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ACRONYMS 

Name Description 
ADB Asian Development Bank 
BOOT Build, Own, Operate and Transfer 
CBSP Community Benefit Sharing Pilot Project 
CESMP Construction Environmental and Social Management Plan 
CFO Chief Financial Officer 
CLO Community Liaison Officers 
EDCF Economic Development Cooperation Fund 
EHS Environmental Health and Safety 
EIS Environmental Impact Statement 
EPC Engineering, Procurement and Construction 
ES Environmental and Social 
ESIA Environmental and Social Impact Assessment 
ESMP Environmental and Social Management Plan 
GRM Grievance Redress Mechanism  
HS Health and Safety 
HEC Hyundai Engineering Co. Ltd. 
HSE Health, Safety and Environmental 
HSSE Health, Safety, Security and Environmental 
IA Implementation Agreement  
IFC International Finance Corporation 
K-water Korea Water Resources Corporation  
LALRP Land Acquisition and Livelihood Restoration Plan 
MMERE Ministry of Mines, Energy and Rural Electrification 
OE Owner’s Engineer (Stantec) 
PAPs Project-Affected Parties 
PO Project Office 
PPA Power Purchase Agreement 
SECP Stakeholder Engagement and Communications Plan 
SIEA Solomon Islands Electricity Authority 
SIG Solomon Island Government 
SPS Safeguard Policy Statement 
THL Tina Hydropower Limited 
TRHDP Tina River Hydropower Development Project (the Project) 
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1 INTRODUCTION 

The Tina River Hydropower Development Project (TRHDP or “Project”) is a hydropower 

development located on central Guadalcanal Island in the Solomon Islands, managed 

by a dedicated Project Office (PO) under the national Ministry of Mines, Energy and 

Rural Electrification (MMERE).  

Tina Hydropower Limited (THL) was established by Korea Water Resources 

Corporation (K-water) and Hyundai Engineering Company Limited (HEC). THL will Build, 

Own, Operate and Transfer (BOOT) the Project under an Implementation Agreement 

(IA) and a Power Purchase Agreement (PPA) with the Solomon Islands Government 

(SIG). The BOOT concession is expected to last for a 30-year period, following 

commissioning.  

The EPC Contractor, HEC, will be responsible for the engineering, procurement and 

construction  of the Project, while THL will be responsible for the Operation and 

Maintenance contract. THL will sell electricity to the Solomon Islands Electricity 

Authority (SIEA), the state-owned power utility, which trades as Solomon Power, for 

the duration of the concession. At the end of the concession, the hydropower 

infrastructure will be transferred to the SIG or SIEA. 

1.1 PURPOSE AND SCOPE 

This Grievance Redress Mechanism (GRM) is one of a series of environmental and 

social management plans (ESMPs) that have been developed to address key 

environmental and social aspects of the Project. These were identified in the 

Environmental and Social Impact Assessment (ESIA) (2017) and Environmental Impact 

Statement (EIS) (2019). 

This GRM outlines the procedure that will be used to identify, track, and manage 

grievances raised by Project stakeholders and workers in relation to Project activities 

(e.g. construction and in future operation).  

The purpose and scope of the GRM is to: 

• outline the process that will be used to identify, track, respond to, and close 

out grievances relating to Project activities raised by Project stakeholders; 

• address requirements of applicable laws, regulations and standards; and 

• meet the environmental and social safeguards contractual obligations 

outlined in the IA and PPA, and the requirements stipulated in the ESIA. 

The specific objectives of the GRM are to: 
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• address grievances promptly and effectively, in a transparent manner resulting 

in outcomes that are seen as fair and equitable, effective and lasting; 

• provide a grievance management process that is culturally appropriate and 

readily accessible to all Project-Affected Parties (PAPs); 

• build trust as an integral component of the Project community relations 

activities; and 

• enable a systematic identification of emerging issues facilitating corrective 

actions and pre-emptive engagement. 

 

The GRM will be implemented through a concerted and coordinated effort of the PO, 

THL, HEC and Solomon Power. The main division of responsibilities between these 

offices is as follows: 

• THL is responsible for the implementation of this GRM 

They are responsible for maintaining and updating a Grievance Register 

capturing all grievances received and processed for the Project, and delegating 

the investigation and resolution of grievances to each of the Project partners 

as appropriate, typically as follows: 

o PO will be responsible for responding to issues related to livelihood 

restoration / asset-compensation, Community Benefit Share Pilot 

Project (CBSPP) program processes/outcomes and land access; 

o THL/ HEC will be responsible for responding to the operations and 

construction-related grievances; 

o Solomon Power will be responsible for responding to transmission 

line-related grievances. 

 

THL is also responsible for monitoring the progress of grievance redress, and 

following up to ensure that the procedure described in this document is strictly 

adhered to.
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1.2 DEFINITIONS  

 

Complainant An individual, group or organisation that submits a verbal or 
written complaint to the Project. 

EPC Contractor The engineering, procurement and construction contractor 
for the TRHDP; Hyundai Engineering Corporation Limited 
(HEC) 
 

Employer / Owner Tina Hydropower Limited (THL); the Project Owner, which 
will take over operation of the hydropower facility once it is 
constructed. 
 

Employee(s) 
 

Any person(s) who is/are directly employed by the PO, THL 
or HEC to work on the Project and who receives, or is 
entitled to receive, remuneration. 
 

Grievance/complaint An expression of dissatisfaction that stems from real or 
perceived issues, typically referring to a specific source of 
concern and/or seeking a specific solution. 

Stakeholder 
 

Individuals or groups who are affected or likely to be 
affected by the project (project-affected parties); and  
may have an interest in the Project (other interested 
parties). 
 

Subcontractors All companies, persons working directly for these 
companies, or employed by an employment agency, that are 
under contract to carry out work for HEC, as part of the 
construction workforce. 
 

Worker(s) Person(s) engaged in Project activities, including both 
employees and contractors. 
 

Workforce All persons engaged in Project activities, including both 
employees and contractors. 
 

1.3 LINKS WITH OTHER PLANS 

This GRM is linked to the Stakeholder Engagement and Communications Plan (SECP, 

P3), and will be updated as the SECP is updated. The GRM should be read and used in 

conjunction with the SECP. 
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The GRM links to, and is integrated with, a range of other Environmental and Social 

Management Plans (ESMPs) developed for the Project, particularly those which 

manage Project impacts on and from affected communities, workers and other 

stakeholders. These include:   

• Human Resources and Labour Management Plan (HRLMP, P4) 

• Influx Management Plan (IMP, P5) 

• Workers’ Health and Safety Plan (WHSP; P8) 

• Workers’ Code of Conduct (WCC; P9) 

• Community Health and Disease Vector Management Plan (CHDVMP, P10)  

• Social Impact Monitoring Plan (SIMP; M4) 

This GRM also incorporates relevant requirements and approaches described in the 

Project Gender Action Plan (GAP, 2017) and the Land Acquisition and Livelihood 

Restoration Plan (LALRP, 2017) which were initially established (and are currently 

administered) by the Project Office.  Section 1.5 of the SECP provides a summary of 

the objectives and targets the Project will seek to achieve in order to promote gender 

mainstreaming and equality during the Project, and when working in Project-affected 

communities. The IMP and HRLMP also include specific actions for minimising the 

risks to vulnerable people (including women and girls) resulting from the Project, 

including protocols for responding to claims of verbal, sexual or physical harassment 

and providing safe open spaces for women to have their concerns heard.   

