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Definition of Terms.

Gender-Based Violence (GBV) is defined as any unlawful act perpetrated by a person against another
person because of their gender that causes sulfenng on the pant of the victim and results in, among
others, physical, psychological and emotional harm and economic deprivation. GBV is a serious,
sometimes life-threatening, human rights. health and protection issue that violates several universal
human rights. The following are forms of GBV cases that may arise from implementation of sub-
projects under GROW:

Sexual Vielence includes acts like rape/sexual assault, sexual abuse of programme participants
(beneficiaries and/or supervisors), sexual harassment, trafficking of women and girls and forced
marriage and/or prostifution occurring within a beneficiary household,

Physical Violence invoives acts such as hitting or beating (or battering, sirangling, suffocating,

throwing things at the vietim), or any physical harm of programme participants, conducted by another
beneficiary or a person in authority such as a committee member.

Economic Violeace involves acts such as withholding or denial of access to resources, denving the
beneficiary/participant independent decisions regarding benefitting from the programme and use of
resources carned, whether from the programme or from participating in savings and loans initiatives,
damaging property, and failure to comply with economic responsibilities.

Emuotional and Psychological Violence, can take the form of provocation of the
benehiciary/participant in ways that are likely to invoke an emotional reaction that can lead to other
forms of GBY (e.g., physical violence) or personal harm and includes intimidation and threats, usually
by persons in authonity andior non-participsting community members directed at
participants/beneficiaries, such as verbal abuse and psychological abuse.

Verbal Abuse, refers to the use of insulting or disrespectful language with the intention of
undermining the beneficiaries/participants, defamation, or harassment.

Psychological Abuse, can include the manipulation and isolation of the beneficiaries/participants,
setting the victim up so they are over-dependent on the abuser — such as threatening to remove the
victim from benefitting from GROW, deprivation of liberty, or denial of access to services.

Violence Against Women and Girls (VAWG) 15 any act of gender-based violence that results in, or
is likely 1o result in, physical, sexual, or psvchological harm or suffering by women or girls, including
threats of such acts, coercion, or the arbitrary deprivation of liberty, eccurring in the implementation
of GROW,

GROW ensures that women and men have equal access to and control over resources, benefits and
decision-making at all stages. It supports gender mainstreaming using approaches and tools that
encourage improved gender relations at the household level.

Wl



Foreword

The Government of Uganda received financing from the International Development Association
(IDA) of the World Bank for the implementation of the Generating Growth Opportunities and
Productivity for Women Enterpnises (GROW) Project. The Project is & nationwide initiative
implemented in 135 Districts, 11 Cities, including Kampala Capital City Authonity (KCCA), and 44
Mumnicipalities. The Project Development Objective is to increase access to entrepreneurial services
that enable female entrepreneurs to grow their businesses.

The GROW Project aims to support women entrepreneurs, enhance their productivity, and ensure they
have access to the resources necessary for their businesses 1o thrive. The key objectives of the GROW
Project include facilitating access to financial resources, training, and mentorship programs that
enhance women's entreprencurial skills and business acumen: supporting women-led enterprises to
drive local economic development and create employment opportunities; improving the livelihoods of
women and their families by promoting sustainable income-generating activities; and building the
capacity of local communities to support women's economic initiatives and foster a culture of
inclusivity and equality.

To enhance transparency, fairness, and accountability in all aspects of GROW Project implementation,
a Gnevance Redress Mechanism Handbook has been developed to establish clear pathways for
managing concerns and feedback from the stakeholders under the project. This handbook serves as
both a guide that ensures every grievance 15 addressed promptly, impartially, and with the utmost
commitment to justice and confidentiality where necessary. This document results from collaborative
efforts among experts, practitioners, and representatives of our valued stakeholders. By establishing
clear procedures for grievance redress, the GROW Project upholds the rights of women entrepreneurs
and reinforces the trust that is indispensable between the Project and its intended beneficiaries.

| extend my sincere gratitude to all who contributed their insights and expertise to the formulation of
this handbook. Your dedication is a testament to our shared vision; a vision where issues under the
GROW Project are resolved constructively, leading to an environment where every complaint or
concern is transformed into an opportunity for learning and systemic improvement of the Project
implementation. As you engage with this handbook, | encourage each beneficiary, siakeholder, and
partner to actively participate in this grievance redress process. Together, we will foster a culture of
continuous improvement, ensuring that our strategies remain responsive to emerging challenges and
that our commitment to achieving the Project Development Ohjective. Together, let us move forward
united, building a legacy of empowerment, innovation, and equitable growth for all women
entreprencurs,

For God and My Country.

¥ }’P\"I‘mt:. WO
Amongi Betty Ongom (MP)
Minister of Gender, Labour and Social Development

-
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Preface

The Government of Uganda received financing from the International Development Association of
the World Bank towards the implementation of the Generating Growth Opportunities and Productivity
for Women Enterprises (GROW) Project. The Project Development Ohjective is to increase aceess o
entréprencurial services that enable female entrepreneurs to grow their enterprises. GROW Project is
a natliwonwide project that is implemented in 135 Districts, 11 Cities, including Kampala Capital City
Authonity(KCCA) and 44 Municipalities and 15 therefore implemented under the Local Governments
(as amended) Act, 20135,

Given its nationwide scope, the project is receiving varied feedback from the commumity. It is,
however, the responsibility of the project to handle and manage the feedback received to ensure the
satistaction of the complainants. Therefore, the Ministry has developed a Grievance Redress
Mechanism {GRM) handbook to ofter a transparent strocture for reporting and managing grievances.
The GRM Handbook provides a structured approach to addressing grievances and ensuring that the
vaices of all stakeholders, including the Vulnerable and Marginalised Groups, are heard and respected.
This mechanism not only enhances project accountability but also strengthens community trust and
collaboration, which are essential for the success and sustainability of the GROW Project. This
handbook has been developed through extensive consultations with community members, government
agencies, development partners, and other stakeholders. Their valuable insights and contributions have
shaped a robust and comprehensive grievance redress framework that 15 sensitive and responsive 10
the neads and contexis of women entreprencurs,

This handbook outlines the principles, procedures, and responsibilities associated with the GRM,
ensuring that all parties understand their roles and the steps involved in the grievance redress process,
It i1s designed to be a comprehensive guide, providing clear and accessible information to all members
of the community. As we implement the GROW Project, | urge all stakeholders to utilise this
Gmevance Redress Mechanism to ensure that the project remains responsive to the needs and
aspirations of the communities we serve.

| extend my gratitude to all those who have contributed to the development of this handbook. Your
dedication and collaborative spirit have been instrumental in creating & resource that upholds the

highest standards of accountability and inclusivity within the Project.

For God and My Country

=

Permanent Secretary, Ministry of Gender, Labour and Social Development,
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1.1. Project Background

Generating Growth Opportunities & Produetivity for Women Enterprises (GROW) Project is a
Government of Uganda project funded by the World Bank through a grant of USD 217 Million. The
Project Development Objective is “te increase access to entrepreneurial services that enable female
enfrepreneurs io grow their enterprises in targered locations, including in host and refugee districes ”

The project has four components, namely:

Component 1: Support for Women Empowerment and Enterprise Development Services. This
component has 3 subcomponents. Subcomponent 1A: Supporting creation and strengthening of
women platforms, community mobilisation and mindset change, Subcomponent 1 B: Support for core
business development for micro and small enterprises, Subcomponent 1C: Support for trade/zector
specific skills. Subcomponent 1D: Women's entrepreneurship work placement program.

Component 2: Access o Finance for Women Entreprencurs. This component has 3 subcomponents
namely, Subcomponent 2A: Grant support for micro-enterprises through business competition, Sub-
component 2B: Facilitating access to performance grants for Women entreprencurs, Subcomponent
2C: Sustainable and affordable loan products and processes for women entreprencurs.

Component 3: Enabling Infrastructure and Facilities for Women Enterprise Growth and Transition,
This component has 2 subcomponents namely, Subcomponent 3A: Multi-purpose service and
production facilities to boost women's enterprise productivity, and Sub-component 3B: Enabling
access to gender-inclusive workplace infrastructure.

Component 4: Program management support, policy inmovation and evidence generation. This
component has 2 subcomponents namely, Subcomponent 4A: Project management support for high-
gquality implementation, Subcomponent 48: Policy innovation and evidence generation. The MGLSD
is the overall coordinating ministry for the project in addition to being responsible for the
implementation of subcomponents 1A, 1B, ID, 2D, 3A, 3B, 4A and 4B. The Private Sector
Foundation Uganda (PSFU) is the implementing entity and will be responsible for implementing
subcomnponents  1C, 2B, 2C and part of 4A.

1.2. The GROW GRM!

The Project anticipates numerous grievances® for the different stakeholders and therefore needs to
setup & standardized procedure for receiving, assessing, and addressing gnevances. The main purpose
of the GROW-GRM is to enhance project ethiciency through a clear and transparent means of
receiving, documenting and resolving complaints as well as providing feedback for reference and
planning for improvement of the project.

Through the GROW-GRM, the project also creates awareness among beneficiary communities as a
means of stakeholder engagement. The GRM framework also ensures that project-related complaints

! This GAM Handbooak i3 despned to compbement, not replace, other project documents, including the Froject
Cperational Manual, companent operational notes, and related manuals
' A grievance is a complaint, 3 concern, problem, disputes of laim (perceived or actuall of unfairness or dissatisfaction
that an individual, community or growp seeks the project, contractars'fservice providerss or project stakeholders to
address at any time of the project implementation until ona year after a sub-project or project closure

1



are resolved within a stipulated time frame, which is critical in managing social tension. The procedure
outlines the method and/or process of submussion, documentation, assessment, and resolution or
redress of a grievance/complaint/issue/concern in a fair, just, reliable, prompt, transparent, and
effective manner.

1.3.

