Grievance Mechanism Procedure Template
[Developer/EPC] | Solar PV & BESS Projects
Version: 1.0   |   Effective Date: [Insert Date]
1. Purpose
[Developer/EPC] maintains a fair, accessible, and transparent mechanism for workers, contractors, communities, and other stakeholders to raise complaints or concerns about our project activities without fear of reprisal. The objective is to provide an easily accessible channel for resolving individual grievances and community concerns relating to [Developer/EPC]'s environmental and social (E&S) performance.
2. Standards This Mechanism Is Designed To Meet
This mechanism is designed to meet the effectiveness criteria for non-judicial grievance mechanisms set out in Principle 31 of the UN Guiding Principles on Business and Human Rights (UNGPs), and to satisfy the grievance mechanism requirements of IFC Performance Standard 1. Under the UNGP 31 criteria, this mechanism should be:
1. Legitimate — trusted by the stakeholder groups it is intended to serve, with fair and accountable oversight of its operation.
1. Accessible — known to all stakeholder groups it is intended to serve, with barriers to access (language, literacy, cost, location, fear of reprisal) identified and addressed.
1. Predictable — a clear, known procedure with indicative timeframes, clarity on the types of process available, and a means of monitoring implementation.
1. Equitable — aims to ensure aggrieved parties have reasonable access to the information, advice, and expertise needed to engage in the process on fair terms.
1. Transparent — keeps parties informed of progress, and provides enough information about performance to build confidence in the mechanism.
1. Rights-compatible — outcomes and remedies are consistent with internationally recognised human rights.
1. A source of continuous learning — draws on lessons from individual cases to identify and prevent future grievances and harms.
1. Based on engagement and dialogue — consulting stakeholder groups on the design and performance of the mechanism, and focusing on dialogue as the means to resolve grievances.
3. Scope and Applicability
1. Internal grievances — employees, direct contractors, and sub-contractors on solar sites.
1. External grievances — community members, project-affected persons, and any other third parties.
4. Grievance Channels
1. Email: [designated email address]
1. Phone: [Grievance hotline — should be operational during hours appropriate to site activity, and staffed in the language(s) spoken by affected stakeholders]
1. WhatsApp / SMS: [number — anonymous option available]
1. Complaint box at: [site entrance / community notice board location]
1. In person: via a designated Community Liaison Officer (CLO) or site focal point
Check with your local regulatory authority: confirm whether your jurisdiction has specific legal requirements for workplace grievance or dispute resolution procedures (for example, a mandatory internal complaints committee for workplace harassment), and whether any government-run labour tribunal, ombudsperson, or mediation body should be referenced as an escalation path.
5. Process and Timelines
1. Step 1 — Acknowledgement: within [X] working days of receipt.
1. Step 2 — Assessment: confirm the grievance falls within scope; where it does not, provide the complainant a written explanation.
1. Step 3 — Investigation: completed within [X] working days for standard cases; complex cases may take up to [X] days, with the complainant informed of any delay and revised timeline.
1. Step 4 — Resolution and response: written response to the complainant within [X] working days of completing the investigation.
1. Step 5 — Appeal / internal escalation: if unresolved or the complainant is unsatisfied, escalate to [independent mediator / senior management / designated ombudsperson].
1. Step 6 — External escalation: the complainant retains the right to approach a regulatory body, labour tribunal, or court at any time; use of this mechanism does not waive that right.
6. Complaint Categories
1. Construction noise, dust, or vibration affecting the community.
1. Land access or compensation disputes.
1. Employment disputes (local hiring, wages, discrimination).
1. OHS incidents affecting workers or the community.
1. Environmental incidents (e-waste, battery leaks, spills).
1. Sexual exploitation, abuse, and harassment (SEAH) or gender-based violence (GBV) — handled through a separate, confidential channel; see Section 7.
7. Sensitive Cases: SEAH and GBV
Grievances involving sexual exploitation, abuse, or harassment, or gender-based violence, are handled through a dedicated, confidential channel, ideally staffed or co-led by a trained female focal point, and follow a survivor-centred approach prioritising the safety, dignity, and informed consent of the survivor throughout. These cases are treated as high priority regardless of how they are initially reported, and referred for medical or psychosocial support with the survivor's consent.
8. Non-Retaliation
No worker, contractor, or community member will face any adverse consequence for raising a grievance in good faith. Retaliation — including dismissal, demotion, harassment, or exclusion — is treated as a serious disciplinary matter.
9. Reporting
Grievance statistics (by category, status, and average resolution time) are reported [quarterly] to senior management, and to financing partners in accordance with the applicable financing agreement.

Sources referenced: UN Guiding Principles on Business and Human Rights, Principle 31 (effectiveness criteria for non-judicial grievance mechanisms); IFC Performance Standard 1. These are internationally recognised reference points; applicable local law governs where more stringent.

	Signed: _____________________________
[CEO / MD Name and Title]
	Date: _____________________________
(DD / MM / YYYY)


Must be endorsed by developer/EPC leadership
Annex A — Grievance Log
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