1.4 APPLICABLE STANDARDS 

The applicable standards for this GRM include, but are not limited to: 

International treaties and standards 

• Economic Development Cooperation Fund (EDCF) Safeguard Policy (2016); 

• World Bank Group’s Environmental Health and Safety (EHS) Guidelines; 

• IFC Performance Standards (2012); and 

• Asian Development Bank (ADB) Safeguard Policy Statement (SPS) (2009). 

 

Where both national and international standards are applicable, the Project will apply 

the more stringent standard. 

 

This GRM was developed with consideration of the following guidelines and toolkits, 

relating specifically to World Bank-funded development projects: 
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• CAO 2008 Advisory Note – A guide to designing and implementing grievance 
mechanisms for development projects, The Office of the Compliance 
Advisor/Ombudsman (CAO) for the IFC and Multilateral Investment Guarantee 
Agency (MIGA)  

• CAO 2016 Grievance Mechanism Toolkit, available online at http://cao-
grm.org  

• IFC 2009 Good Practice Note: Addressing grievances from Project Affected 
Communities 

http://cao-grm.org/
http://cao-grm.org/
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2 ROLES AND RESPONSIBILITIES 

Having an appropriate organisational structure in place, with all employees having 

defined roles and responsibilities, is essential to ensuring the overall success of this 

GRM. This section provides details of the architecture established to implement social 

safeguards (including the GRM) and outlines the various roles and responsibilities of 

those people involved in delivering the Project. 

A conceptual diagram (Error! Reference source not found.) has been developed to 

represent the key relationships and functions between major parties involved in 

social safeguards implementation for the Project. Error! Reference source not found. 

goes into further detail, depicting the specific reporting hierarchy for the GRM; how 

counterparts in each organisation (PO, THL, and HEC) will work together to effectively 

implement the GRM. The responsibilities of the key parties (THL, HEC, and PO) are 

described in more detail in Table 2-1 below.  

 

Figure 2-1  Conceptual framework for social safeguards implementation
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Figure 2-2  Key roles for GRM within the Project
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2.1 DESCRIPTION OF ROLES AND RESPONSIBILITIES 

The THL Governance Lead will oversee all GRM and social safeguards implementation 

for TRHDP and be the main point of contact for these activities. This role is still being 

recruited as of August 2020 (and will be held by an external consultant, until such time 

as THL builds capability to fill the position permanently). Until this person is engaged, 

the THL E&S Assistant will work with the support of the PO CLO - Grievances to be the 

sole point of contact for registering and processing all grievances received in relation 

to the Project.  

Details regarding the qualifications and attributes of the THL Governance Lead are 

included in Section 4 of the SECP.  

Table 2-1 provides further description of the key roles for GRM (as shown in Figure 

2-2) and their responsibilities across the Project.  Each role will be responsible for 

ensuring that any activities undertaken in relation to this GRM (including discussions 

with counterparts across the Project team, and decisions relating to grievances) are 

recorded in the Grievance Register, and the THL E&S assistant is kept informed.  

Table 2-1: Roles and Responsibilities 

Position Organisation Responsibilities 
Deputy Project 
Manager 

PO • Manages PO operations in the Honiara office, and is 
the reporting manager for all PO E&S staff. Can 
negotiate for compensation payments (e.g. from 
project donor partners) and seek guidance/direction 
from Project financiers (Lenders). 

• Supports the THL Governance Lead in responding 
urgently to Level 4 grievances (via the escalation 
pathway). 

Chief Financial 
Officer 

THL • Manages THL operations in the Honiara office, and is 
the reporting manager for all THL E&S staff. Ultimate 
authority to make changes to construction and 
operations activities on site as part of grievance 
resolutions.  

• Ensures that sufficient resources and support are 
available to assist the THL Governance Lead and E&S 
Assistant (Social) in fulfilling THL’s responsibilities for 
GRM implementation.  

 

Project 
Manager 

HEC • Oversees management of the project construction 
activities for HEC on site; ultimate authority to make 
changes to construction activities on site as part of 
grievance resolutions.  
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Position Organisation Responsibilities 
• Ensures that sufficient resources are available to 

address grievances which HEC has been assigned to 
resolved, and to support wider implementation of 
the GRM (e.g. reporting to THL on resolutions). 

 

Governance 
Lead 

THL (external 
consultant) 

• Responsible for initial evaluation of grievances as 
they are received. Assigns a Level (as per Section 3) 
to every grievance. Decides whether or not a 
grievance can be rejected without further 
investigation. 

• Will elevate any Level 3 grievances directly to the PO 
CLO - Grievances immediately following 
classification (and within 24 hours).  

• Responsible for critical objective evaluation of the 
effectiveness of GRM implementation, including 
conducting quarterly reviews.  

• If GRM implementation is not adequate, the 
Governance Lead will approach the PO, THL and HEC 
managers to discuss measures required to improve 
performance.  

E&S Assistant 
(Social) 

THL  • Duties relating to GRM implementation will be the 
primary responsibility for this role, as it is likely to 
be time consuming for the duration of the Project. 

• Responsible for maintaining the Grievance Register 
and drafting issuing formal written communications 
(acknowledgement, rejection, and agreed 
resolutions, and closing out) to complainants.  

• Will document the history of any given grievance in 

the Grievance Register, including the complainant’s 

response and close out. Will coordinate with the 

Project GRM team to obtain any necessary 

information for these updates. 

• Takes direction from and is mentored by the THL 
Governance Lead (to train/build capability to 
manage the operations phase of the Project). 

• Liaises with the THL E&S Manager (manages the THL 
E&S team), who is responsible for overseeing 
stakeholder engagement activities on behalf of THL. 
Note: The E&S Manager supervises the THL E&S 
team and so has an indirect involvement, but for all 
GRM matters the THL Governance Lead has direct 
oversight. This is to allow the E&S Manager to focus 
on their other commitments (such as the 
engagement program).  

• Undertake regular reporting of GRM 
implementation (e.g. within the Quarterly 
Safeguards report) as described in Section 5 of this 
GRM and provide updates during each weekly 
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Position Organisation Responsibilities 
Project team meeting with HEC (and fortnightly 
meetings with PO).  

E&S Assistants  THL • Provide additional capacity to support the THL E&S 
Assistant (Social) in processing grievance-related 
information and maintaining records. 

CLOs THL • May be requested by the THL E&S Assistant (Social) 
to visit complainants and affected communities, and 
assist with investigation of grievances (and general 
communication/interactions through the GRM 
process).  

• Maintains positive, open relationships and lines of 
communication with affected communities, 
including regular (at least twice per year visits, more 
as required) visits to all villages within the Project 
area, and any additional communities identified in 
the SECP as requiring specific engagement.  

• At least one THL CLO will be female.  

• Will declare any perceived or actual conflicts of 
interest (such as family or business connection) to 
the THL Governance Lead. If any conflict of interest 
is present and cannot be suitably managed, another 
CLO will be selected to respond to the grievance.  

E&S Supervisor HEC • Will immediately report any grievances 
received/reported by HEC workers to the THL E&S 
Assistant (Social).  