Guiding Principles for the GROW-GRM Design

The design of GROW-GRM is guided by the following principles:

Legitimate: The mechanism must have clear, transparent, and independent governance
structeres 1o prevent bias or interference, ensunng fair conduct for all parties. It should be
context-specific, trusted, and recognized by the community, and must include the
participation of all key stakeholders,

Accessible: Information about the mechanism should be widely publicized, providing
multiple channels for submitting grievances, particularly for project-affected people,
including specific groups such as children, women, and wvulnergble and marginalized
communities. Accessibility should consider languape, literacy, awareness, financial
constraints, distance, and protection against reprisal.

Responsive, Effective, and Efficient: The mechamsm should provide a clear and known
procedure with time frames for each stage, clanty on the types of processes and outcomes it
can and cannot offer, and means of monitonng the implementation of any outcome.
Equitable: The mechanism must ensure that stakeholders have reasonable access to the
necessary information, advice, and expertise to engage in the process on fair and equitable
terms.

Transparent: The mechanism should provide sufficient transparency of processes and
outeomes to meet public interest concerns, with a presumption of transparency wherever
possible.

Harmonization: The mechanism should foster good collaboration and synergy within the
project activities and with external stakeholders who run similar projects.

Engagement and Dialogne: For an operational-level gnevance mechanism. enpaging
regularly with affected stakeholder groups on the GEM's design and performance can
ensure it meets their needs, 15 utilized in practice, and there is a shared interest in its success.
Dhalogue should be embraced as one of the best means of addressing and resolving
Erievances.

Continuous Learning: The mechanism should identify lessons for improvement and
prevention of future grievances and harms. Regular analysis of the frequency, patterns, and
causes of grievances, strategies and processes used for resolution, and effectiveness should
be provided to enable structures overseeing the GRM to improve performance and prevent
future harm.

Process Simplicity: The submission of grievances and suggestions should be simplified o
encourage aggneved/dissatisfied parties to share their prievances and trust the GRM
structures in place,

Objective, Fair, and Independent; The GRM should egually consider all grievances,
irrespective of their nature, size, and complexity, without biases or prejudices.



* Confidentiality and Responsiveness: Confidentiality 15 integral to faimess. The identity
and personal details of complamants should be disclosed only to those invelved in the
resolution of the grievance,

* Linkage and Direct Referral: For sensitive and umigue cases of discrimination and
exclusion, direct referral to Home-SRED Consulting should be established.

*» Upholds the Survivor-Centered Approach (SCA): Survivors of Gender-Based Viclence
(GBVY), including Sexual Exploitation and Abuse (SEA), Sexual Harassment (SH) and
Sexual violence against children (8VAC), should be supported to access the Minimum
Package of Services (MPS) delivered by the principles of the SCA.

1.4. Ohbjectives of the GRM
The following arc the specific objectives of GROW-GRM:

® Provide accessible, fair, prompt, transparent and accountable documented process for handling
Erievances

® To actively engage stakecholders, including vulnersble and marginalised groups in the
grievance redress process

® To ensure compliance with the national and international standards.
® To use feedback to make continuous tmprovement to project implementation.
¢ To continoously monitor and evaluate the effectiveness of the GRM

1.5. Justification for a Robust GROW-GRM

In the absence of a formal Gnevance Redress Mechanism (GRM), stakeholder concerns and
complaints may remain unresolved, leading to pervasive dissatisfaction and frustration. This shortfall
not only erodes trust and undermines the credibility of the project, but also creates a perception that
the project is indifferent to the needs of those it impacts. Unresolved grievances can escalate into
significant social tensions and conflicts within the community, disrupting project activities and
weakening social cohesion. In extreme cases, such escalation may even manifest as hostility or

violence, resulting in wasted time and resources, derailment of project benefits, and potential cost
OVErTUNS.

Moreover, failure to address grievances can expose the project to legal challenges and regulatory non-
compliance, particularly problematic for initiatives funded by institations such as the World Bank. The
ripple effects of unresolved issues can lead to stakeholders withdrawing their support or actively
resisting the project. This disengagement not only delays implementation but also drives up costs and
diminishes the overall financial performance of the project. Ultimately, not having a robust GEM in
place can severely compromise the efficiency, sustainability, and success of a project. Establishing a
comprehensive GRM is essential to ensuring that all stakeholder concerns are addressed promptly and
equitably. A well-implemented GRM not only builds trust and enhances credibility but also fosters a
cooperative environment that is vital for the project’s long-tenm success.

Despite rigorous planning and execution, even the well-conceived projects can inadveriently have
adverse impacts on individuals, groups, or the environment. Recognizing this, GROW-GRM has bheen
established as & proactive mechanism designed to facilitate the early detection, thorough assessment,



precise documentation, and prompi resolution of grievances that may emerge both during and afier
project implementation.

The GROW-GRM provides a fair, legitimate, reliable, and cost-effective redress procedure to enable
aggrieved /dissatisfied parties to present their grievances and achieve satisfactory resolutions/redress.
This mechanism is crucial for promoting transparency and accountability for World Bank funded
projects mcluding the GROW project. Having a robust GROW-GRM in place ensures proper handling
of project-related grievances, thereby enhancing the overall integrity and effectiveness of the project,

1.6. Preparation of the GROW GRM Handbook

The development of the GROW GRM Handbook was anchored in a participatory spproach that
emphasised inclusivity and collaboration. This process entailed a systematic review of pertinent
literature including the Prelinvinary Grievance Redress Mechanism Handbook, the GROW Project
documents, the GROW Environmental and Social Management Framework (ESMF), the GROW
Vulnerable and Marginalised Groups Framework (VMGF), the Resettlement Process Framework
{(RPF), and Stakeholder Engagement Plan (SEP) coupled with extensive consultations with
stakeholders such as Ministry of Finance Planning and Economic Development (MoFPED), District
Local Govermnments (DLGs), and various other Departments and Agencies.

1.6.1. Potential Users of the GRM Handbook

The potential users of this GRM Handbook include; (1) GROW Project Beneficiaries; (i) Contractors;
(i) District and Lower Local Govemments; (iv) Project Implementation Unit; (v) Partneting
Ministries, Depariments and Agencies; (v) Consultants; (vi) Service Providers; (vii) Project related
workers and; (viii) General Fublic.

1.7. Policy and Legal Reguirements

The establishment of the GROW-GRM is hinged on several policy and legal instruments from both
the Government of Uganda and the World Bank. Some of the instruments include, end are not limited

[y

SN [ltem Deseription
f Internations] ® Iniernational Covenant on Civil and Politcal Rights of 1966
instruments

* Conventionagainst Torure  and CHher Forms of Cruel, Inhuman or Degrading
Treatment or Punishmer 1984 (CATY)

#* Convenbon for the Elimination of Discriminetion Against Women ({CEDAW

& Convention oa the Rights of a Chald
2 (World E:l;]l-'lgl: GRM is struchored o comply with the Werld Bank's Environmend ond Social Smﬂdm-dkj

Frvironment 25). which p.l!'l:l'-'i.d.‘: A mbust framework for rrpuna.gjng environmenin] and socinl ris

Social throughout the project lifecysle. In pariscular, the GRM places a specific emphasis on ES82]
Framewirk {Labour and Working Conditons), ESST (Indipznous Peoples), and ESSI0 (Stakeholde
S tandards Engapement and Intormation Disclosure ) ta ensure that these critical dimensions are rgorousksd

nddreszed during project implementation.

3 [nstitwtionnd [The GRM s fully integrated within the existing instinutional framework of the Ministry of]
Framework firender. Labour, and Social Development (MGLSDY 10 ensure stringent oversight
aceountability. This integration extends o ancillary Frameworks, such as the Social, Safety, an
Health Safeguards Implementation CGlusdelines for Local Governments (2020, among others




LI‘!::rEh}' credling # compréhensive jpovernance structure that supports effective grievance

nogement ot all kevels

i Maticmil ® The Conintation of the Republic of Uganda provides Far the bill of rights under Chaper
Legislation Four. Chapter four embodies the rights that sre to be respected by all sushorities, the state]

nnd individuals, It stipulates that no person shall be discriminated against on the basis of
gender and that all persons shall be protected against any form of viclence and that the
project to be implemented without endangesing human health and the environmemnt
® o alignment with Uganda's national labour lavws, the GRM ensures that any grievance
related to Iabour mssues are managed m sincl accordance with legal standards. Thi
compliance satepeards employes nights, ensures fair dispute resolution, asd reinforces the
project's commitment (o mainizining best practices in labour management
®  Children Act Cap 59
#  Domestic Wielenee Act 2010
¢ [Mational Policies | Mational Gender Policy 2007
® Nationnl Policy on Elimmation of Gender Based Violence, 2016
# The National Orphans and ather Yulnerable Children®s Policy 2004
6 Manomsl Siralegyl e National Plan of Action for Sexusl and Gender Based Violence and Violence Against
Chaldren 20192030

7 AL LRSS i{The Act operationalizes Article 41 of Uganda’s Constiniion, gramling every citizen the right 1o
Information Act pocess information held by pubhic bodies. This legal right empowers project beneficiarizs—
M5 copecially women ond mosginalized growps, to demand transparency in project decisions)

resources allocation, and grievance outcomes.

i Whistle BlowersThe Act ensures that individuals who report misconduct such as fraud, harassment, on
rrotection  Actexclusion—are protecied from victimization, disoiissal, or legal sction, This encourages safe
20N fearless repoming, especially from wornen snd marginalized grosps who may otheraise remai

fsilent due fo Fear of backlash.

o Inspectorate  ofThe Act empowers the Inspectorate of Government (IG) to imvestigate corruption, abuse of
Ciovermment Actyoffice, and mal administration m public mstitutions.

