










The purpose of the SEDeP GRM is to ensure that:

✓ the basic rights and interests of everyone affected by the 

Project are protected, 

✓ any concerns about the Project during predesign, design, 

construction and post- construction phases are addressed in 

a fair, timely and effective manner,

✓ all complaints about the behavior or attitude about Project 

staff, consultants, contractors and implementing agencies 

are fully investigated and addressed, and

✓ the Project adjusts and makes improvements in response to 

people’s concerns and feedback aimed at preventing any 

further issues.



✓ The intent of the GRM is to solve problems as quickly and as fairly as possible. This needs to be done in 

accord with existing systems and processes where other agencies are involved.

✓ The SEDeP GRM is not a substitute for legal proceedings and does not remove people’s right to take their 

grievance to a formal dispute-resolution mechanism. 

✓ The SEDeP GRM only deals with Project-related matters; other issues are referred to the appropriate 

authority. There are different kinds of issues that require different kinds of responses, including “serious or 

sensitive” matters.

✓ The SEDeP GRM can be used by an individual or by a group of people who have a concern or complaint 

about any aspect of the Project including social, cultural, environmental, land, livelihoods, health, safety, 

factors.

✓ Grievances can be raised in an open and public manner, or anonymously and in confidence; the identiy of 

people who make a complaint is kept confidential.

✓ The person in charge of making sure the Project GRM process operates effectively is called the 

“Designated Contact Person” (DCP). For SEDeP, the Power Distribution Support Officer is the DCP.



Step-by-Step Process

Step 1: Begins when the “Aggrieved Party” (AP) raises a 

concern. The person who receives the complaint is 

called the “Recipient”. The Recipient is required to 

pass the information to the DCP within 12 hours of 

receipt, using the SEDeP Grievance Form.

Step 2: After receiving the compliant, the DCP documents the 

concern in the SEDeP Complaints Register.

Step 3:  The DCP determines if the concern is related to the 

Project, and if it is, an investigation begins 

immediately. If the matter is not related to SEDeP, the 

AP is referred to the appropriate authority to resolve 

the issue and the matter is closed on the SEDeP 

Complaints Register. 

Step 4: The DCP determines if the complaint relates to a 

serious or sensitive matter.  If it does, the DCP 

immediately refers the matter to the PM and MEC 

CTO for urgent investigation. The DCP also notifies 

DIDA and the World Bank.



“Serious or sensitive matters” refer to issues 

involving potential criminal activity, political 

interference, conflicts of interest, corruption, 

land claims, gender-based violence, and 

human trafficking.

In the case of potential criminal activity, it is 

important that the Project GRM process does 

not impede investigation by the appropriate 

authorities. In situations involving land 

disputes or claims, the matter will be referred 

to the Traditional Court.

If the concern is related to GBV, SEAH, or VAC, the 

Project will first seek to ensure that the victim is safe and 

has access to support services. A referral can also be 

made to the WUTMI Weto in Mour: Violence against 

Women and Girls Support Service and/or other 

authorities.









➢ Step 4: After determining the grievance is Project-related but is not 

of a serious of sensitive nature, the DCP will notify the PM, MEC 

CTO and CIU.  DCP/PM/CTO will attempt to resolve the concern to 

everyone’s satisfaction within 24 hours, or within 2 weeks if 

consultation with other parties is required. If resolution cannot be 

achieved, the DCP will refer the matter to the MEC CEO for further 

investigation.

➢ Steps 5-6: The MEC CEO will attempt to resolve the concern 

within 2 weeks and if this is not achieved, the situation will be 

referred to the Project Steering Committee. The Project Steering 

Committee will have 1 month to resolve the matter.

➢ Step 8: If the issue remains unresolved or the complainant is 

dissatisfied with the outcome proposed by the Project Steering 

Committee, the Aggrieved Person may refer the matter to the 

appropriate legal or judicial authority. The decision of the Court will 

be final.
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