• Is responsible for investigating any construction-
related grievances assigned to HEC by the THL 
Governance Lead and/or THL E&S Assistant (Social).  

• Will respond to any requests for information relating 
to construction practices/operations, made by PO or 
THL staff (in relation to a grievance).  

• Coordinates the HEC CLOs.  

• Maintains regular communication (at least weekly) 
with the E&S Assistant (Social) regarding grievances, 
and provides information in a timely manner to help 
the THL E&S Assistant (Social) update the Grievance 
Register and meet response time targets.  

• Will lead resolution negotiations for grievances 
which have been assigned to HEC, and will fully 
cooperate in any other resolution processes when 
requested by other Project team members. 

CLOs HEC • May be requested by the HEC E&S Supervisor to visit 
complainants and affected communities, and assist 
with investigations of grievances (and general 
communication/interaction through the GRM 
process).  

• Maintains positive, open relationships and lines of 
communication with affected communities, 
including regular (at least twice per year visits, more 
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Position Organisation Responsibilities 
as required) visits to all villages within the Project 
area, and any additional communities identified in 
the SECP as requiring specific engagement.  

• Will declare any perceived or actual conflicts of 
interest (such as family or business connection) to 
the THL Governance Lead. If any conflict of interest 
is present and cannot be suitably managed, another 
CLO will be selected to respond to the grievance. 

• At least one HEC CLO will be female. 

E&S 
Safeguards 
Manager 

PO • Provides oversight, direction and evaluation of 
grievance redress processes owned by the PO. 

• Point of contact (along with the PO Deputy Project 
Manager) for grievances which require action 
through the escalation pathway.  

• Maintains regular communication with counterparts 
in other project organisations (THL E&S Manager, 
HEC E&S Supervisor, etc.) 

CLO - 
Grievances 

PO • A Community Liaison Officer employed to manage 
grievances assigned to the PO as their primary 
responsibility on the Project.  

• Will immediately report any grievances 
received/reported to PO by stakeholders to the THL 
E&S Assistant (Social).  

• Is responsible for investigating any LALRP and/or 
CBSP-related grievances assigned to PO by the THL 
Governance Lead and/or THL E&S Assistant (Social).  

• Is responsible for elevating any Level 3 grievances to 
be addressed by the PO Deputy Project Manager 
(and SIG/ Lenders, as needed) as soon as practicable 
after the grievance is classified (and within 8 hours). 

• Will respond to any requests for information relating 
to LALRP, CBSP or GAP processes and outcomes, 
made by THL or HEC staff (in relation to a grievance).  

• Coordinates the PO CLOs.  

• Maintains regular communication (at least weekly) 
with the E&S Assistant (Social) regarding grievances, 
and provides information in a timely manner to help 
the THL E&S Assistant (Social) update the Grievance 
Register and meet response time targets.  

• Will lead resolution negotiations for grievances 
which have been assigned to PO, and will fully 
cooperate in any other resolution processes when 
requested by other Project team members. 

Gender Focal 
Point/CLO 

PO Supports the CLO – Grievances within the PO when the 
role is first established (from September 2020), and as an 
ongoing additional resource to assist in addressing 
grievances as required.  

Other CLOs PO • May be requested by the PO CLO - Grievances to visit 
complainants and affected communities, and assists 
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Position Organisation Responsibilities 
with investigations of grievances (and general 
communication/interactions through the GRM 
process).  

• Maintains positive, open relationships and lines of 
communication with affected communities, 
including regular (at least twice per year visits, more 
as required) visits to all villages within the Project 
area, and any additional communities identified in 
the SECP as requiring specific engagement.  

• Will declare any perceived or actual conflicts of 
interest (such as family or business connection) to 
the THL Governance Lead. If any conflict of interest 
is present and cannot be suitably managed, another 
CLO will be selected to respond to the grievance. 

• At least one PO CLO will be female. 

OE E&S 
Safeguards 
Lead (off-
shore) 

Owner’s 
Engineer (OE) 

• Review GRM documentation for compliance with 
the E&S safeguards requirements (e.g. from EPC 
Contract, and project ESIA) and Good International 
Industry Practice (GIIP) 

• Monitor and audit project delivery and THL and HEC 
activities in accordance with the GRM and related 
ESMPs. 

• Liaise with the THL Governance Lead to receive 
updates on general uptake and compliance with 
GRM procedures, and the development of 
capabilities within THL to be able to manage GRM 
implementation autonomously during the 
operations phase.  

• OE Site Engineer (Vilive Anise and/or William 
Waddell) will undertake regular site supervision, and 
report any E&S non-compliances (including in 
relation to the processing of grievances) to the HEC 
E&S Supervisor, THL E&S Assistant (Social) and OE 
Environmental & Social Safeguards (ESS) Lead 
(Jessica Grinter – Off Shore).  

• Audit HEC performance with respect to the 
requirements of the EPC Contract, and health, 
safety, environmental and social obligations 
(including but not limited to the E&S Standards, and 
Schedule 7 of the EPC Contract). Auditing will include 
a site visit conducted every six months from 
commencement of construction, for the duration of 
the construction phase, by the OE ESS Lead at 
minimum. 

All employees PO, THL, HEC, 
OE 

• All employees and subcontractors engaged to work 
on the project will be responsible for following 
correct procedures if they receive a verbal or written 
grievance from any person (including project 
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Position Organisation Responsibilities 
employees, staff within partner organisations, 
stakeholders and the general public). 

• All grievances will be taken seriously.  

• Grievances can be reported in the first instance to 
the employee’s E&S Supervisor (HEC), E&S Assistant 
(Social) (for THL), or the PO CLO - Grievances within 
1 working day. 

• All grievances will be reported by supervisors as 
soon as practicable (and within 1 working day) to the 
THL E&S Assistant (Social). 

• These responsibilities will be communicated to all 
project employees via general induction materials 
for new workers, and through project 
communications material (such as 
signage/brochures, and in project meetings).  
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3 GRIEVANCE PROCEDURE  

All grievances will be handled in a discreet and objective manner. Figure 3-1 outlines 

the Project’s procedure for managing and monitoring grievances relating to Project 

activities. 

All grievances, including the resolution process, will be recorded in the combined 

Grievance Register, managed by THL, including complaint detail, a summary of the 

grievance, the resolution or agreement on proposed actions (between the Project and 

the complainant), and monitoring actions taken in response to the grievance.  

A Grievance Register will be the main central point where all the grievances received 

by PO, THL, HEC and Solomon Power representatives are recorded, and tracked 

through the GRM process. The Grievance Register is currently maintained on 

Sharepoint by PO (with restricted access for a limited number of users from THL, HEC 

and OE). It is intended that the Register will be stored on the same document 

management system as is used for all other project record keeping. As of August 2020, 

HEC are developing ProjectSpace for this function, so the Register may be moved onto 

that system within the first six months of construction.  
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Figure 3-1  Grievance Management Procedure 
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The key steps of the procedure are detailed in Sections 3.1.1 through 3.1.9 as follows: 

3.1.1 Step 1: Receive a grievance 

A variety of methods will be available through which stakeholders can lodge 

grievances with the Project team. These will include: 

• Ad-hoc, verbal communication with any employee of the Project, including 

staff from PO, HEC, subcontractors, THL and OE. This could occur in person or 

via direct phone call. 