2021 This provides a formal channel for escaliting serious grievances especially those involving
_Eisusr. of project fumds or usethical condioct by implementing partners.
1 (Ant-Comruption [The Act enmmalizes & wide range of comupt practices meluding bribery, abuse of office,
Aot 2009 mfluencs peddling, nepotism, fraudulent accounting, and causing finoncial loss. El:un'q:'lai.ntal
E:'mhing misuse of project funds, favoritism in beneficiary selection. or uncthical conduct by
implementing partners fall squarely within this legal framework. The Act empowers police,
Inspeciomte of Government officers, and prosecutons. to ivestigate and prosecute commption.
Serious prievances received through the GEM can be escalpied o these authorities, snsuring|
legal follow-through and deterrence

11 Emplovment Act{This Act g,m:rr:s.i}miiwdua-’l emploviment refationships and sets minimum standards for labor
Z006 & Labounconditions, Ies relevance fo the GEM mcludes: Provides statory rights around wapes, working|
LHsputes bours, leave, termination, and protection froom discrimination or haressment; GEM can reference
{Arhitration  an s provisions when resolving complaints from project workers or contractars; Prohibits
Settlenpent ) Act sexual harassrment and discrimination in emploviment [Sections 6—T): Roguires wrilten contracta,
ELER lear erms of service, and pay statements (Sections 23, 39-61% GRM can verify claims usi

documents, ensunng. evidence-based resolution. This Act provides mechanisms fo
solving industrial and employment disputes through arbitration and the Industrial Court,
12 fecupatonal HA provides enforceable standards for workplace safety, health, and welfare, The GRM can
Safety & Henlthjuse these provisions o Validote grievances relaied to unsafe working conditions, lack of]
At 2006 olective gear, or exposure 10 hozardons substances; Ensure accountability for employers and)
contractoss who fail to meer safery obliganodns,




The Act protects workers” rights to report unsafe conditions without fear of retahanon: Section
16-3K; Workers can report dangerous suwations and are legally protected from penaltics when

doing so; This alipges with World Bank ES52 and ESS14, which require GRMs to be accessible )
confidential, and non-retalintory.

13 |Persoms withiThe Act affirms the nghts of persons with disabilities to paricipate egualiv in social, economic,
Disabilities A political life. The Act mandates scceasible buildings. communication formats, and assistivel
YN echnologies (eg., bralle, sign language, large prmt; It prohibits discrimination in employment,|

ation, and service delivery; The Act re-establishes the Natronal Council for Persons with
isglvilities (NCPLTH and promotes local gevermment councils for PWEs, The Act aligns with
e UM Convention on the Righis of Persons with Disabilities (CRPDY), whach informs World
ank ES510 on stakeholder engagement and ES52 on labor and workimg conditions
14 [Refiugees A Refugees Act, 2004 is deeply relevant fo the Grievance Redress Meéchamsm {IGR,E-‘[] af the
20106 ﬁﬂ".‘." Project Uganda, especially given the project’s inclusive mandate and its implementation
fin refupes-hosting districts. This Act provides the legal framework for protecting refugee right
d enguring their equitable access w services, which directly informe bow grevances fro
fugee beneficianes should be handled. The Act affinms refugess” nghts to; Freedom o
ment within Uganda; Access to emplovment, education, ond health services; Protectio
discrimination and arbitrary detention. For GROW's GRM, this means: Befupees must b
Iz to subamit grievances frecly, without fear of reprisel or exclusion; Complaints about densal
“services, discrimination, or exploitation must be addressed m lme with these nights.
Act provides a legal framewosrk for safeguseding peraonal daes. which 1w essential fivg
ibding trust, ensuring complionce with Workd Bank safeguards, and protecting the dignity of
neficiaries. The Act applies to any entity that collects, processes, holds, or uses personal
in Uganda incleding development projects like GROW
BM Implications: All grievance records, beneficiany dedails. and incident reporis misst
led in lise with the Act’s principles of lawfulness, faimess, and wransparency: Unaumm'izedé
sharmg or misuse of personal data (e.g. names. contact infie, gender, disability status) could lead
to Jegal linbility under Sections 35-38, The Act requires informed consent before collecting
personal data and mandaces that data be wsed only tor the purpose for which it was collected |
cial prowisions exist for children's data and sensitive personal data, including heak
hreaty, amd desability states, The Act oasdates techmeal and orgamestional meassures 1
eeure personal doin ond requires nobfication m case of breaches, The Act gives individuals th
right 10 lodze complaints aboot datn misuse ard seek compensation for violations
16 |[GROW Projec{The GRM adheres rigarously o the policies detailed in the GROW Project”s Operations Manual
F‘a]jn:,l:s: Environment and Social Framework, Environment and Social Commitment Plan, Stakeholden
Enpagement Plan, Resettlement Process Framework, and Labour Mapagement Plan, Thig
st nod aaly reinforces congistency in project execution but ales ensures that all greevance
gement procedures meet the established operatiomal and strategic standards set forth by they

raject.

15 Tiata  Prolects
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L.1. Grievance Categories

Project Affected Persons can report grievances related to people or the envirenment before, during,
or after the implementation of activities. The expected gnevances, complaints, issues, and concerns
are categorized as follows, This list is not exhaustive, and additional grievances may anse as the
project progresses. Examples are provided for each category.

2.1.1. General Complaints

&  Environmental concerns

® Non-inclusion on the WEPs



& Data Privacy Breaches

e Exclusion from project opportunities

s Delaved disbursement of grant and loan funds

o Charging of illegal fees to access services

s Poor workang conditions for site workers

o Delayed payment of service providers

® Delaved payment of site workers™ wapes

* Delayed or failed to pay for services and goods sourced from community-based members.
* (General Misconduct

® Damage and effect on community assets/resources

& (ithers as applicable in a specific location

2.1.2. Access te Finance
o Grant or loan not selected for funding
® Cancellation of approved grants of loans
¢ Bank charges by the banks

& Applicants not selected for skilling or traiming.

2.1.3. Fraud and Corruption
o Charging mformal fees
e Extortion
s Nepotism
® Bribery
& [nfluence peddling
¢ Procurement
&  Provision of incomect information by benefictanes

o Others as applicable in a specific location

2.1.4. SEAH/GBV/VAC
o (ender Based Violence (Economie, Physical, Psychological, Emotional and Sexual)
® Sexual Exploitation, Abuse and Harassment

® [Domestic violence

* Violence Against Children (MNeglect, sexual, bullving, psychological aggression, corporal
punmishment, child labour, assault, demal of child development services such as education) ete.

2.1.5, Diserimination and Exclusion

& Discrimination of vulnerable marginalized and disadvantaged groups such as Ethnie minorities,
PWDs, Elderly, People living with HIV /AIDS etc.
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e Exclusion of vulncrable marginalized and disadvantaged groups such as Ethnic minorities,
PWDs, Elderly, People living with HIV/ AIDS etc.

2.1.6. Incidents and Accidents

® Social Incidents such as displacement, zbuse of vulnerable groups, destruction of cultural
resources, violence of any form, Mistreatment, Social Conflicts, Workers Protests, Human
Trafficking, Child Labhour etc.

® Environment incidents such as Pollution or contamination resulting from project activities,
damage to local ecosystems and improper waste management, improper use of chemicals,
spillages etc.
& Occupational health and safety incidents such ag injunies, breakout of communicable diseases,
assault, forced labour, criminal activities, fatalities etc.
1.1.7. ¥Violation of Human Rights

Violation of human rights -Inhumane treatment of any person based on their participation in the project

= Abusive treatment of GROW beneficiaries by a PIU Staff, field worker, service provide or any
other stakeholder duning project activities

o Llse of offensive and derogatory language
* Threatening of beneficianes
# Land disputes

3.1. Arrangement / Sequencing / Serializing Grievances

CGiaven the nationwide implementation of the GROW Project, the diverse range of stakeholders, and
the numerous project activities, the project GRM 1= anticipated to receive and manage a wide array of
complaints, 1ssues, and concerns from vanous dissatisfied parties. To prevent losing track of individual
issues and avoid errors, a standardized system and procedure for “Serializing and Coding™ has been
developed. This system ensures uniqueness and proper identification/differentiation of complaints and
guides documentation in both the Logbook and the GRM-MIS Module, It is tailored to the specific
features of the project as follows:

Key Features: For exclusivity, each grievance must bear the following:

1. Gnevance
. Level of submission (Panish=1, Sub County=2, District/City /Municipality=3 and National=4)
iii.  Distriet/City/ Municipality (Three letters: First, Middle and Last letter). If the Count is even,
pick the letter after the middle letter.
iv.  Sub-county (Three letters: First, Middle and last letter) If the Count is even, pick the letter after
the middle letter.
v.  Pansh {Three letters: First, Middle and last letter) [f the Count is even, pick the letter after the
middle letter,
vi.  Settlement (Three letters: First, Middie and last letter) If the Count 15 cven, pick the letter after
the middle letter.
vil.  Then lastly numerical, starting with 001



Table 1. Examples of GROW Implementing Districts and Proposed Codes

Sn. | District Code
| Adjumani AMI
z Arua ALLA
3 Hoima HIA
4 Isingirg GO
3 Kamwenge KEE
f Kikuube KUE
7 Kiryandongo KENO
8 Koboko KOO
9 Kyegegwa KEA
10 | Lamwo LMO
11 | Madi-Okollo MO
12 | Moyo MYO
i3 | Obonm ONI
14 | Yumbe YME

Mustratively, a grievance from Lamwo and Isingiro Distnicts, respectively, will be coded as follows;
. A gnevance from Lamwo District, Palabek Ogili Sub County, Awic Parish will be coded as
follows: G LMOYPEIATCANI.

