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ﬂURPOSE OF THE E-HANDBOOK

TO PROVIDE INFORMATION ON THE GRS FOR
THE PUBLIC AND TO PROMOTE THE USE OF
THE SYSTEM TO LODGE COMPLAINTS.
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WHAT LEGISLATION
GOVERNS THE
GRS?

GRS provides the RDA the opportunity to improve the planning and

management of projects and pre-empt any future complaints by
taking into consideration feedback given by the public.
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AGCCOUNTABLE PARTICIPATORY

GRIEVANCE FILING, !
AND DECISION |
MAKING IS OPEN TO
OVERSIGHT BY THE
PUBLIC.

FAIR & JUSTIFIABLE

THE PUBLIC CAN EASILY;
REGISTER COMPLAINTS
THROUGH VARIOUS

PLATFORMS.

COMPLIMENTARY/
COMPATIBLE
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e Lodge a complaint on one of the many platforms (see page 9 titled
'HOW CAN COMPLAINTS BE MADE);

e Receive an acknowledgement and unique complaint registration
number via a complaint notification letter within 1 business day of
making the complaint.

 Receive an answer/decision within 30 business days of lodging
complaint;

e Lodge an appeal within 15 business days of receiving the decision if
not satisfied with its contents;

e Receive an acknowledgement of appeal via a notification letter within 1
business day of making the appeal; and

e Receive a letter outlinir:ﬁ outcome of the appeal within 30 business

days of lodging the appe
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I
WHO ARE THE GRS PARTICIPANTS

AND WHAT ARE THEIR ROLES?
PARTICIPANT

INDIVIDUAL, GROUP ORGANISATION,
OR COMMUNITY

ROLE

RDA PERSONNEL

HEAD OF ADMINISTRATION

COMMUNITY LIAISON OFFICER

DEPUTY DIRECTOR OF STRATEGY

CHIEF EXECUTIVE OFFICER (CEO)

DIRECTOR OF STRATEGY

RDA BOARD
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CARIBBEAN
DEVELOPMENT BANK

Aimed at offering redress, where
feasible, to complainants where the
work of the RDA has a detrimental
effect on the complainant or those
whom they represent.

A

The CDB's Office of Integrity, Compliance
and Accountability (ICA) has an independent
and confidential Whistleblower Policy. For
more information see their website:
https://www.caribank.org/about-us/corporate-
governance/whistleblowing-reporting.

RDA

WHISTLEBLOWER POLICY

GRIEVANCE REDRESS SYSTEM E-HANDBOOK



(G 4

4

TELEPHONE

N
\ 7

WHATSAPP

A

@

A

HOW CAN
COMPLAINTS
BE MADE?

IN WRITING BY EMAIL
Qe
IN PERSON
AT RDA OFFICE

THROUGH

RDA WEBSITE
USING THE

GRS E-FORM

e Full name of Complainant, including
the name of the group or community,
if applicable;

w H AT I N Fo R M ATI 0 N e Address of Complainant;

e Telephone number for

1S REQUIRED

e Email address (if available) for

WHEN MAKING e

Nature of complaint (describe) and

? any additional information (such as
A c 0 M P I_AI NT - photo, letter etc.) in support of

complaint (if applicable); and

o Preferred method of
communicating with the RDA.
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Depending on the complexity of the project
and the extent of the complaint the review
process could include the following actions:

» Review of written RDA project documentation;

e Review of RDA policies, procedures and plans;

» Review of relevant correspondence;

e Interview of RDA staff responsible for
managing the project;

e Interview of RDA contractors;

o Site visits;

e Meetings with the Complainant;

e Meetings with any other project stakeholders,

including Lead Ministry and any other relevant

Government department.

GRIEVANCE REDRESS SYSTEM E-HANDBOOK



When reviewing the complaint the
RDA will take into consideration
and analyse the above before
making a decision.
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COMPLAINT IS NOT CONSIDERED

The required modification to the project plan
or implementation of the project has no

significant or limited implications for the COMPLAINT IS OUTSIDE THE

project. It can therefore, be actioned by the

RDA. SCOPE OF THE MANDATE OF THE
RDA

The complaint requires modifications to the
project that would have cost, time or quality
implications for the project that are not viable,
reasonable or proportionate.

COMPLAINT IS NOT JUSTIFIED
The RDA will explain to the complainant why the
a there can be no deviation from the planned

project.
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HOW IS AN
APPEAL
LODGED? =
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Appeal: Right to appeal against the original decision of the RDA in
response to the initial Complaint.

Appeal Decision Letter: The letter from the RDA Board to the
Complainant to notify them of the outcome of the Appeal.

Appeal Notification Letter: The letter from the RDA to the

Complainant to notify them that their Appeal has been received by the
RDA.

Complainant: The individual, group, organisation or community that
has a grievance that is lodged with the RDA.

Complaint: Any grievance formally lodged with the RDA by a
Complainant.

Complaint Decision Letter: The letter from the RDA to the
Complainant to notify them of the outcome of the Complaint.

Complaint Notification Letter: The letter from the RDA to the

Complainant to notify them that their Complaint has been received by
the RDA.

Grievance: A grievance refers to an issue, concern, problem or claim,
whether actual or perceived, that affects the physical, social,
environmental or economic conditions of individuals and or
communities in the project area of influence. The grievance can arise at
any stage in the project life cycle, from planning, through to
implementation and the final handover.

Grievance Redress System: The system for the RDA to inform the public
about how to lodge a grievance, and how the RDA receives, reviews and
decides on how to or whether to offer a form of redress to any grievance
lodged within an acceptable timeframe.



GET IN

TELEPHONE: (284) 340 2605 OR 345 3383

EMAIL: complaintsebvirecovery.vg

% WEBSITE: www.bvirecovery.vg
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