• Verbal communication with Project employees (including CLOs) or CLAs during 

planned engagement activities. 

• Verbal communication through the Project information hotline, administered 

by PO. (Note: all verbal grievances received will be transcribed onto an official 

complaint form as soon as possible by the recipient).  

• Written communication via an online form on the Tina Hydro website 

(administered by PO).  

• Written communication by emailing the Project email address or filling out and 

posting a hard copy of the complaint form (Annex A) provided by the PO, THL 

and HEC. The form will be made available at designated venues identified in 

consultation with local communities, along with each of the Project 

organisations’ offices in Honiara (PO, THL and HEC). Complainants will be able 

to submit the complaint forms to the PO, THL and HEC via secured drop boxes 

outside each office, and also drop them in the secure drop boxes available at 

public places in the Project area (once these locations are agreed with local 

communities). Complainants will also be able to mail the completed form to 

THL (THL’s postal address will be included on the form).  

THL will ensure stakeholders are aware of these methods through its SECP, which 

provides further details on stakeholder communication methods. For those 

community members who have difficulty reading, writing or are inexperienced with 

the complaint process, Project employees with grievance management responsibilities 

(shown in Figure 2-2; and ideally CLOs), can assist them in filling out the complaint 

form. 

Procedure for receipt of a grievance: 

1. Reporting to the THL E&S Assistant (Social) must take place within one 
working day of receipt of a grievance and can be verbal or written. 

2. If the recipient is a worker with no direct responsibility for grievance 
management (e.g. subcontractor, HEC labourer – any role not mentioned 
directly in Figure 2-2) they will report the grievance to their supervisor, who 
will then inform the THL E&S Assistant (Social).  
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3. If a person with a direct responsibility for grievance management (i.e. 
mentioned directly in Figure 2-2) receives a grievance, they shall report it 
directly to the THL E&S Assistant (Social).  

4. The THL E&S Assistant (Social) will then enter the grievance details onto the 
online shared Grievance Register, and inform the THL Governance Lead that 
the grievance has been received and logged. The grievance will be assigned a 
unique grievance number for ease of tracking.  

The ‘escalation pathway’ is as follows:   

Grievances that involve significant issues and clearly need immediate attention (i.e. 

likely to be Level 4, according to criteria in Error! Reference source not found. below) 

will be communicated directly to the THL Governance Lead and the PO E&S Safeguards 

Manager at the same time, during this period. The PO will manage the response and 

liaise with public services such as police, medical services and NGOs as required. 

Emergency response protocols will also be followed (as per the Spill Prevention and 

Emergency Response Plan (P14) and Construction ESMP (P1)).  

3.1.2 Step 2: Acknowledge the grievance 

ALL grievances received will be acknowledged.  

The recipient and/or the THL E&S Assistant will provide the complainant with a verbal 

acknowledgement of the receipt of the complaint as soon as it is received (within 

same business day). This verbal acknowledgement will be noted in the Grievance 

Register. 

A formal written acknowledgment (a letter, using the template provided in Annex D 

to this GRM) will be sent to the complainant within 3 working days of receipt. 

Depending on the complainant’s preferred method of contact, this could be sent via 

email or posted, or delivered in person (for complainants living within the immediate 

Project area only). The acknowledgement will include the grievance number so the 

complainant can use this as reference to track the status of their complaint. If the 

grievance is not well understood or if additional information is required, clarification 

should be sought from the complainant during this step. 

Stakeholders will have the option to lodge an anonymous grievance. These will be 

logged and reported anonymously with other complaints for action and to facilitate 

continuous improvement. It is important to let the complainant know that it may be 

difficult to provide them with full investigation or feedback on anonymous complaints 

(this will also be stated on complaint forms, as per Annex A).  
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3.1.3 Step 3: Evaluate the grievance 

Once the grievance is logged and acknowledged, the THL Governance Lead will work 

to understand the details of the grievance and make an assessment to assign a Level, 

which will represent the significance and nature of the grievance. The role of the THL 

Governance Lead is described in further detail within the SECP, but they will be a 

person with an extensive knowledge of local politics, social and cultural expectations 

and practices, and relational issues. This knowledge will enable them to make an 

informed and fair initial assessment of the grievances from a local perspective.  

Procedure for evaluating a grievance: 

1. The THL Governance Lead reviews grievance details collected to date, and will 
assign the grievance a Level, using the criteria shown in Table 3-1.  

2. The THL Governance Lead will then decide which of the Project organisations 
would be most appropriate to process the grievance (THL, HEC or PO), and 
discuss this decision with the THL E&S Assistant (Social). The grievance owner 
must be someone who is knowledgeable in the topic of the complaint, can 
analyse the complaint, solicit the input of any additional staff members or 
outside parties or experts as necessary, and make decisions as to how to 
investigate and resolve the issue. The key contact within the chosen 
organisation will become the grievance owner, i.e.: 

a. Grievances assigned to PO will be owned by the PO CLO - Grievances 

b. Grievances assigned to THL will be owned by the THL E&S Assistant 
(Social) 

c. Grievances assigned to HEC will be owned by the HEC E&S Supervisor  

Grievance owners may choose to delegate further to a member of their own 
team (such as a CLO) but will remain ultimately responsible for the 
investigation, resolution and closing out of the grievance. 

3. The THL E&S Assistant (Social) will enter the decisions made regarding the 
grievance owner and assigned Level into the Grievance Register, and initiate 
contact with the chosen ‘grievance owner’ to begin the investigation.   

The evaluation process (assignment of a Level and delegation to a grievance owner) 

will take no more than two working days. No judgment on the validity or relevance of 

the grievance shall be made until an investigation is completed. 

The tendency should be to accept the majority of grievances as related to the Project, 

and therefore dealt with via the Project GRM. If a grievance is found to not be directly 

related to the Project, THL will make all efforts to arrange for the grievance to be 

addressed through other channels (e.g. through SIG departments, with PO providing 

recommended contacts; or through tribal and community leaders). 
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If a grievance is ‘rejected’, the THL E&S Assistant (Social) will send written notice of the 

decision to the complainant within 3 working days of the decision, and provide a 

detailed reason for the rejection. The letter will contain suggestions for the 

complainant to contact external organisations or seek further assistance. This 

information will also be logged in the Grievance Register. 