1. Gnevances from Isingira Distnict, Kabingoe Sub County, in Kabibi Parish will be coded as:
CGUIGOREICVETLDO

3.1. Coding / Serializing by Level in the GRM Structure
The table below provides details to be followed when coding’ serializing the various levels of
grievances, pointing out the key issues at each of the leveis

Tnbde 2. Coding snill key feadiores used all varioos graevaines levoks

Level Key features, Coding/serializing.
Community GI, District, Sub County, | GL/LMO/PELAIC/D01
Parish GUIGOKIOKILO0]
Sub County G2, Distnet, Sub County | G2 LMO/PELQ01
G2IGOKIOM0T
District/city/municipality’ division (Direct | G3, District G3LMOMO0
gubmission) G IGO0
MGLSD'GROW  Safeguards  Unit /| MGLSD/GROW G0y |
Mational (Direct submission)

NB: In case of referrals from lower to upper levels, original coding/serializing will be maintained,

3.3. Conceptual Framework of the GROW Project GRM

The GROW-GRM structure is a meticulouwsly designed, multi-ticred framework aimed at ensuring

effective grievance redress at all levels of project implementation. The structure consists of the

tollowing tiers: Village (Tier 1); Parish (Tier 2); Sub-county (Tier 3); District {Tier 4); Ministry Level
4



(MGLSD & PSFU-PIUs — Tier 5). This structure is overseen and guided by the Project Technical
Committee (PTC) and the Project Steering Committee (PSC), ensuring that grievances are managed
with the highest level of oversight and accountability. Given the national scope of the project, it may
not be feasible to establish operational Grievance Redress Committees (GRCs) at the parish, village,
and sub-county levels, To address this, focal pomnt officers have been strategically appointed at the
district, city, municipality, and division levels. These officers are responsible for pathering grievances
within their jurisdictions and relaying them to the respective GRCs or higher authorities, ensuring that
no grievance is overlooked.

The project leverages existing community structures, such as local councils, to assist in the collection
and preliminary handling of grievances. This integration ensures that the GRM is deeply rooted within
the community, making it more accessible and effective for all stakeholders. At each level, an
appropriate grievance redress committee (GRC) 15 established, equipped, and trained to receive;
document; assess and resolve grievances. Depending on the nature and complexity of the grievance,
GRCs can refer or escalate issues to the relevant levels and structures, both vertically and horizontally.
This ensures that grievances are handled by the most appropriate authority, facilitating timely and
etfective resolution. The GROW-GRM structure is a robust and comprehensive mechanism designed
to address grievances effectively and efficiently. By appoeinting focal point officers, leveraging
community structures, and establishing well-equipped GRCs at various levels, the project ensures that
all grievances are heard, addressed, and resolved prompily, This structure not only enhances trust and
credibility but also contmbutes significantly to the overall success and sustainability of the project.

3.3.1. Referral Pathways

The GROW-GRM structure is desipned with both vertical and horizontal referral pathways and
collaborative linkages to existing legitimate systems and structures al variows levels. This design
allows for referral, escalation, or appeal in case of dissatisfaction with the resolution at ong level or for
grievances beyvond the junsdiction of a particular level. Key features of the framework include:

1. Referral and Escalation Mechanisms:

o  Vertical Pathways, which ¢nable grievances to be escalated from one level to a higher
level if the resolution at the initial level is unsatisfactory or if the grievance falls outside
the initial level's jurisdiction.

# Horizontal Pathways, which allow for collaboration and referral to parallel structures or
similar projects, ensuring comprehensive grievance handling.

2, Collaborative Linkages:

* The structure incorporates linkages to existing systems and structures such as local
councils and commuoamty organizations. This imtegration eénsures that grievances are
addressed using established and trusted mechanisms, enhancing the GRM's
effectiveness.

3. Types of Grievances beyond Junsdiction: The following are examples of grievances that may
requite referral or escalation due to their complexaty or severity. Sexual Exploitation, Abuse,
and Harassment (SEAH), Gender-Based Violence/'Violence Against Children (GBV/VAC);
Frand and Corruption; Fatalities and Serious [njunies; Criminal Cases; Land-related Disputes;
Discrimination and Exclusion.
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3.3.3. Appeals
Appeals in the GROW-GRM shall be of three types, namely;

3.3.3.1. Unresolved issues and grievances escalation

All grievances that remain unresolved or unsatisfactorily addressed by lower-level structures shall
be escalated for further review. Redress for every appealed case at the respective structures or
entities must be completed within 15 working days of receipt of the appeal. In cases involving
Gender-Based Violence (GBV), the standard 15-working-day timeline may be extended by up fo
an additional 15 working days (for a total of 30 working days) to ensure a thorough, sensitive, and
survivor-cenired process. Requests for an extension in GBY cases must be documented in writing,
citing the justification for the additional time and communicated promptly to the complainant,
meluding a revised expected resolution dates.

Lower-level structures shall attempt informal resolution within their mandate and where
necessary, they shall escalate unresolved grievances within 5 working days o the higher authorty.
Subsequent 1o receiving the grievances, the higher authority shall acknowledge receipt of the
appeal within 2 working days and shall oversee the investigation, interviews and ewvidence
gathering while ensuring adherence to confidentiality and survivor support protocols. Where
necessary, the GBY case manager shall coordinate with medical, legal and psychosocial support
services to monitor progress and flag any further delays, A completion report shall be drafied and
lessons leamed shared with semor management at the GROW Project office. Complainants shatl
receivie wrtten confirmation of appeal receipl; a periodic status wpdate at least every 7 working
days; final decision, rationale, and any corméctive actions implemented.

3.3.3.2. Appeal to the World Bank Redress Service

Further escalation shall made to the World Bank Redress Service where the affected persons feel
that they have already tried and exhausted the project-level gnevance mechanism but have failed
to pet satisfactory redress. The appeal to the World Bank Redress shall be made dunng the
implementation period of the GROW project or when the project has closed within the last 15
months,

Grievances submitted 1o the World Bank Redress Service shall be acknowledged within 2 business
days of receipt; preliminary review is often undertaken within 15 business days to determine
admissibility and next steps. Mediation/ follow up 15 then undertaken by the GRS and task team in
coordination with the aggrieved party to seek resolution, typically within 60 business days of
acknowledpement, though complex cases may take longer. Subsequent to the mediation, the
aggrieved party shall receive a wniten statement of outcomes and agreed actions,

MNote; The agegneved party should endeavor to file with the GRS as soon as project-level channels
stall. Early filing (ideally while the project is active) shall maximize the chance of operational
fixes,

3.3.3.3. Appeal to the World Bank inspection panel
The aggrieved party may also directly appeal to the World Bank Inspection Panel where:
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* They remain unsatisfied after engaging the project-level mechanisms and/or the GRS
{though use of GRS 15 not a legal prerequisite).

o The agprieved party seeks an independent compliance review to verify whether the Bank
has followed its policies.

= The aggrieved party seeks a formal, public process that can lead to Management Action
Plans signed off by the President.

The aggrieved party shall submit a Request for Inspection in writing to the Panel Sccretariat. The
request must be filed within gix years of the Board approval of the project (subject to limited

exceptions for newly disclosed harms). The key details of the request shall include: project name,
Board approval date, aggrieved party's contact information, description of harm, and evidence or
examples of policy non-compliance.

At the level of the inspection panel, the Secretariat shall acknowledge receipt within 10 business
days. Management shall then respond to the request Management Response Document (MRD) i
21 days (MRD). The next step shall be Panel Eligbility Determination and within 20 business
days of receiving the MRD, the Pancl shall decide whether to repister the case for a full
investigation. Where the case 15 registered, the Panel has up to 6 months to complete its compliance
review {extensions possible). Following an investigation, Management prepares an Action Plan to
address findings publicly disclosed upon President’s approval,

Note: The aggnieved party shall prepare their request thoroughly and submit well before the six-
yedr cutoff. If the grievance to be reported is still within 15 months of project closure, it"s often
faster to first try the GRS for operational remedies, then escalate to the TP if necessary.

34. Composition and Roles of the GRCs at Variouns Levels

The composition of GRCs at the various levels of the structure and their respective roles will be
as detailed in the table below.

Tier GROC Compasition Ribes wnd Responsibilities
Tier | Willags LC1 Execiive A per Uhe generle soles below
Tier 2 Parish"Ward Pariely Chict; LC1L CF Az per the generic roles below
Tier 3 Sub SASTC, CDCO; Extension | As per the peneric sobes below
countyTown | Officer; Secretary  Social
CouncilMc Bervices
Service FFPs anad Existing | As per the genenc rodes below
Mrowiders ond | Commitiees
MFls
Rafuges Asmatant Settlement | As per the genena redes helow
Settlemient Commarddant, Commeanity
Serwices OMcer; BWCA
i, MGONCRO
TepresEnEative
Tier 4 risarica iy CAD-TCHC AL s As per he Een.eric rivles hedow
Mumnicipality’ representative; DCDRD; 3 | Underzake capaciiy I}Iuﬂd'ing ot the GRS wiihin the [:Ii.sl:ﬁc.r.l'f_?ipr.'
Divigicm Wiamen Ertrepremedrs; | Heoeive, Clean, anabyns gnd compile reparts Fromm all Tower-leved
Commsercial OHficer; | GRCs
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GRC Compaosithon Raoles and Respomsibilities

Planper;  Labooer  Officer; | Upbaod grievance manngement infoe ino che MIS
Hezlth Oficer; | Monior and supervise Lower level GRCe
Enwviranment Officer

T 5

MOLSDx Socizl Drevelopment | As per the genenic robes below

Specialis Development of the GRM Sysiem and 815 module

Develapment of sinndards and puidelines

Flan and participate in capacity building of all lower-level GRCs
Reveive, Clean, anabyye and compile reports from implementing

disiracts
Mondoring and eviluating GEM systemns and r:.g!:u:u:l:ivo: GRCE in
distracis,
PEFU Bl Dwvelopmient | Az per the generss roles helow
Spociolis;  Cliest Can | Developrment of the GRM System and MIE module
Orficer Devedopmnt of sasdards and guidelines

Flan and pasticipaie in capacily building of ol lower-level GRC
Recesve, Clean, nnalyze and compile reports from implementing
districk

Monitonng and evalunting GRM syspems and rospective GRCs i
districts

FIT PC GrROW; 5048; | Technical Crversiphit

Compomend specialists | Linkage to retevant regulatory bodies whenever desmed necessary
(conpbed whiene necessary)

PTC & PRC Chverall oversight
Pilicy paidance

Table 1. Propesed Cempositlen and roles of tee CROs 8 varlous tiers

3.4.1. Roles of GRCs at Various Levels

i,

1,

Vii.

