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CRO = Community Relations Officer
ERM= External Relations Manager

E&S = Environmental and Social Manager
PM= Project Manager

MO = Media officer

Through phone call, suggestion
box, meeting or WhatsApp

CRO and ERM transfer the
complaintto the E&S

Complainant submits

grievance

E&S records details of
grievance in data base

Through Website of Facebook

MO transfers the complaint to ) ) No
No the E&S E&S investigates and assesses the

grievance in concertation with the
E&S, CRO and ERM and reports to
the PM

Follow up is provided by A notification letter/message is

ERM, ERM or MO to make
sure the complainant is
satisfied with clarifications/

prepared by the ERM and
submitted to the complainant,
providing clarifications and

The PM defines required
measures in concertation with
the E&S

proposed actions proposing actions

Follow up is provided by ERM
to make sure the complainant
is satisfied with proposed
action if applicable

Implementation of required
actions if applicable and
record by E&S

Update and close out of the
database by the E&S
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