SoP of the GRM At a Glance

GRIEVANCE REDRESS PROCESS FLOW
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STEP 1: COMPLAINT RECEIVED through the internal g%—:vance I?'tgchanigms of the Service Provider (SP) ory Social Norms

Support Agency (SN
Step 2: Screening and Categorization
Timeline: Within 1 working day
@ A. Non-Sensitive Complaint SCREENED @ B. Sensitive Complaint (SEA/SH)
- AND CATEGORIZED > \
& A. Non-Sensitive Complaint Pathway e el B. Sensitive Complaint (SEA/SH) Pathway
STEP 3A: SP/SNSA Internal GRM (Field Level) STEP 3B: Confidential Screening
- The complaint is first handied through the SP or SNSA internal grievance - SEA/SH complaints are confidentially screened by the trained SEA/SH
redress mechanism at the field level. Focal Point from tier 1, 2, 3 to ensure survivor safety, confidentiality,
v and appropriate handling.
STEP 4A: Monthly Reporting to PMU l
- The SP/SNSA submits a monthly report on grievances received, actions
taken, and resolution status to the PMU GRM Focal Point. STEP 4B: Immediate Referral
- - Within 24 hours, the complaint is confidentially referred to:
A STEP 5A: Grievance Redress Committee (GRC) Process . « Project Director /Assis't)ant Project Director.y
& gthe °°'a‘p'3]'"t ca':x?'?t gf restqlveéiReg the fr',e'd. level or requires escalation, - The complaint is managed through the project's survivor-centred
roceeds through the three-tier GRC mechanism: ;
-pTier 1 - VLTC: Resolution within 7 working days. SEA/SH response mechanism rather than the standard GRC process.

« Tier 2 - YTC: If unresolved or appealed, resolution within 10 working days.
« Tier 3 - PMU: Final review and resolution within 15 working days.

PROCEED TO RESOLI;TION AND CLOSURE PROCEED TO RESOLUTION AND CLOSURE
¥

STEP 6: RESOLUTION AND CLOSURE
Non-Sensitive Complaints: Resolved through the GRC decision following | SEA/SH Complaints: Addressed using a survivor-centred approach that prioritizes

the applicable tier. confidentiality, informed consent, safety, dignity, and non-discrimination.
Child Survivor Cases: Managed through a Best Interest Assessment BIA with
immediate referral to DSS and other appropriate child protection services.

STEP 7: REPORTING AND DOCUMENTATION. Upon resolution, all complaints are documented and reported in accordance with project procedures:
» Monthly PMU GRM Report consolidating grievances received and resolved.

» Monthly SP/SNSA Reports submitted to the PMU on grievance handling.

» SEA/SH Cases: Notification to the World Bank within 48 hours in accordance with project ﬁrotocols and requirements.

« Child Cases: Immediate referral and documentation with DSS and relevant child protection authorities.