Record grievances and concerns meticulously in a log book or upload them into the
Management Information System {MI5) for tracking and monitoring,

Thoroughly assess, verify, and investigate grievances to gather factual information for
objective resolution.

Consult or co-opt any relevant parties deemed necessary for resolving the respective
grievances cffectivel v,

Resolve prevances in a standardized manner and provide timely feedback to the
complainant and other relevant parties.

Refer or escalate complaints/issues beyond respective jurisdiction or in case of
dissatisfaction promptly to higher authorities.

Actively participate in awareness creation activities for the GRM to ensure stakeholders
are informed about the mechanism.

Maintain proper and organized records of all gnevance management information for
transparency and accountability.
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vill.  Compile and submit periodic reports in accordance with the established reporting
arrangements.

ix,  Seek support and guidance from higher authorities whenever necessary 1o ensure effective

ETIEVANCE Management.
x.  Participate in GEM trainings conducted by the Project Implementation Team (PIT) to stay
updated and improve skills.

3.5. Operationalization of the Referral System

The Project GRM referral systems will be activated and operate scenarios and categories of
grievances/concerns including (i}Grievance due to nature and type bevond the jurisdiction of
respective GRCs; (ii)Grievance deemed resolved, but the complainant is dissatisfied and requests
for escalation and; (it)Grievances that are unique and sensitive especially those in relation to
dhscnmination and exclusion of vulnerable and marginalized groups shall be handled by a
specialized designated resolution party/ Third Party Monitonng Party (SREO Consulting) on
hothne 0800333125, Referral pathways 1o legitimate and mandated entities and offices will
operationalize the referral systems and processes vertically and honzontally depending on the
nature'type of issue/grievance and tier. Possible referral centres deemed legitimate include: LC
Oiffices, Justice and Law Order Sector (JLOS) Institutions including Police, Administrative Office
(CAO), Relevant LG Departments such as the Labour Office and Probation Officers, government
regulatory bodies, Uganda Human Rights Commuission (UHRC), Equal Opportunities Commission
(EOC), State House Am Corruption Unit (SHACU), Health facilities for GBVY response, National
Union for Disabled Persons of Uganda.

As part of the GROW Project, the World Bank has engaged SREO Consulting to manage inclusion
and non-discrimination grievances arising in the wake of the Anti-Homosexuality Act. SREO"s
mandate under this assignment includes: strengthening the GRM; review and enhance the project’s
existing Grievance Redress Mechanism; ensure all processes explicitly address inclusion and non-
discrimination; outreach and sensitization; design and roll out community-level campaigns on
rights and redress pathways; engage vulnerable and marginalized groups to build trust in the GRM;
capacity strengthening & technical support; provide tailored training for Project Implementation
Linits (PIUs) on inclusive practices; develop toolkits, standard operating procedures, and job aids
for fromtline staff, Monitoring & Evaluation; establish indicators and data-collection systems to
track grievance trends, resolution timeliness, and beneficiary satisfaction and penerate periodic
reports with actionable recommendations for continuous improvement. Through these activities,
SREO Consulting will help ensure the GROW Project’s grievance system is accessible,
responsive, and aligned with intermational best practices on inclusion and non-discrimination.
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The table below provides illustrative examples of issues/grievances for referral and coresponding
appropriate referral centers.

Tabile 3. Catsgaries of prisvamces and rorvesponding refeernl entiilie

Izsmefcomplaint Passibie refereal conter

Criminal issuwes Polics

Fraud and Cormuption Inspecticate of Ciovernment (1) and State Heuse Antl-Commaption Linit

CGBY Y ACSEAH JLOE Institutions inchsding Police-CEPL; Office of the GROW Focnl
point otficers; Disirict Gender Officer; Mapped! Designated  GRV
Service providers

General isswes (Not resolved 1o the satisfaction of | Upper Tier GRLs; LCé (Host Communities); Refugee Welfare

complainanes) Committess (RWCs)

Non-adherence o naticnal standirds and regubstiors | Mandated MDAs; Respective Regulatory Bodies

MMsemimination and Exclusson of the Valnerahle ard SREO-Consulting

Margmalized Groups

d.6. Grievance Management Process

The grievance resolution process under GROW is simple and inclusive, ensuring accessibility for
all categories of aggrieved dissatisfied parties. The process comprises four major stages, with an
expected standard resolution period of no more than 15 days. However for complex cases including
but not limited to GBV and Fraud, the resolution period may be extended beyond the 15 days. The
phases are as outlined below, namely:

® Phase 1: Submission of Grievance

& Phase 2: Receipt/Registration/Documentation

o Phase 3: Assessment’ Fact Finding/Verification (Investigation)
® Phase 4: Resolution and Feedback

The figure below provides an illustration of the above highlighted 4 phases,

Grievance redress process Evpected duration {time frame )t be 15 warking days' masimum

'- aﬁ

Figuire 1. Plinses sl mevagieg gricvances in the GROY project
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3.6.1. Detailed Description of Grievances Management Process

Table 4. Desuriptiog af the grievence managensent process wnder G ROW.

Phnse

Deseription

Phase 1:
Bubmission of Greevanoe

-

Complrints’ jsswe comeems con b dubmitied fo the secretary ar any other member of the
CPRCs atany level by individunls, groups of individisals or entities

& Complaints’ issues’ concems cen be submitied wsing the following means in pesos,
sugzestion hox, s=miil, phome call, feeling grievanoe femms or soline weheite
®  The complainant should provide persomal detpils incleding name, ape, oddress, gender,
description of the gresnee, and locagion of the grisvance
&  Cioups and other emisies provide details that inclode composition, affilistion, address,
description of the grievance and the location of the grievance
&  UOobons of anonymity is permissible
®  The wubmasion can be ta the SECTEIArY
“H_"l Il';'.eg'mmiunf ®  Complaints’ issues'concems submitted by any means must be regisesed by the secretary or
Rﬂrﬁ]}l’. | o 5 &
R any designated member of the GRC ol any level of reparting
#®  Regismafion should be dooe on & provided stosdard register | log book depoading on
accessibiliny
& The GRC upen regisimation should izsue & recdpt of sckrewledgement 1o the complainsnt
&  The regisiration sintus will be updsied as the grievance handling process progresses (6.,
punding, reschved, referred, clossd, et
#  Exch compluintissoe’ comecem will be serialized (unigue code) for ensy referencing and
trscking
& Al complains’ msues” concerns ust be subssquently uplsded recended into the M5 by
the GRC sseretaries (Social Development Specialist ot MGLSD ard PSFU, Freoal Pein
Dfficers st Local Government and Repressntatives: fir Women Affares in the Refiges
Welfare Commitces) lmplementng partners: including the Work plecement . enlities,
contraciers ind athers shall also delegate personnel within the enbny GROC to canee gricvanos
in the M5
Phase 3: ) & Allgemplainsssues'concems will be objesively ssscissd, investiganad, verified for facts o
ASEEITE Fat suppon farr resolution by the respective commitices
Finding Werification
{Investigation) #  Commitiee mambers may co-opt none members ond subjot spocialists o support the
resclution process
»  Every sitting called must satisfy the quorum (33 or 75%)
*  Dooumentation of the entire process must be ensured for referencing
®  The commuitiee may summsan the complamant, witnesses and the scouged

Note: For unique and sensitive cases in relation o diserimination, exclusion and fatality must be
referred o relevard enbties such as SREEC Corsulting, Police, 16, et

Fluase 4:
Resolution arl Fesdback

Baged on the result of the sseesmmemt, the GRC makes a final resolution
Thee rescdution masst be endorsed by all siling members

Thee GRE musr share: the resolution wilh the complaint and any other relevint pamy 1o the
complain

The complaant must be given the opiion of sppealiag in situations where they sne not satisfied
with {he resolutean

Cases heyond the junsdsction of the GRC must be esealated or referred

3.6.2. Channels for Receiving Grievances under GROW Project

Under the GROW Project, at MGLSD / PSFU PITs and across all project implementation areas,
the grievances/concerns shall be received through multiple channels as indicated in the tabular,
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Tobie &, Chianscs fof réesiving grivvances snder (e GROW Projec

&n | Grievance receipl channel Dhetail
1 | Toll-free lines 0800307777 and 0394514071
2 Emails infofmarrow. g ug | irevancesiEEow, sour & erowiEpsfi. o ug
3 | WhatsApp number PSFU 076-2304961 i
4 GROW Project Focal Point | Focal poimt officers for grievances ot Dismct, Ciry, Division and
Dificers Municipalities, also 2ecretaries o the GROs.
! Regional WhatsApp groups | Four WhatsApp groups have been established for focal point officers in
for FPOs respective regions (West, Morth, Ceniral and Easi) © ensure effecuve
eommunication among them and the stakehaldars,
3] e-grisvance registration The formn can be acoessed on the project website: hitps/s: www.rrow.go.ug,
T Telephone Grievances can also be receved through the individual phenes of GRC
Secretanes
B Physical Grievance Form and | Physical grievance registration forms are availed on the suggestion boxes
Suggestions boxes at hoth MGLED, FSFU and GROW Project Regional Offices
9 Walk-in grievance | Walk-in grievances are received, registered and resolved at project offices
registration. Client Relations Officer, locoted ot PSFU GROW Project OHfices

3.6.3. Channels for Receiving Grievances in specific Participation Financial
Institutions

Under the GROW Project, grievances and concerns at partmer Financial Institutions (Fls) will be
received through vanous channels. Each institution will offer specific methods for stakeholders to
submit their issues, ensuring accessibility and efficiency. To establish the existence of GRM

structures among the PFIs, a GRM survey was conducted, The findings of this survey are presented
in the table below.