Table 3-1 Criteria for assignment of grievance significance level 

Level Types of grievance Examples 

1 Relatively minor and one- 

time problems related to 

construction/project 

operations 

• Company equipment causes damage to an 

individual’s livestock 

• One-time disagreement with a subcontractor 

over working conditions 

Relatively minor but 

repetitive problems related 

to construction/project 

operations 

• Noise and dust complaints during the 

construction phase, brought up by a group of 

people or repetitively raised by individual 

complainants 

• Visible changes in river water quality (e.g. 

caused by increased runoff of sediment-laden 

water from active construction sites) which 

persist, and are raised repeatedly as an issue 

by complainants 

• Damage to food gardens/trees over time 

• Project traffic continuously blocks the local 

access roads 

2 Significant, larger and/or 

repeated problems related 

to construction/project 

operations 

• During construction, company uses some land 

beyond the initial agreement with a 

community for temporary land use 

• Misconduct of in-migrant workers (do not pay 

for local services, such as hotels, restaurants, 

shops; damage crops) 

• Damage to tambu or other culturally 

significant sites 

3 Major claim, significant 

adverse impact on a larger 

group or several groups 

• Employment opportunities do not meet 

expectation of local communities  

• Significant water contamination (less fishing, 

unclean water, and so on), water shortage 

• Violence against women / any other violence 

relating to the Project workforce or 

communities 

• Illegal activity 

Major allegations regarding 

policy or procedure 

• Allegations of systematically inadequate land 

compensation 

• Communities not provided with disclosure of 

project information and fear, uncertainty, or 

rumours lead to civil unrest 
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4 Immediate, urgent action 

required – potential severe 

impact 

 

Follow escalation pathway 

• Highly visible/public event – damage with high 

potential for severe consequences, immediate 

social and environmental, health and safety 

impacts. E.g. UXO chance find, fatality/serious 

injury, threat to community 

• Flooding/uncontrolled release relating to dam 

construction or operation (e.g. visible slug of 

sediment or other contamination 

downstream; threat to property and people) 

• Public demonstration – e.g. violent protest, 

rioting associated with Project/within project 

area 

 

3.1.4 Step 4: Investigate the grievance 

The grievance owner will then proceed to investigate the complaint, with a target of 

completing the investigation within 10 working days from when it was initially 

received (this leaves around 3-5 working days to conduct an investigation for Level 1 

complaints). The grievance owner can investigate and initiate resolution for Level 1 

complaints independently (without needing to involve other Project teams) where 

potential impacts and consequences are relatively low (e.g. speed limits). They will 

keep the THL E&S Assistant (Social) informed of progress and approach. 

The investigation will answer the following questions at minimum: 

1. What happened? 

2. Who or what was responsible (contributing factors)? 

3. What can be done (what are the options for resolution)? 

For level 2, 3 and 4 complaints, particularly where the complaint may have significant 

implications to the business image or performance, the THL Governance Lead will work 

with the relevant grievance owner to investigate and resolve the grievance, and 

involve other parties as required (namely PO and wider Project management staff) in 

order to make considered decisions. 

The tendency should be to accept the majority of grievances as related to the Project, 

and therefore dealt with via the Project GRM. If a grievance is found to not be directly 

related to the Project (‘rejected’), THL will make all efforts to arrange for the grievance 

to be addressed through other channels (e.g. through SIG departments, with PO 

providing recommended contacts; or through tribal and community leaders). 

Once an investigation is complete, if the grievance is to be ‘rejected’, the THL E&S 

Assistant (Social) will send written notice of the decision to the complainant within 3 
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working days of this decision, and provide a detailed reason for the rejection. The 

letter will contain suggestions for the complainant to contact external organisations or 

seek further assistance. It will be made clear in this letter that the Project will not 

provide direct support (e.g. legal support) in seeking external assistance, but can 

provide links to resources and direction on where to go for help. This information will 

also be logged in the Grievance Register. 

3.1.5 Step 5: Develop a resolution 

A resolution will be developed in consultation with the complainant, and other Project 

staff with grievance management responsibilities as necessary (See Figure 2-2) as soon 

as possible but no later than 14 working days after receiving the grievance. Level 3 

and 4 complaints will be prioritised and should have resolutions identified within 7 

working days. 

The development of a resolution will take into consideration the accepted and/or 

traditional resolution processes in the local communities. For example, the resolution 

may be developed with input from the community leaders due to their role in resolving 

disputes, settling matters of custom, and determining breaches in the Project area. 

Grievance owners (or their assistants or CLOs) will ask complainant(s) for written 

acceptance of the resolution (or verbal if the complainant has difficult reading/ writing, 

in which case the Project team member will record the acceptance on behalf of the 

complainant, with their verbal permission).  

If the complainant does not accept the proposed solution the following steps will be 

taken: 

• The grievance owner and other Project representatives, as required, will meet 

with complainant and look for new or additional corrective actions. 

• Where a solution is not achieved a meeting will be convened within one 

calendar week (7 consecutive days) of the complainant’s rejection of a 

resolution, to be attended by (at minimum): 

o PO E&S Safeguards Manager and either the PO CLO - Grievances, OR 

another CLO (as appropriate) 

o THL CFO and THL Governance Lead 

o THL E&S Assistant (Social) – to take written record (minutes) of the 

meeting and distribute to all attendees following the meeting 

o HEC Project Manager and HEC E&S Supervisor 

o Grievance owner 

• If the grievance is still not resolved during the meeting described above, the 

complainant will be informed of their rights to have their grievance referred 

to the relevant government authority, including the courts, if they are not 
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satisfied with the outcome of the grievance process. For land ownership, 

access and livelihoods-related issues, the judicial processes and available 

options for legal assistance are described further in the LALRP for the project. 

Consultative methods are preferred over legal methods of resolution.  

Resolving via kastom processes 

It is anticipated that some grievances could be dealt with via kastom processes.  In 

particular, any grievances relating to land and asset ownership precipitated by the 

project should be dealt with as appropriate via the traditional kastom system.  

This system involves knowledgeable tribal elders and chiefs within the community 

affected by the grievance undertaking an investigation, consulting with the parties, 

and arbitrating for a resolution. This process is also described in the LALRP.  

The kastom system would be utilised at the initial discretion of the THL Governance 

Lead (with input from the THL E&S Assistant (Social) and in consultation with PO and 

HEC). 

For land or asset ownership related disputes there are two potential forms of kastom 

process which could be utilised to resolve them.. These disputes would typically be 

initiated/managed on behalf of the Project by the PO and are: 

1. For minor grievances between community members or within a tribe, PO will 

refer matters to the relevant leaders for resolution 

2. Where grievances are between village, community or tribal leaders, the PO 

will facilitate a mediation or negotiation between the relevant parties.  

Where a grievance relates to the PO’s management of the resettlement 

action plan (described in the LALRP), kastom resolution is not appropriate. 

For any other dispute dealt with by kastom processes, the THL E&S Assistant (Social) 

and/or the Grievance Owner will recommend this approach to the THL Governance 

Lead, who is required to make the decision that kastom processes are to be used to 

review and deal with any complaint.  The THL Governance Lead has sole 

responsibility to ensure the kastom process is followed through and that all parties 

are satisfied this is the appropriate approach. 

3.1.6 Step 5: Implement the resolution 

Once the resolution is accepted by the complainant, the solution will then be 

implemented. 
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Where required, corrective actions will be implemented as part of the resolution 

process. For actions assigned to HEC, their representative will work with the THL E&S 

Assistant to implement corrective actions as required. 

For relatively simple, short-term actions that can resolve the problem, the objective 

will be for the solution to be implemented within 14 days after assessing the 

grievance. 

For solutions that take longer to address, or for which the complainants are not 

satisfied or additional corrective actions are required, the complainants will be 

informed of the progress on a regular basis until the solution is completely 

implemented. 

3.1.7 Step 6: Monitor implementation  

The grievance owner will inform the complainant that the corrective actions have been 

implemented and confirm that the complainant is satisfied with the resolution. 

Where a complainant is not satisfied the grievance owner will organise a meeting with 

the relevant Project representatives to discuss further corrective actions.  

