signature of the complaint, indicating acceptance of the result to his/her grievance: Name of grievance 

handling person.................................................................................... Signature of grievance handling 

officer Date................................................................................  

(Note: copy to be sent to the complainant)  

Annex 5: Reporting Format for Grievance Redress 
Community 

project & Name 

of Complainant 

Type of Grievance Grievance Resolution 

 

   

 

O
th

er
 

D
at

e 
o

f 

co
m

p
la

in
t 

D
at

e 
re

ce
iv

ed
  

P
en

d
in

g 
 

C
as

e 
re

fe
rr

ed
 

to
 t

h
e 

p
o

lic
e 

, 

P
IU

,t
h

e 
C

o
u

rt
 

Community Project 1 

Complainant A          

Complainant B          

Complainant C          

Community Project 2 

Complainant D          

Complainant E          

TOTAL          

 



31 
 

ANNEX 6:  Code of Conduct 
We are the Contractor, [enter name of Contractor]. We have signed a contract with [enter name of 

Employer] for [enter description of the Works]. These Works will be carried out at [enter the Site and other 

locations where the Works will be carried out]. Our contract requires us to implement measures to address 

environmental and social risks related to the Works, including the risks of sexual exploitation and abuse 

and gender-based violence. 

 This Code of Conduct is part of our measures to deal with environmental and social risks related to the 

Works. It applies to all our staff, laborers and other employees at the Works Site or other places where 

the Works are being carried out. It also applies to the personnel of each subcontractor and any other 

personnel assisting us in the execution of the Works. All such persons are referred to as “Contractor’s 

Personnel” and are subject to this Code of Conduct. 

 This Code of Conduct identifies the behavior that we require from all Contractor’s Personnel. Our 

workplace is an environment where unsafe, offensive, abusive or violent behavior will not be tolerated 

and where all persons should feel comfortable raising issues or concerns without fear of retaliation.  

REQUIRED CONDUCT  

Contractor’s Personnel shall:  

1. carry out his/her duties competently and diligently; 

 2. comply with this Code of Conduct and all applicable laws, regulations and other requirements, including 

requirements to protect the health, safety and well-being of other Contractor’s Personnel and any other 

person;  

3. maintain a safe working environment including by:  

a. ensuring that workplaces, machinery, equipment and processes under each person’s control 

are safe and without risk to health; 

 b. wearing required personal protective equipment; 

 c. using appropriate measures relating to chemical, physical and biological substances and agents; 

and  

d. following applicable emergency operating procedures.  

4. report work situations that he/she believes are not safe or healthy and remove himself/herself from a 

work situation which he/she reasonably believes presents an imminent and serious danger to his/her life 

or health;  

5. treat other people with respect, and not discriminate against specific groups such as women, people 

with disabilities, migrant workers or children; 

 6. not engage in any form of sexual harassment including unwelcome sexual advances, requests for sexual 

favors, and other unwanted verbal or physical conduct of a sexual nature with other Contractor’s or 

Employer’s Personnel;  
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7. not engage in Sexual Exploitation, which means any actual or attempted abuse of position of 

vulnerability, differential power or trust, for sexual purposes, including, but not limited to, profiting 

monetarily, socially or politically from the sexual exploitation of another. In Bank financed 

projects/operations, sexual exploitation occurs when access to or benefit from Bank financed Goods, 

Works, Consulting or Non-consulting services is used to extract sexual gain; 

8. not engage in Rape, which means physically forced or otherwise coerced penetration—even if slight—

of the vagina, anus or mouth with a penis or other body part. It also includes penetration of the vagina or 

anus with an object. Rape includes marital rape and anal rape/sodomy. The attempt to do so is known as 

attempted rape. Rape of a person by two or more perpetrators is known as gang rape;  

9. not engage in Sexual Assault, which means any form of non-consensual sexual contact that does not 

result in or include penetration. Examples include: attempted rape, as well as unwanted kissing, fondling, 

or touching of genitalia and buttocks not engage in any form of sexual activity with individuals under the 

age of 18, except in case of pre-existing marriage;  

10. complete relevant training courses that will be provided related to the environmental and social 

aspects of the Contract, including on health and safety matters, and Sexual Exploitation, and Sexual Abuse 

(SEA);  

11. report violations of this Code of Conduct; and  

12. not retaliate against any person who reports violations of this Code of Conduct, whether to us or the 

Employer, or who makes use of the [Project Grievance [Redress] Mechanism]. 