Table & Status of CRM sreietere siosg iidividual performing Enancinl mstitatens under GROW peoject

Fariner
Insiatution

Flmaneial

Corresponding

complaints’grievances/concerns

official

EANnE ol snhmission

Finonce Trust Bank

Toll-free line 08002 320500

Social media (WhatsApp) 0751932900/070193 29401,
FB-@Finonce Trust Bank Uganda

K- financetrustug

Ped

Centenary Bank

R R

Sugpestion boxes stotioned at oll branches

In writing addressed o cither the branch manager or customer cane consulian
walk ino the Customer Consalianl Desk

Toll-free lne (ORMO2(H1555)
Szl meclin [
centenarybankibluckler);
Bank}

email; mipfEcenienacrvhelple co.ng

youtubeimCentenaryBankug; facebook;
Twitterm CentenaryBank,  Linkidin-Centenary

Equity Bank

Suggestion boxes at all branches

Walk in io center reception desks

Toll-free lape (800232700 [ Available 24 hours)

emuil: mfo@equitybank.co.ug, website: Home-Equity Bank Uganda
Socizl Media accoums

DFCU Bank

ESE NN

Walk in to the Customer Service (Micers or Maonager
Toll free Haee ORO22004141435] 000
Zocial media WhateApp sccount 3776 TAOTHD
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Walk in to branch front facing staffi Customer Service Oificers)
Suggestion boxes strategically positioned in all branches

OR Codes

Feedback books instituted across all branches

Till frea hme OX00217200

Socinl media (WhatsApp aumber +256-707993530)
Emazil;custonserservies@postbank co.ug

Social Medin, Twitter and Linkedin

LS Post Bank

S R

1.6.4. Methods of Grievance Resolution

Complaints/issues/concerns will be managed on a case-by-case basis using various appropriate
methods, including clanfication/explanation, dialopue/negotiation, arbitration, mediation and
referral fo relevant entities and offices. The elements of these methods are described in the table
below.

Table 7. Grievance resalniien methads and their respeciive clemenis

5w | Resolution Elemenis
mithad
Clariflcatian/ e e - e . . .
L | & This will primerily provide information regarding inquicies about the praject, specifically referring
o e to its clesipn festures, implementation modaliiss, processs, and procedures
s DID'FI.E'U.EI' ®  Dislogue shall aim o fcilicste open end constractive commenicstion berwem parties invodved in
BT o conflict or grievance. [t shall belp in undersanding ssch other's perspectivis and entifying
canmmen ground
®  Odediztion shall aim o resolve conflicn by involving a neutral thind party o help te conflictng
parties reach o mutually acceptnbde sabariom,
3, | Avbstrmiion e A method of rsolving disputes culside the cowts. Bt imeodves 8 neuimd thind pany, called an
arhitratar, who shall hear the evidence and arguments from bath sides and then decides.
& The pracess is privabe and less formal than count proceedings and can be milored o the poeeds of
the parties
Widiagion 1
i s A voluntary and confidential process where & neutral third party, known sz o medianor, helps
disputing parties reach & mutually seooptable agreement. Tt moy be an infoemal mesfing ainoog
the parties or @ schedoled senlement conference
®  The discussions and any information shared durng the mediation are kepi confidesial
o Mediation follows 0 stractared process, including opening statement, identification of issoes,
negatiation, and final agreement,
*  The dispute may be pending in o court or posentinlly & dispute which may be fiked in court,
® Tl gonl is io reach 2 solution that is sccepiable to both porties; rather than imposing a decision,
g, [l &  [erectmg s grievance w the appopriase sithority or entity that can address # more effectively,
This process ensures that grievances are handled by the right people with the necessary experfise
ancl resgurces. This sholl emsure that quicker resolutbon 2 reached =nd stakeholder satisfoction is
irnpriaed.
&  Referral shall be inids in any of the follvwing scemarios:
o Coses beyond (he jurisdiction of the respective QR
& Dismptefnction by the corplanani
&  Sensitive and unique (SEAH, death, ceimmal. diserimination and exclusion, erminal, e
refirrils are made o the relevant mandaned entities,
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37. Management of GBVY/SEA/SH Related Cases

This GRM Handbook has put in place procedures that should be followed when reporting,
mvestigating and resolving or referring gender-based violence or sexual abuse cases that may arise
from implementation of GROW. It is important to note that some special cases shall not be handled

by the GROW GRCs/RWCs. The committee members shall be oriented on the proper channels w
use. These special cases include the following:

Criminal cases: All recorded cases by the GRM Committee that have been examined and found to

be criminal by its nature shall be reported to Police immediately. Communities will be sensitized
on such cases and report to the police directly.

Sexual exploitation and abuse (SEA) and Gender based violence: Sexual exploitation and abuse
(SEA) and gender-based violence (GBV) cases are different from other complaints that are
normally handled by GRCs /RWCs committees. These are special cases that shall be handled ina
manner that ensures confidentiality of the information at hand. The GEM shall direct the GBV
cases to relevant stakeholders at the community or district level. Communities will be sensitized
w report any cases of GBY and child protection issues to national Uganda Child Helpline Sauti-
116 — Ministry of Gender Labour & Social Development.

Child Labour: GROW adopis zero tolerance to any form of child labour. Proper action shall be
taken to any contractor, service provider or beneficiary perpetrating this unethical conduct. The
cases will be recorded and reported to relevant authorities.

Uganda government laws, policies and strategies and other international instruments shall be
adhered to when handling cases of sexual sbuse and gender-based violence emanating from

implementation from GROW, These international instruments, laws, policies and strategies are
referred to in section .7,

3.7.1. GBY Referral pathway

Reporting sexual harassment helps put an end to offensive behavioural and encourages other
victims to speak up. The contractor should always guide and advice the community, workers and
agents to report any suspected case of GBV perpetrators of Gender based violence! sexual
harassment may be subject to disciplinary action and criminal charges. Disciplinary and criminal
procedures are independent of one another and may be undertaken simultaneously.

In a formal reporting, the following procedure will be undentaken using the report form.

Getting the details of the Victim of GBY

Documenting the details of the Case

Preparing witnesses to engage other Legal Actors like the Police

Establishing the appropriate procedure including the need o for medical examination of

the victim and the perpetuator

5. Producing a comprchensive report to enable duty bearers assess and ke appropriate

actions

Submitting the report 1o Duty Bearers like Uganda Police, State Attormeys and Courts

7. Follow up of GBY Cases and victims to ensure appropriate services arc accessed by the
Victim.

8. Inaddition to the existing GBY services providers, additional service providers identified

by CARE International will be used to offer services 1o GBY survivors.

ol st

o
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4.1 Implementation Arrangements of the Grievance Redress Mechanism.

v

<,

RN Y%

Establish, train and equip GRCs with the universal representation of Vulnerable and
Marginalised Groups such as women entrepreneurs with disabilities, women entreprencurs
among ethnic minonties, women entreprencurs with HIV/AIDS and refugee women
entreprencurs.

Strong capacily building element including medules in handling vulnerable and
Marginalised Groups

Welfare arrangements for the GRCs including allowances, transport facilities visibility
materials

Robust communication/publicity strategy for awareness creation about the GRM, which
mcludes appropriate channels for PWDs such as; Sign language interpreters, PWDs
Entities (WUDIPL), Screen readers Apps (JAWS) and Fusion *

Relevant infrastructure such as suggestion boxes should be accessible to all including
PWDs (Height of positioning).

A robust GRM-MIS module

A comprehensive M&E Framework for the GRM, learning and decision-making.

Strong technical supervision and monitoring

Proportionate budgetary allocation for GEM implementation.

Penodic auditing of the operation of the GRM

4.2. Proposed Activities

In relation to the Environment and Social Commitment Plan (ESCP) and the E&S Capacity building
plan, creating awareness about the GRM among key stakeholders of the GROW Project is essential,
These stakeholders include beneficiary women entrepreneurs, district implementation teams,
service providers, contractors, and Grievance Redress Committees (GRCs). This awareness will
foster a comprehensive understanding of the GRM's operations, including the structure,
composition, and location of GRCs, the GRM process, grievance submission methods, and referral
pathways, thereby ensunng effective utilisabon. The proposed implementable activities are listed
below.

Tabie B, Key cunmspoEnis aml meibvidies ol GRMW Ir!’:llcml:ul:l.‘li“

Sm Compoment of Awareness creation and Activities

1 Stukeholder Identification

i Awnreness Activity [: Ensure Beneficiary Women Entreprencurs urdlerstnnad ﬁ:iammnl wiilize the GRM

b Awwareness derivity 20 Train Disaricy ImpimTﬁ'E;qi-:-n Teams 1w tacilivate the GRM pracess i their jarisdiction

= Awarcres aclivity 3 Infonn Service Providers aod Contractors about their redes and respoosibilities in the GRM
framework

d Avrareress Adtivity 4 Equip Grievance Redress commiites members with knowledpe about the GRM structure,
processes, and reforal pathways
GRM Strocture and Compasition
AwarTnicss ﬁdi.".'il:j 12 Educate stakeholders an the hieerchical strucbure of the GRM., ingluding the village { Tier 1),
pansh [Tar 2}, sab-county {Tier 3], =nd disimct { Tier 4, and mmistry bevel {Tier 51,

b Aramreness Activity 2: Provide details abaws the compaosition of GRCs aresch leve! and ther specific moles

i Location of GROS

0 Awvarencss Activity |- Disseminate information about the physical and'or wirtual locstions of GRS to epsure
aecessibilicy for all stakehnlders

4 GEM Process

i Awareness Activity 12 Explain the step-hyssiep process of bow prievances ore received, documenicd, assessed, and
reso] ved
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h Aoaanenies Aciivity X Highlight the imponance of timely foedback and follow-up with complainants

Grievance EuEIIuhl Mlethods

Awareness Activity 1: Inform stakeholders about the various methods available for submitting grievanees, including
in-person submissions, online platforms, and hebplines.

s Awareness Activity 2- Emphasize he impostance of confidentiality and protection against reprisals,

i | Referral Pathways

i | Clarify the referm! and escalation patlways for grievances that require higher-levil izervention ar those that full
vutside the junsdiction of o pericalar GRC

b | Highiight the role of focal poiin officers and exfing commumity structunes i the refermal process,

By creating comprehensive awareness about the GRM among key stakeholders. the GROW
Project can ensure that the mechanism is effectively utilized, fostering transparency,
accountability, and trust. This will ultimately contribute to the suecessful implementation and
sustainability of the project. To ensure comprehensive dissemination of information to various
stakeholders under the GROW Project, effective communication and publicity will be undertaken.