The effectiveness of implemented solutions will be monitored either as part of this 

GRM (refer to Section 5) and/or via other ESMPs as relevant.  

3.1.8 Step 7: Close out and document final outcomes 

The grievance will be closed out by the grievance owner using the Grievance Close 

Out Form (Annex B). If further attention is required for construction related grievances 

the THL E&S Assistant (Social), in discussion with the original grievance owner, will 

return to Step 3 to re-evaluate the grievance.  

All correspondence related to the grievance will be documented in the Grievance 

Register for monitoring, reporting and learning. This will help drive adaptive 

management and continual improvement. 

Use and storage of sensitive information 

Information collected in relation to grievances can contain the personal details of the 

complainants, and sensitive material. As such, the utmost care must be taken to 

maintain confidentiality and protect this sensitive information as follows: 

• All grievances are dealt with confidentially by all employees of the Project. 

• All complainants are informed about how their complaint is handled 
confidentially and how their information is secured and stored. 
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• The Grievance Register and any related documentation (including signed 
forms, photographs, written statements, and other supporting evidence) shall 
be kept in a secure online ‘cloud’-based facility (e.g. Sharepoint or Google 
Drive).  

• Access to the register shall be restricted to Project management and 
individuals named in Figure 2-2 only, along with oversight roles with 
contractual responsibilities to the project (e.g. OE Environmental & Social 
Safeguards Lead) so that they can perform audits efficiently and maintain 
regular oversight of the GRM process. Anyone with access must have a 
dedicated login profile (password protected) and must not share their login 
details with any other individual.  

• Offline copies of the Grievance Register, parts of the register or any completed 
forms shall not be generated, printed or shared at any time. 

• At no time shall any of the information contained in the Grievance Register, or 
any other information pertaining to grievances, be shared publicly or with 
third parties which are not contractual partners in the Project.  

• Reporting of GRM performance (in reports which are likely to become public, 
such as the Quarterly Safeguards Report produced by THL for PO and Lenders) 
shall be anonymised – all names and contact details, and any other identifying 
information, are to be removed from reported data. Results should be 
reported in aggregate (i.e. not referring to any individual grievances or 
complainants).  

As described in the SECP (P3), there is currently no specific legislation in the 
Solomon Islands which regulates and provides guidelines for the collection, 
storage and use of sensitive data from individuals. If an appropriate standard 
becomes available during the Project, this will be applied (and this document 
updated to reflect the requirements). In the meantime, Good International 
Industry Practice principles will be applied (as above).  

3.1.9 Step 8: Feedback and capture lessons learned 

In the spirit of transparency and accountability, the Project will disclose information 

about the outcomes from implementation of the GRM, including the volume and 

nature of complaints, and performance against response time targets—as well as key 

conclusions from the monitoring and evaluation process outlined for Step 7 and in 

Section 5. This typically includes: 

• an overview of the types of grievances raised (e.g. dust, traffic, noise), 

disaggregated by gender and location; 

• the frequency at which the grievances are raised to understand the impact and 

importance (and to highlight common / recurring themes); and 

• percentage of grievances that have been successfully resolved or are still being 

managed, both within and outside of the response time targets. 
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THL will be responsible for providing regular feedback to the community to clarify 

expectations about what the GRM does and does not do, to encourage people to use 

it, and to gather feedback to improve the grievance mechanism. THL will report back 

to the PAPs and other stakeholders about: 

• how the GRM has affected the policies, procedures, and operations of the 

Project parties, including what the project is learning and how the project has 

changed actions and procedures in response; 

• how to make the GRM more effective. 

This information will be delivered in accordance with the SECP (P3) and in 

collaboration with all parties including HEC and PO (and particularly the PO 

Communications Team). 
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4 GRIEVANCE REGISTER 

Keeping a record of all complaints and how they were handled is critical for the Project. 

It helps answer important questions about how a grievance was managed and 

becomes an important piece of documentation should the grievance escalate to the 

judicial system. 

A Grievance Register has already been established by PO on a secure Microsoft 

Sharepoint platform (in Excel format), and administration of this will be handed over 

to THL in September 2020 once the required resources are in place. Some revisions 

will be made to the Register to accommodate changes to the GRM which have 

occurred since the original Register was initiated (in January 2020 onwards). An 

example of the revised layout for the Register is attached as Annex E (a fictional 

grievance is used as an example to protect sensitive information). The Register is a tool 

that can be used to track grievances and report on them, and will be accessible by all 

Project entities. In terms of grievance management, the system will help track the 

following information: 

• the complainant’s name, position, or title – i.e. an organisation or individual; 

• contact details (address, telephone, email, website); 

• stakeholder group/s, and other characteristics such as gender and age of the 

complainant, to be used for reporting on Gender Action Plan and SECP 

outcomes; 

• date and nature of the grievance; 

• the responsible Project entity and grievance owner; 

• how the Project has responded to the complainant including verbal and formal 

written acknowledgements, corrective actions, responsibilities; 

• final decisions on the complaint (rejection or resolution); 

• communication on proposed and implemented resolution, due dates, 

achieved dates, close-out dates, etc. – how and when; and 

• a summary of the lessons learned from each grievance on close-out. 

The THL E&S Assistant (Social) will work with relevant parties to ensure that the 

Grievance Register is kept up to date as each grievance progresses through the steps 

outlined in Section 3 above. They will also give an update on the status of all active 

grievances at the weekly Project team meeting with HEC, and fortnightly meetings with 

PO.  
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5 MONITORING, EVALUATION AND REPORTING  

Ongoing monitoring of the performance of the GRM helps ensure that the procedure 

is effective, and appropriate for the Project and the PAPs. Regular audits to identify 

any potential issues and make necessary adjustments in a timely manner are crucial to 

the effectiveness of the GRM.  

Monitoring and reviewing of the overall Project GRM will be undertaken by the PO, in 

collaboration with THL, the OE and HEC.  Responsibilities for grievance monitoring 

and auditing are outlined below. 

5.1 MONITORING AND EVALUATING 

While THL is responsible for maintaining the Grievance Register, both PO and HEC will 

be provided with access to the system in order to update grievances. HEC will only 

have access to the system during the construction phase of the project. 

In addition to updating the Grievance Register, HEC and PO will be required to monitor 

the progress of grievances assigned to them.  

The THL E&S Assistant (Social) will be responsible for the ongoing monitoring and 

collection of data and reporting, with assistance from colleagues as needed.  

Monitoring indicators include: 

• Number of complaints 

• Gender and age of complainants 

• Level of complaints (1, 2, 3 or 4) 

• Topics of the complaints 

• Number of complaints satisfactorily resolved within target response times 

• Number of complaints resolved outside of target response times 

• Number of complainants where resolution not accepted by complainant 

• Number of complaints dealt with by kastom processes 

• Number of complaints which are not able to be resolved through this GRM 

Should the monitoring program identify any non-compliance with the GRM and/or 

other E&S Standards, corrective action will be taken to ensure the relevant activity 

returns to compliance in a timely manner and that any corrective action is appropriate 

and effective. Non-compliances and corrective actions with the GRM procedures will 

be documented, noting the appropriateness and effectiveness of any corrective 

actions. Annex C provides a template for recording non-compliance and corrective 

actions.  
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5.1.1 Evaluation objectives and criteria 

Evaluation questions will be developed in two broad areas: the performance of the 

GRM, and lessons related to the Project that have emerged. 