RAISING CONCERNS  

If any person observes behavior that he/she believes may represent a violation of this Code of Conduct, 

or that otherwise concerns him/her, he/she should raise the issue promptly. This can be done in either of 

the following ways:  

1. Contact [enter naƳŜ ƻŦ ǘƘŜ /ƻƴǘǊŀŎǘƻǊΩǎ {ƻŎƛŀƭ 9ȄǇŜǊǘ ǿƛǘƘ ǊŜƭŜǾŀƴǘ ŜȄǇŜǊƛŜƴŎŜ ƛƴ ƘŀƴŘƭƛƴƎ ƎŜƴŘŜǊ-based 

violence, or if such person is not required under the Contract, another individual designated by the 

Contractor to handle these matters] in writing at this address [ ] or by telephone at [ ] or in person at [ ]; 

or 

 2. Call [ ] to reach the Contractor’s hotline (if any) and leave a message.  

The person’s identity will be kept confidential, unless reporting of allegations is mandated by the country 

law. Anonymous complaints or allegations may also be submitted and will be given all due and appropriate 

consideration. We take seriously all reports of possible misconduct and will investigate and take 

appropriate action. We will provide warm referrals to service providers that may help support the person 

who experienced the alleged incident, as appropriate.  

There will be no retaliation against any person who raises a concern in good faith about any behavior 

prohibited by this Code of Conduct. Such retaliation would be a violation of this Code of Conduct.  

CONSEQUENCES OF VIOLATING THE CODE OF CONDUCT  

Any violation of this Code of Conduct by Contractor’s Personnel may result in serious consequences, up 

to and including termination and possible referral to legal authorities. 
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FOR CONTRACTOR’S PERSONNEL: 

 I have received a copy of this Code of Conduct written in a language that I comprehend. I understand that 

if I have any questions about this Code of Conduct, I can contact [ŜƴǘŜǊ ƴŀƳŜ ƻŦ /ƻƴǘǊŀŎǘƻǊΩǎ ŎƻƴǘŀŎǘ 

person with relevant experience in handling gender-based violence] requesting an explanation. 

Name of Contractor’s Personnel: [insert name] Signature: __________________ 

 Date: (day month year): _______________________________________________ 

 Countersignature of authorized representative of the Contractor:  

Signature: ________________________________________________________  

Date: (day month year): _____________________________________________ 

 

Annex 7: GBV/SEA/SH intake Form  
INSTRUCTIONS 

1- This form must be filled out by the person providing services to the survivor 

2- Remind  information will be kept confidential, and that they may choose not to answer any of the following questions. 

  

 Report Date*  Incident Date* Staff Code (if 

available) 
Report by Survivor*?  

    Ä Yes  ÄNo 

Survivor Information 

 Sex of survivor* 

Ä Female 

Ä Male 

Specific Needs / Vulnerabilities* (check all that apply) 

Ã No                            

Ã Physical Disability  

Ã Mental Disability 

Ã Unaccompanied 

Minor  

Ã Separated Child  

Ã Other Vulnerable 

Child     

       

  

Details of the Incident 

Area*¿ 

  

Sub-Area*¿ Village / Town 

Type of incident/violence* 

(Please select only ONE of the below. Refer to the 

GBVIMS GBV Classification Tool for further 

clarification.) 

1. Did the reported incident involve penetration? 

       If yes Ą classify the incident as ñRapeò. 

       If no Ą proceed to the next incident type on the list. 
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Ä Rape  

(Includes gang rape, marital rape) 

Ä Sexual Assault  

(Includes attempted rape and all sexual 

violence/abuse without penetration, and female genital 

mutilation) 

Ä Physical Assault  

(Includes hitting, slapping, kicking, shoving, etc. that 

are not sexual in nature) 

Ä Psychological / Emotional Abuse 

(Includes: threats of physical or sexual violence, 

forced isolation, harassment /intimidation, gestures, or 

written words of a sexual/menacing nature, etc.) 

Ä Non-GBV (specify) 

_______________________________________ 

_______________________________________ 

2. Did the reported incident involve unwanted sexual 

contact? 

If yes Ą classify the incident as ñSexual Assaultò. 

If no Ą proceed to the next incident type on the list. 

3. Did the reported incident involve physical assault? 

If yes Ą classify the incident as ñPhysical Assaultò. 

If no Ą proceed to the next incident type on the list. 

4. Was the incident an act of forced marriage? 

If yes Ą classify the incident as ñForced Marriageò. 

If no Ą proceed to the next incident type on the list. 

5. Did the reported incident involve the denial of 

resources, opportunities, or services? 

If yes Ą classify the incident as ñDenial of Resources, 

Opportunities or Servicesò. 

If no Ą   proceed to the next incident type on the list. 

6. Did the reported incident involve 

psychological/emotional abuse? 

   If yes Ą classify the incident as ñPsychological / Emotional 

Abuseò. 

If no Ą proceed to the next incident type on the list. 

7. Is the reported incident a case of GBV? 

If yes Ą Start over at number 1 and try again to reclassify the 

incident (If you have tried to classify the incident multiple 

times, ask your supervisor to help you classify this incident). 