4.3. Methodology for Communicating the GRM

Creating awarencss about the Grievance Redress Mechanism (GRM) among key stakeholders of
the GROW Project is vital for its success. These stekeholders include beneficiary women
entreprencurs, distnict implementation teams, service providers, contractors, and Grievance
Redress Committees (GRCs). Raising awareness will ensure a comprehensive understanding of
the GRM's operations and facilitate its effective utilisation.

Table ¥, GRM oemimanboabinn sod amaresess methods

Community Sacial medin
R Print medin Electronbc media olstTarii Fhiysical bocnfions
Durbiwra/Bassen (¢ Mewspapers (o GROW  wll-free  lines [» Faceboak e GROW uoffices
¢ Meetings *  Community URO030TTTT s WhateApp MGLSD &PSFLY
o Commanal billboards | = GROW W sbsiie: Sy b “Foual e oitincoy
ewvents o GROW RO BRI e UGROW App l Diistricy’
*  Sociol evenis lousmal ¢«  Televisian iy municipaliny
= Local Fom *  Posiors »  Bediv 1alk shows and Sdivisson offive
*  Women «  Banners habspor messagiing = Mffices of servioe
Enercprensour s Lenfletseic. |® Emailx providers &  key
Flarforms e, grbiy i el prow 2 ug stnkohndders.
*  Workshaops & [nfeEeree o e »  (Mfices  of - speesl
*  Bhon documeninrics i inleresi groups such
vilecs s NUBIPL
Eleginmic channels
conflgured  for  PWDs
ingleding Job Access With
Bpesch  (JAWSF  and
Fusicn applicion
" ERED Cansulting 1ol frec
line (HO0233125

4.3.1. Modalities of Communication

All communication under the GROW Project GRM will adhere to the communication protocol
outlined in the project’s communication strategy. This approach ensures clarity, consistency, and
efficiency in disseminating information to all stakcholders. The key components of this protocol
are as follows:
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L All relevant documents and reports regarding GRM operations will be conveyed in English
to maintain wniformity and standardization.

ii.  When necessary, franslations into key local languages in the implementation sub-regions
(Acholi, Luo, Runyakitara, Runyole, Runyoro-Rutoro, Lusoga, Lugisu, Akaramajong,
Langi, Ateso, Swahili, Alur, Luganda, Lingala and Arabic) will be provided to ensures that
all stakeholders, regardless of their language proficiency, can access and understand the
information effectively.

1. Multiple communication channels will be utilized to reach diverse stakeholder groups. This
includes primted matenials, digital platforms, community meetings, and other appropriate
means,

wv.  Information Education and Communieation (IEC) materials such as brochures, posters, and
flyers will be created and widely distributed. These materials will detail the different
grievance redress optons, submission methods, and referral pathways,

v.  Stakeholder Training and Awareness will be undertaken through Training to familiarize
stakeholders with the communication protocol end the GRM processes. Additionally,
publicity campaigns will be launched to raise awareness about the GRM, ensuring that all
stakeholders are informed about how to access and use the mechanism.

vi, Feedback Mechanisms /channels for two-way communication will be established allowing
stakeholders to provide feedback, ask questions, and seek clarification. Additionally,
Regular updates will be provided to keep stakeholders informed about GRM operations
and any changes to the communication protocol.

By adhering to this comprehensive communication protocol, the GROW Project ensures that all
stakeholders are well-informed and engaged, fostering trust, transparency, and effective grievance
redress.

5.1. Design of the GROW-MIS Maoadule

The GROW Project's Grievance Redress Mechanism (GRM) will be bolstered by a purpose-
designed GRM-MIS (Management Information Systemn) module that meets both functional and
techmical specifications. The primary aim of the GRM-MIS module is to enhance the efficiency
and effectiveness of the GRM by provading a cleer, transparent, and credible process for receiving,
documenting, and resolving grievances. Key Objectives of the GRM-MIS Module include

i.  Facilitate efficiency and effectiveness in management of grievances through streamlining
the process of grievance redress to ensure timely and efficient handling of grievances, The
system shall ensure that grievances are systematically tracked and managed.

ii. Provide a transpareni process for stakeholders to submit grievances and track their
PrOEress.

iii.  To collect and analyze data related to grievances to identify trends, recurring issues, and
arcas for improvement and Lse the data for reference and planning to enhance the project's
operations and preempt potential 185ues.

5.1. Proposed Design, Functional Specifications, and Technical
Requirements:
i.  The module on GRM will integrated within the GROW-MIS and will be built on a robust,
scalable architecture to handle a large volume of data and users. Integration will be made
with existing project manegement svstems (o ensure seamless data flow and coordination.
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1id,

Functional Specifications will inclode grievance data analytics like flow charts and data
flow diagrams that align with the GROW GRM MIS. These will form the main input to
the database and workflow logic; an intuitive user interface for stakeholders to easily
submit grievances, check status updates, and receive feedback and; efficient data
management protocols to ensure accurate and secure storage of grievance-related
information.

Technical Requirements will include Integration with a reliable database system to store
and manage all grievance data; robust security measures to protect sensitive information
and ensure data privacy and; advanced reporting tools to generate comprehensive reports
and analytics for decision-making and planning.

5.1.1. Grievance Module Technological Conceptual Framework

The system module will be web-based and installed at a central point at MGLSD-GROW. Tt will
be accessible at the national, district, city, municipality, and division levels. Being web-based, the
data and information in the system will automatically synchronize whenever there is an update

from any reporting level of the GRM, ensunng scamless and up-to-date information flow across
all levels.

5.2.2. Access Levels and Permissions

The GROW Project’s GRM module will be centrally hosted at the ministry and accessed over the
weh to ensure centralized control and efficiency. Below are the key aspects of the access protocol
and the overall system architecture:

ii.

it

iv.

The system will be hosted centrally at the ministry, ensuring streamlined management and
data security. Centralized hosting will allow for efficient maintenance, updates, and control
over the GRM-MIS.

GROW focal point officers at various levels, including district, city, municipality, and
division, will be granted access to the MIS. These officers will be responsible for capturing
and entering information into the system, ensuring real-time data entry and management.
The system administrator at the national level will create accounts and provide aceess to
relevant national-level users and officers from MGLSD, PSFU, and vanous GRCs. Access
credentials will be issued to GROW focal point persons at district, city, municipality, and
division levels, enabling them to log in whenever thev have internet access or through their
smartphones.

Different user access levels will be defined within the MIS and the GRM module to ensure
appropriate permissions and data secunity. Access levels will be assigned based on the roles
and responsibilities of the users, ensuring that each wser can access only the mformation
they need for their specific tasks.
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Figure 5, The overall bechsulogicad lavauwd of ihe GROYW gricvesoe Modale

5.2.3. Information Input and Management

The GRC secretaries (GROW focal point officers) are authorized to enter information on new
cases as and when they recerve them. Other members of the GRC across the program shall be
responsible for updating the handling process and updating the MIS. Updates of information shall
mclude the upload of documents in line with the gnievance being handled where applicable.
Viewing and accessing information will be tiered according to the level of involvement. For
example, GRCs will only have access to information pertinent to their specific level, whereas

national-level leadership will have the capability to view and access nformation scross all
implementation areas.

5.2.4. Activities to be undertaken in the MIS GREM Maodule.
The table below describes the activities to be undertaken in the MIS GRM module.

Tabde 10, GRM-MIS Activities

Sn | Action Description
M &H?mﬂ & Al stokeholders o sdbmit grievamees online through a user-friendly interface
Sulimiszion
o Classiffes gricvences based oa type. severity and dngency
& Uiricwvamie #®  Track the saius of esch gnevance form submissson o resodution
truckmg

& Sends auiormated nogifications o relevant pantics aboat apdabed and reguinsd actions

i Inwestigation and

. ®  Assign grievances (0 appropriate personivel of cormmzinees for investigatkn
resolution

®  [ecords investigntion findings. actions taken and resoburions.
»  Sofely stores greevances-relopad dotg

4 Drata irmanagement

#  Ensurs data B oasomabically synchronlzsd aenss all levels {national, district, city,
mumicipality and division)
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S | Action Diescripiion
4, m::g ol *  Produces detailed reports on grievanoe trends. reselutions and system performance
] & Apalyses grievands data o sdenlily paltemns, comimien (ssues and aress of improvement.
5, ::JT:::Z‘; and ®  Cpllect feedback from stakehiehlers om the prievances handbing process and owlcoies
o Monitors the implementation of resolutions aad follow-up actions w ensane grievances
are satisfaciorily eddresssd,

T Escalathon The systematic provess for cscabeling a complaint of concerm o lngher levels of suthority when &t
carmol be resolved 6t igs iniEal level ensures acoounabiliny, transpanency, and fasmiss m addressing
issues, Here's how it shall work

& The receiving level seleces an option e escalate the case within the system,
®  This provides aecess 60 all upper levels of gnevance handling, showing e names of
dlecignated person.
& Moificotions are send vin email or SMS oo the respoosible perscs.
&  The designated person accesses the MIS, nccepts the escalation, and becomes responzible
far uplating the progress of the case in the M5
This proosss ensures that all grievances arg handled efficiently and effectively ot the sppropriate
lewel.
& Refermal “Referral shall mvolve directing o case to the appropreste entity without hamdting it drectly, somilar

o dispabehmg 15 shall include;

Ineeminl Referml:

A higher-tier GRC sends n case to o bewer-tier GRC for initial eonsiderafion
Thie designated GRC saoretary receves o notification o handle the ease
Exiernal Referrul!

