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Malingunde Project Grievance Mechanism 
 

There are 10 steps that complete the formal grievance process. This process is also summarised 
in Figure A1, and each step is described below.  
 

Figure A1: Grievance procedure 

 
 
Step 1: Identification of grievance through personal communication with Project or Contractor staff, 
phone, letter, during meeting, or other Communication 

Step 2: Grievance is recorded in the ‘Grievance Log’ (written and electronic) within one day of 
identification. All grievances will be registered and kept on file with the Sovereign Country Manager. 
Sovereign will also nominate a person responsible for a Level 1 complaint (Grievance Officer), who 
will also hold/own the grievance log. Once logged, the significance of the grievance will be assessed 
within five to seven days using the criteria outlined below. 
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2. Grievance is recorded in Grievance Log and its significance is assessed. 
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6. A response is developed. 

7. Sign-off of the resolution by the Grievance Officer for Level 1 and Level 2, and the 
Managing Director for Level 3 grievances. 

8. Communication of the response. 

9. Record complaint response. 



• Level 1 Complaint: A complaint that is isolated or ‘one-off’ and essentially local in nature. 
These will largely include issues that do not require compensation and that can be resolved 
through a face-to-face meeting between the complainant and Sovereign. Note: Some one-off 
complaints may be significant enough to be assessed as a Level 3 complaint e.g., when a 
national or international law is broken (see Level 3). 

• Level 2 Complaint: A complaint which is widespread and repeated (e.g., lack of access to 
information, no access to web site). 

• Level 3 Complaint: A once-off complaint, or one which is widespread and/or repeated that, 
in addition, has resulted in a serious breach of Sovereign’s policies or national law and/or has 
led to negative national/international media attention, or is judged to have the potential to 
generate negative comment from the media or other key stakeholders (e.g., major spillage of 
chemicals, significant damage to property, accidents causing significant injury to individuals 
or a fatality). 

Step 3: Grievance is acknowledged through a personal meeting, phone call, or letter as appropriate, 
within a target of three working days after submission. If the grievance is not well understood or if 
additional information is required, clarification should be sought from the complainant during this step. 

Step 4: The Grievance Officer is notified of all grievances while the Sovereign Country Manager is 
notified of all Level 2 or 3 grievances. The senior management will, as appropriate, support the 
Grievance Officer in deciding who should deal with the grievance, and determine whether additional 
support into the response is necessary.  

Step 5: The Grievance Officer delegates the grievance within three days via e-mail to relevant 
department(s)/ personnel to ensure an effective response is developed e.g., HR, Project or Contractor 
staff etc. for Level 2 and 3 grievances. For Level 1, the grievance will be delegated immediately upon 
acknowledgement. 

Step 6: A response is developed by the delegated team and Grievance Officer within 7 days for Level 
2 and 3 grievances, with input from senior management and others, as necessary. A response will be 
provided within 3 days for Level 1 grievances. 

Step 7: The response is signed-off by the senior manager for Level 3 grievances, the Grievance 
Officer for Level 2 grievances within 7 days. In situations where the grievance requires more than 
seven working days for investigation, the complainant will receive an explanation of the situation in 
writing. The sign-off may be a signature on the grievance log or an e-mail which indicates agreement, 
which should be filed by the Grievance Officer and referred to in the grievance log. Sign-off for Level 1 
grievance by the Grievance Officer will be within 3 days. 

Step 8: Communication of the response should be carefully coordinated. The Grievance Officer 
ensures that an approach to communicating the response is agreed and implemented. 

Step 9: Record the response of the complainant to help assess whether the grievance is closed or 
whether further action is needed. The Grievance Officer should use appropriate communication 
channels, most likely telephone or face to face meeting, to confirm whether the complainant has 
understood and is satisfied with the response. The complainant’s response should be recorded in the 
grievance log. 

Step 10: Close the grievance with sign-off from the Grievance Officer, who assesses whether a 
grievance can be closed or whether further attention is required. If further attention is required, the 
Grievance Officer should return to Step 2 to re-assess the grievance. Once the Grievance Officer has 



assessed whether the grievance can be closed, he/she will sign off or seek agreement from the 
Sovereign Country Manager for Level 3 grievances, to approve closure of the grievance. The 
agreement may be a signature on the grievance log or an equivalent e-mail, which should be filed by 
the Grievance Officer and referred to in the grievance log. It is expected that all Level 1 grievances 
will be closed within 5 days. The process may take longer for Level 2 and Level 3, depending on the 
response of the complainant.  

A grievance that remains unresolved despite following all the available channels to solve it will be 
forwarded to Sovereign’s Legal Counsel for further action. In such cases, the complainant has the 
right to refer such issues to; a local institution (if applicable); a formal organisation for dispute 
resolution; or to the courts. 

  



Malingunde Graphite Project: 2018 Fieldwork Program:  
 GRIEVANCE FORM  

Reference no:  

Full name of complainant:  

Identification number:  

Contact Information (Please indicate with a X which method you would like to be contacted by)  

Postal address   

 

 

 

Physical address   

 

 

 

Telephone number    

Cell number    

Email    

Description of Grievance  
What happened? Where did it happen? Who did it happen to? What was the result of the problem?   

(Give as much detail as possible)   

 

 

 

Date when grievance happened   

Complainant’s suggestions to resolve the problem 

 

 

Date when grievance was lodged:  

Complainant signature:  

Resolution (Statement of Satisfaction) 

 

 

 

Complainant signature: 

Sovereign representative signature: 

Date  
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Grievance Log Form: Malingunde Graphite Project – 2018 Fieldwork Program 

Key actions by Sovereign representative  
 

Responsible Person Time frame 

When was the grievance lodged? 

 

   

Was the grievance recorded on a Complaint 
Form? 

 

   

Was the grievance investigated within the 
agreed timeframes? 

 

   

What remedial action/s was provided to 
address the grievance? 

 

   

Was the grievance resolved /not resolved? 

 

   

If the grievance was not resolved what further 
actions have been undertaken? 

 

   

Was the complainant advised of the grievance 
mechanism process to be followed?  
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Key actions by Sovereign representative  
 

Responsible Person Time frame 

Are all staff (Sovereign staff and contracted 
staff) aware of the grievance mechanism and 
know that grievances raised by the 
stakeholders should be referred to a 
Sovereign representative? 

 

   

Was the complainant provided with timely 
advice after decisions have been made? 

 

   

Has the complainant signed a statement of 
satisfaction in terms of the remedial action/s? 

 

   

Was the remedial action/s provided reported 
to staff involved? 

 

   

 

 