Some suggested criteria and questions are outlined below: 

Questions targeted to the GRM’s performance  

• how well is the system accomplishing its purpose and goals?  

• do PAPs consider the process is fair and effective? 

• is the system reducing project risks? How?  

• does the mechanism enable complainants to raise their concerns, engage in a 

fair process, and obtain a satisfactory settlement to their issues (when 

appropriate)?  

• are complaints heard and resolved within a reasonable timeframe? 

• where are the gaps? What is and is not working?  

• do people know where to go? Is the mechanism accessible and easily 

understood?  

• do those who receive and register complaints document the complaints?  

• can complainants readily determine the status of their complaint and how the 

company is responding?  

• how well is the system used by a wide cross-section of men, women, and youth 

from the community?  

• Has the number of grievances received from females (and their participation 

in GRM processes) increased over time, remained consistent, or decreased 

(since project inception)?  

• how well does the mechanism address the power imbalance between the 

project organisations and the complainant and assure that the complainant is 

not always merely receiving a judgment from the Project organisations?  

• does the mechanism provide adequate opportunities for face-to-face 

participation and discussion and joint development of mutually acceptable 

solutions to issues in question?  

• what conflict trends, community issues, and project operations could 

influence the kinds of conflicts that might be expected in the future?  

• is the GRM able  to handle future issues? 

• what actions would increase effectiveness? 

• are complainants advised of their rights to seek redress outside of the GRM if 

they disagree with the outcome of the GRM? 

• percentage of grievances that go unresolved that must then be followed up 

outside the GRM by SIG or the courts? 

• Number of complaints referred to kastom resolution 
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Questions targeted toward organisational learning and improving company policies, 

procedures, and operations 

• what kind of demonstrable change and improvement is the mechanism 

producing in project operations, management systems, and benefits for 

communities? 

• how does the mechanism facilitate identification of root causes of conflict?  

• what actions has the company taken to address these root causes?  

• is the company adopting any structural changes? 

5.1.2 Benefits of the GRM 

Monitoring to check whether corrective actions have been taken to avoid recurrence 

of similar community concerns in the future is also important. It helps prevent 

frustrations building within local communities and saves the Project time and 

resources in dealing with complaints that could be avoided by having the appropriate 

measures in the first place.  

It is important for all Project employees and stakeholders to understand that GRM 

processes can bring significant value to the Project. On complex projects such as this, 

it is inevitable that grievances will be received. A high number of Level 1 grievances 

could even be seen as a positive outcome, because it would indicate that the GRM is 

functioning effectively (stakeholders feel empowered to make their opinion heard if 

they have suggestions, or are dissatisfied with Project activities).  

The information collected and analysed as part of this GRM will provide valuable 

insights into the effectiveness of mitigation measures and management approaches 

applied ‘on the ground’ at all levels of the project, from a community perspective. This 

knowledge will assist THL and HEC in particular to become familiar with project impacts 

in their local context and expectations, and be proactive to avoid conflicts/adverse 

outcomes in future stages of the project. The process of working together to resolve 

issues can strengthen relationships between project organisations and communities 

over time. These positive outcomes are be a strong motivation to carry out accurate 

and complete monitoring of the GRM process, resolutions and implementation.  

5.2 REPORTING 

HEC will provide a summary of all grievances received, ongoing and resolved as of each 

month’s end, as part of their overall monthly report to THL for the project.  Reporting 

will be undertaken on a monthly basis and include the criteria outlined in Section 5.1. 

The THL E&S Assistant (Social) will review and archive the monthly grievance reports 

received from HEC (including complaint forms, meeting minutes and close-out forms), 
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and monitor the Grievance Register to ensure grievances are being managed 

appropriately and in a timely fashion. They will identify any outstanding grievances and 

detail the corrective actions that have been implemented; noting the appropriateness 

and effectiveness of any corrective actions. These findings will be summarised by THL 

in their own monthly and quarterly reports to the PO and Lenders. A quarterly review 

will initially be conducted (for a minimum of 18 months) with the oversight and 

guidance of the THL Governance Lead, and with advice from the OE where needed.  

5.3 MEETINGS 

Representatives from THL, HEC and PO (at minimum, the THL Governance Lead, THL 

E&S Assistant (Social), HEC E&S Supervisor, and PO CLO - Grievances) will attend the 

weekly Project meetings held at THL’s office. GRM issues will be an item on the agenda 

for this meeting, which involves discussion of all aspects of project delivery and 

requires each organisation to report back on key issues, progress in construction, etc. 

At these meetings the following should be raised: 

• Any new Level 2 or 3 grievances received within the past week 

• Any resolutions agreed upon within the past week 

• Updates on the ongoing grievance process, including reporting back on 
timeframes (i.e. which stage the process is at, and whether response time 
targets are being met). 

• Support and agreement from managers on acceptable resolution actions 
and/or approaches to investigations or any other aspect of the GRM process 

The THL E&S Assistant (Social) can use this meeting to double-check the status of 

grievances in the Grievance Register and add any new information.  

The THL Governance Lead will host a monthly meeting, every last Thursday of the 

month, where representatives from HEC, PO and Solomon Power are invited. During 

the meeting, the participants will revise and discuss the Grievance Register, 

outstanding grievances, lessons learned, and will assess the overall performance of the 

GRM.  Following this meeting, and with the agreement of all present at the meeting, 

the THL Governance Lead will make any changes necessary to the Grievance Register. 

Changes to the GRM itself (i.e. this document) will need to be proposed to Project 

Office and the OE for review and acceptance, before they are made final.  

5.4 EXTERNAL AUDITING 

External audits of compliance with this GRM, and implementation of resolutions, will 

be conducted as follows: 
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• The OE’s Social Safeguards Specialist (off-shore) will conduct a desk-based 
audit of all GRM processes and documentation every six months for the 
duration of construction. This will be supplemented by a site visit by the OE 
Environment & Social Safeguards Lead, for each audit. 

• At the end of the construction phase, an audit will be conducted by an 
independent and certified third party auditor, experienced in the field of 
grievance redress, and with knowledge of the local social, cultural and 
political contexts. It is proposed that this audit will be funded by Lenders.  

• An independent expert (engaged by PO/MMERE and Lenders) will conduct an 
audit every six months for compliance with the LALRP (which will include 
auditing of grievances relating to land and asset ownership, CBSP, and 
compensation/resettlement arrangements) for at least the first two years of 
the Livelihoods Restoration Plan, in consultation with the OE. The 
independent expert will be supported by a financial auditor appointed by the 
SIG. A further ToR for this auditing role is contained in Appendix E of the 
LALRP.  

• The results of all external audits will be presented in a report format and 
made publicly available via the Tina Hydro website within three months of 
completion.  

5.5 PLAN TO IMPLEMENT CHANGES  

Decisions on changes to the GRM will be agreed between PO, HEC, and THL (and 

reviewed by the OE) and followed up with a clear implementation plan. The plan will 

explain in detail what is to be done, when, where, how, and by whom. The annual 

review by the THL Governance Lead will examine all changes implemented each year, 

and assess whether they were implemented effectively and successfully. 