Cases that mevd o be sldnesssed by exiernal entities, such as the police for criminal
imaliens, & indicated = thie sy2em,

The referring GRE follows up und updabes the MIE, s the extemal entity maey not have
aecess o the system,

This procedss esures efficionl and proper bamdling of grivvances.

5.1.5. Functional Specifications of the GROW- GRM Module

Functional specifications define the svstem's capabilities, user interactions, workflows, and
technical requirements. This includes inputs, processes, outpuis, and integrations with other
systems. Functional specifications serve as a blueprint for developers, designers, and stakeholders
to ensure the system meets its intended purpose and wser needs while meintaining consistency,
usability, and efficiency. The table below entmls the information on the module functions.

Table 11, GRM WIS Companent Descr| jlios

lewel

Sn | Compoment | Sub-component Description
1 | Wser Far achminissratars Drashboand view, summarized datn on grisvaneess mecsived, pending, sesolved, amd
" | imerface (MGESD. PEFL & | escaluied mmeong others,

Lecal - Government | Complaines masngement, toods in csegorize, pricitize, and nssign grievances 1o

relevant deparimends ar eniities.

Report and enalytics, seatistical insights. pﬁ'ﬁ;q'nuﬂu meetrics wnd tremds in
griEvances categories.

Uipdute qpals, providion b add notes 1o a grievance being hondled for updntes on
the progiess

Escalation mutrix, auterntic und manual escalation end refemal feanlures based oo
predefined rules or timelines
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Sm | Component | Sub-companent Description
2 | Funciicin Cinevance Liser ilentefication, apdicn for ananymoas or registration submission
il Submissian Categorzation, selection of grievance categories, sech ns frawd & cormuption,
general, et
Atacknuent support, uplsd of supporting documents or images
Complaint  imeking | Workflew puiomation auiomatically roubes gricvamces o eelevanl temns or
and manmsgemnt individuaks
Priogity handling, labels for critical isswes uy ensure expediied resolution
Timeling trcking, log fimestamps for submission, acknowledgement, apdabes
and ¢losure
Ressilution sl | Action history, detabed audit rail of all sctions taken on & grievance.
Tienee] b Feodbsck colbectbon, shinple post-resalubion survey to #ssess wer satisiacion,
Escalation md | Alerts and ramindens, timely notifications for pending or overdue octions,
nabitication Escolation ders, awtomatic sacalatian to higher sutherities if not nesalved within
e stipulated tme,
Reports and | Customizable reporing, genernte repars basad on timeframe, deparments, of
arsalytica complaings
Dkate visuahzaticon, charis, graphs and bheat maps for casy interpretstion
Trends annlysis, identify recurming ismuss or bobflenecks in grievascs kandling
3. | Socurity and | Scalability Hindle increasing user numbers and  complaings  without  performance
Compliancs inserference,
Customizabie Tailer categories, workflow and natifications o specifio reporting tiers
imlerface
4 | Deplayment | Cloud-based Oiptaon for deployment hased on organizatimal infrastruchure.
amad
mainteEnmmce
User troining  and | Detathed manval, radivmg sessions and FAQs for smocth adopdion.
chiscunmeniation
Llsar sugpipor Deselicaed support for troubleshooting acd sy<tem updaes

The data capture screen shall be designed as follows in line with the functions abowve:

The data capiure module will feature drop-down menus for the category of grievances/complaints,

making data entry easy and efficient

s design will closely mimmor the physical

grievance/complaints form to simplify data entry. All data entered will be automatically validated
by the system, ensuring accuracy and preventing errors. For example, data on grievances or

complaints cannot be posted to future periods.

Users will follow the logical flow of the




grievance/complaints form, with each feld comesponding to the electronic capture screen for

semmless data entry.
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The search module will enable the GRC secretary 1o search grievances by Case Number. Each
grievance link will provide access to the complete history of how the grievance was handled. To
maintein confidentiality and privacy, all searches of beneficiary details or case history will be
logged in the MIS as part of the audit log for any necessary reference
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Figure 7. Sereenshor of compiaiois search sereen

5.2.6. System Reporting
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The GEM-reporting module shall include and not limited to the following:

a. Summary statistics for grievance by type, location

b. Gnevances not acted upon withan a stipulated service standard.
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Number of complaints, disaggregated by type of grievance

B oo

MNumber of complaints by vulnerability status (gender, disability, refuges ete)

e. Number of grievances registered through the different channels

™

Number of requests for information by tvpe of information request;

g. MNumber of grievances/complaints resolved within the National, District, city,
municipality or division, and timeline (for the Helpline and the Complaints Forms),

Overall data will be disagerepated by, date, location, Gender, Vulnerability category, grievance
category, sub-category, and geographical areas among others.

5.2.7. Module Development Approach

The GRM module within the MIS design approach is in line with the objectives of the grievance
Mechanism design. This approach consists of two main processes (interlocked by iterative
prototyping, which simply means the full involvement of the users in the development of the MIS)
that consist of several sub-processes:

& [Design processes involving the documentation of user requirements to build the GROW -
GRM-MIS prototype.

e Implementation processes entail the training of users at MGLSD & PSFU, Distnet, City,
Municipality, Division, Sub-county and Parish levels on the gnevance module.

5.12.8. Prototype to Implementation

The grievance module prototype will be developed and refined multiple times in collaboration
with users and stakeholders, incorporating their feedback throughout the process. The figure below
shall therefore guide the Software development.

— = Gother
I Requiramant
f
Culick - = - Build
Design ’ Frototyps
&
F:nﬂl'n.nw.pa ,.E‘ = e Evalucte

L Procuch

Fipgwre X, GHM mansdiibe develbspmaeal sppreach

5.1.9. GROW-MIS GEM Security

The module will include an inbwlt security feature, All users of the GRM-Module within the
GROW-MIS will be defined, and role-based profiles will be assigned specific function rights. Users
will need to provide a valid password to log in. Once logged in, their user profile will grant access



to modules based on their assipned rights. Below is a sample segregation of the duties control matrix
for the grievance module:

Tahle 1) Segregaiion of dutle matrls for ke camjibaints mbdule

Sn Hode Apcess bevel
I, Social Development Specialsis Full access to all functicns
{MIGLSD & FSFLY)
2 GRC secretary {district, city, Access v dars entry fanction
municipakity & division)
Access to case mansgement aid updated on grevance monngement with
resipamcdive jurisdiction,
3 Data eniry clerks Aceess 1o dats entry fanctions
4 Riviower Access bp review and approve grievances
5 Amditor Acees o audit lags and hisory

6.1. GRM Monitoring and Evaluation

T systematically track implementation, output and measure the effectiveness of the GRM for
GROW PROJECT, a robust monitoring and evaluation framework has been established. This
framework enebles the implementing team to determine precisely when the grievance redress
mechanism is on track and when adjustments may be necessary. To ensure unbiased information
collection, the GRM implementing team and associated structures will receive support from the
GROW M&E department, following designated indicators. This approach ensures that beneficiaries
and other stakeholders interacting with the GRM feel free to provide honest feedback, leading to a

balanced assessment of the mechanism's impact on beneficiaries and the overall GROW Project,

6.1.1. GRM Monitoring and Evaluation Framework (Indicators).
Perlod Objectives Indicators
Quarterly * To asess of grevances | = Noof gnevances meluding GBV related received by
review of including GBY  related  are level and type, gender, vulneratility stafus and age
g{gﬂﬂutw& correcily scrected and | «  No of grievances addressed by level and type.
indicators classified. = Repeat of grievance by the same stakeholder,
* To assess if suggestions and | «  Repeat of prievance from diffesent stakehobders.
COTUAY are  propaly | & Time frame for closure of grievance by type and level.
classitied *  No. of comments accepted and comesponding actions
[dentify trend in grievances. tnken
To lkmow  grevances  being Me, of suggestions received and accepied,
addressed, No. of complainants satisfied with the redress process
* Assess complainant satisfaction No. of GBY cases referred within 24-72 hours
rate of GRM
o Assess the number of GBY
related gricvances refemed
Anmual ®* To assess complionce with | »  Compliance with GRM process
n:'..-i.ew aof GREM. #  Comgletenass of grievance log and register.
ErEvance * To evalusle progress with | @ Ne. of grievances received by level and type.
redress : achieving resulis. * Mo, grievances resolved.
mechanism ¢ To identify improvements aml |« No. of appeals received.
update grevance handling and | & Mo, of appeals resclved,
redressing procedures. & (ualitative assessment of stakeholder awareness of
the GRM.
*  No.of comments and suggestions accepted.

Figure ¥, GHAM MEE framework [Indicnters)
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Annex 2: Grievance Registration Form

2 =D 6 Gryw

-y
Complaints/Grievance Registration Form
Code ME. L Date.........

Name of Complamant{s) ... ... e e (OlpiionaliAnonymity is acceptable)
Address of Complamnant (Physical and Contact)

Gender: Male / Female (Tick as apprapriate)

Category of grievance (Refer to standard categorization in log book)

Brief descnption of gnevance/complaintissue’comment, location and eftects;

What is the perceived couse?

Suggested action {By complainant) to address grievance

Complainant’s sign or fingerprint

Fecerver and Recorder of tssue/complaimnt

T 1 L] - R At AR e ] B, - AL e o PR e gy e ST

For afficial use only:

Priority: Low, Medium, High  Severity: Low, Mediumn, High ( Tick)
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