If no Ą classify the incident as ñnon-GBVò 

Was money, goods, benefits, and / or services exchanged in relation to this incident*?            Ä No             

Ä   Yes 

Has the survivor reported this incident anywhere else? * (If yes, select the type of service provider and write the 

name of the provider where the client reported). 

Ä No     Ä Yes (specify) : 

     

  

  

Alleged Perpetrator Information 
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Number of 

alleged 

perpetrator(s)*  

 Ä 1          

 Ä 2         

 Ä 3          

 Ä More than 3      

 Ä Unknown    

  

Alleged 

perpetrator 

sex* 

Ä Male    

Ä Female 

Ä Both 

Age* 

Ä Adult Ä 

Minor Ä Adult 

&Minor    

Main occupation of alleged perpetrator (if known) 

  

Ä Farmer               Ä Police                Ä Soldier                Ä Security 

Official             Ä Teacher                Ä  Parent              

Ä NGO Staff         Ä Religious / Community Leader           Ä Other / 

Unknown           Ä Unemployed     Ä Any other individual associated with 

the project 

  

  

Planned Action / Action Taken: Any action / activity regarding this report 

Was the survivor referred to a safe house/ 

shelter?  * 

Ä Yes           Ä No - Service provided by you. 

 Ä No - Service received prior to this visit. 

 Ä No - Service not applicable 

 Ä No - Referral declined by survivor. 

 Ä No - Service unavailable 

Referral Details: 

Was the survivor referred to medical services?  

* 

Ä Yes           Ä No - Service provided by you. 

Ä No - Service received prior to this visit. 

Ä No - Service not applicable 

Ä No - Referral declined by survivor. 

Ä No - Service unavailable 

Referral Details: 

Was the survivor referred to psychosocial 

services? *  

Ä Yes           Ä No - Service provided by you. 

 Ä No - Service received prior to this visit. 

 Ä No - Service not applicable 

 Ä No - Referral declined by survivor. 

 Ä No - Service unavailable 

Referral Details: 
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Was the survivor referred to the security 

services?  * 

Ä Yes           Ä No - Service provided by you. 

 Ä No - Service received prior to this visit. 

 Ä No - Service not applicable 

 Ä No - Referral declined by survivor. 

 Ä No - Service unavailable 

Referral Details: 

  

 Assessment Points 

Describe the survivorõs emotional state at the beginning of the interview:          Ä Scared / Fearful             Ä Sad / 

Depressed           

Ä Anxious / Nervous               Ä Angry              Ä Calm                Ä Other: 

Describe the survivorõs emotional state at the end of the interview:     Ä Calmer than at the start of interview            Ä 

Similar to that at the start of interview              Ä More upset than at the start of interview     Ä Other 
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Annex 8: SURVIVOR CONSENT FORM  
We invite you to be interviewed about a case reported to our office concerning   you. We assured you 

that strict confidentiality is essential and MUST be maintained at all times, except when   you as the 

(survivor) or the (caseworker) faces imminent risk to your well-being, safety and security.   You are also 

assured that your anonymity will be maintained wherever possible. All written information about you the 

(survivor) would be kept locked and secure from others. Safety and Security At all times, your safety as a   

survivor must remain paramount into our work. 

 For   confidentiality, your   answers will   not be associated with your name. Rather, you will be given an 

identification number on the interviewer’s sheet.  We will make sure all risk associated to your safety is 

eliminated or minimize at all costs.  You may opt to answer questions that you wish to answer. If you have 

any concerns or you are dissatisfied with any aspect of this interview you may report the grievances 

anonymously if desired to the Grievance Mechanism Committee. 

 If you think you are not comfortable with the location where the interview is proposed to be conducted, 

please you are free to ask for change of location as we want to ensure that you the (survivor) is not placed 

at risk of further harm by the aggressor, in all cases.  

Freedom to Withdraw or Refuse Participation: I understand I have the right to stop the interview at any 

time, or to refuse to answer any of the interviewer’s questions without prejudice from the interviewer.  

Please feel free to ask the interviewer any questions before signing the consent form or at any time during 

or after the interview. 

  

I understand that in giving my authorization below, I am giving ……………………………………………………… (Name 

of GM Operator) permission to share the specific case information from my incident report for the only 

purpose of accessing the GM. 

I understand that shared information will be treated with confidentiality and respect and shared only as 

needed to provide the service/s I request. I understand that releasing this information means that a 

person from the verification committee may come to talk to me.  

At any point, I have the right to change my mind about sharing information with the designated 

agency/focal point listed below. 

 

  

Name: ………………………………………………………………… 

 

Date : ………………………………………………………………….. 

  

Tel: ............................................................................. 

  

Signature (Complainant): ------------------------------------------------------------------------------------------------------ 

 

Signature of parent or guardian if the survivor is below 18: ------------------------------------------------------------ 

 