5.6 REPORT BACK TO STAKEHOLDERS 

In the spirit of transparency and accountability, the Project will disclose information 

about the outcomes from implementation of the GRM, including the volume and 

nature of complaints, and performance against response time targets—as well as key 

conclusions from the monitoring and evaluation process. This typically includes: 

• an overview of the types of grievances raised (e.g. dust, traffic, noise), 

disaggregated by gender and location; 

• the frequency at which the grievances are raised (disaggregated by location, 

gender and type) to understand the impact and importance (and to highlight 

common / recurring themes); and 

• percentage of grievances successfully resolved or are still being managed, both 

within and outside the response time targets. 
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THL will be responsible for providing regular feedback to the community at least every 

six months to clarify expectations about what the GRM does and does not do, to 

encourage people to use it, and to gather feedback to improve it. THL will report back 

to the PAPs and other stakeholders about: 

• the GRM, and how project policies, procedures, and operations have adjusted 

as a result of grievance redress, including key lessons learned; and 

• how to make the GRM more effective. 

This information will be delivered in accordance with the SECP (P3) and in 

collaboration with other parties including HEC and PO. 
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ANNEX A – COMPLAINT FORM 

Complaint Form (English)  
PART 1 – Contact Details 

Complaint number (assigned by Project staff):  

Date:  

Recorded by: 

Complainant details: 

Name:                                               (or write ‘None’ if you 
wish to remain anonymous and do not wish to be contacted further) 

 

Gender (please circle one):   Female   /  Male  /  Other  /  I prefer not to answer 

Age:    

Category (please circle one, or provide details for ‘Other’ below): 

 

Registered for 
TRHDP 

Community 
Benefit Share 
Pilot Project 

Community 
leader  

Politician or 
public servant 

Member of 
NGO or 

community 
group (e.g. 

charity, church, 
recreational 

club) 

Local 
resident 

OTHER 
(please 
detail 

below) 

Details if ‘OTHER’ category:  

Telephone number:  

Address:  

Preferred method of contact: 

Please note:  

Information regarding ALL complaints received will only be recorded for the purposes of 
tracking and resolving complaints, and reporting on performance for the Tina River 
Hydropower Development Project.  

Individual names and contact information will never be made public. All information will be 
stored in a secure digital location with access restricted to TRHDP management personnel 
only. 

If you choose to remain anonymous, please understand that TRHDP staff will still follow up 
your complaint but may not be able to provide you with updates on how your complaint 
has been addressed. 

PART 2 - Description of grievance 
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Preferred method of communication (written/ verbal/ phone message/ meeting/ 
mediator): 

 

Date grievance received: 

Date of acknowledgement: 

Acknowledged by:  

Signatures 

Recorder (name, organisation and title):  

                                                                                                     
Claimant:  
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ANNEX B – GRIEVANCE CLOSE OUT FORM 

Grievance Close Out 

PART 3 - Resolution 

Describe the steps taken to resolve the grievance and the outcome: 
 
 
 
 
 
 
 
 
 

Department: 
Mode of communication for reply (meeting/ written/ verbal/display): 
Date closed: 

Signatures 

Complainant: 

Project representative: 

Date: 
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ANNEX C – CORRECTIVE ACTION RECORD  

Date 
Reference 

No. 

Status:  

Open/Close 

Responsible 

Officer 
Non-Compliance  Corrective Action Taken Comment 
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ANNEX D – TEMPLATES FOR GRIEVANCE ACKNOWLEDGEMENT LETTERS  

English Version 

[THL’s contact information here – E&S Assistant (Social) as contact person] 

 

[Date] 

 

[Complainant’s name or the name of the organization submitting the complaint 

if the complainant wishes to remain anonymous]  

 

[Complainant’s address or “No physical address”] 

 

Submitted ______ [in person or by mail/e-mail/telephone]  

 

Dear Mr./Mrs./Ms. [family name of complainant]: 

 

Re: Complaint regarding [describe complaint briefly]  

 

Tina Hydropower Limited acknowledges that we received your complaint 

dated __________ [date]. Our company takes community concerns seriously, 

and we thank you for submitting your complaint. We will make every effort to 

ensure that your complaint is considered quickly and fairly.  

 

The Tina River Hydropower Development Project (TRHDP) has a grievance 

mechanism process that we follow to consider and resolve complaints. 

Attached is a description of the process, so you can learn more about it. In 

accordance with our grievance mechanism procedures, we will determine 

whether your complaint is eligible for consideration via the Project’s grievance 
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resolution process and consider next steps, as relevant. We will contact you 

during this period should we need more information.   

 

You can expect to hear from us within five (5) business days from the date of 

this letter. 

Please refer to the attached grievance mechanism procedures for more 

information on what you can expect as we address your complaint, including 

timeframes, responsibilities, and your rights throughout the process. 

 

Sincerely, 

 

[Name of senior-level management representative]  

[Title] 

[Name of your company/organization] 

 

Enclosure: [Factsheet on grievance mechanism process, to be developed in 

coordination with PO, as same content will go on Tina Hydro website] 
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Solomon Islands Pijin Version 

[THL’s contact information here – E&S Assistant (Social) as contact person] 

 

[Date] 

 

[Complainant’s name or the name of the organization submitting the complaint 

if the complainant wishes to remain anonymous]  

[Complainant’s address or “No physical address”] 

 

Submitted ______ [in person or by mail / e-mail / telephone]  

  

Dear Mr./ Mrs./ Ms. [family name of complainant]: 

  

Re: Komplen folom [describe complaint briefly]  

 

Tina Hydropower Limited laek tok save noma dat mifala tekem an lukim nao 
disfala komplen leta bilong iu lo disfala dei an manis                                          
[date]. 

Kabani bilong mifala luk biki tumas lo olketa wari bilong oloketa vilij pipol bilong 
iumi so mifala laek tok tenk iu fastaem fo disfala leta bilong iu. Bae mifala trae 
an mek sua dat mifala luk save an waka kwik taem lo leta bilong iu.   

Tina River Hydropower Development Project (TRHDP) garem wanfala sistem , 
wea mifala mas waka folom taem mifala trae fo stretim olketa komplens olsem. 
Disfala sistem bilong mifala hem kam weitim disfala leta  fo iu save lukluk 
folom. 

Weitim disfala sistem bilong mifala , miafala mas luk fastaem if disfala komplen 
bilong iu hem wanfala samting wea mifala bae garem pawa fo stretim. If hem 
samting wea mifala save stretim den bae mifala stat fo waka lo hem..an bae 
mifala save kam fo askem iu samfala stori moa folom komplen bilong iu.  

Bae mifala stori kam lo iu afta 5 fala deis lo waka. 

Plis lukluk folom komplen sistem bilong mifala wea mifala putim kam weitim 
disfala leta. Diswan hem fo iu save gud moa an folom sistem ia, wea mifala 
save folom taem mifala waka weitim komplen bilong olketa pipol. Hem gud fo iu 
save tu hao iu save waka gud weitim mifala taem iumi waka lo komplen bilong 
iu. 
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Tenkiu tumas, 

 

[Name of senior-level management representative]  

[Title] 

[Name of your company/organization] 
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ANNEX E – EXAMPLE GRIEVANCE REGISTER  
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