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GDP AF ESMF ANNEX 6 – STAKEHOLDER ENGAGEMENT FRAMEWORK 

The primary objective of the Geothermal Development Project AF is to scale up private sector investment 

in geothermal energy development in Turkey. This will be achieved by providing access to long-term 

financing for the resource development (capacity drilling) and power plant development phases. The main 

components of a geothermal power project are production wells, reinjection (or recharge) wells, brine and 

condensate pipelines, pumping station(s), and the power plant. There will be also new access roads and 

land clearing as necessary to facilitate development. Opening production and reinjection wells requires 

deep drilling. Well depth can vary greatly depending on the characteristics of the reservoir and the location 

of the resource from about 1,000 m to over 2,500 m. 

 

Most potential environmental and social impacts of geothermal development are associated to the resource 

and power plant development phases. Both development and operation phases are very important for 

stakeholders as most effective geothermal reservoirs in Turkey are in residential and/or agricultural areas. 

This fact increases the risks and opportunities of the Sub-borrowers and sub-projects related to neighboring 

local residents, which are the most important stakeholder. Further information about the potential risks on 

stakeholders and mitigation measures is provided in Environmental and Social Management Framework of 

Geothermal Development Project AF. In order to avoid mentioned adverse impacts of those social risks,  a 

detailed stakeholder engagement program should be applied for the subprojects financed under GDP AF. 

 

Stakeholder Engagement Framework (SEF) forms a part of the Environmental and Social Management 

Framework (ESMF) of the Geothermal Development Project AF (hereinafter referred to as “the Project”).  

 

The SEF which has been prepared by TSKB, will guide the development of an SEP by each sponsor, as 

soon as the specific locations, stakeholder groups, and schedule of activities of a subproject are known. The 

scope and level of detail of the framework SEP should be commensurate with the nature and scale, potential 

risks, and impacts of the sub-borrower’s project and the level of concern in the project area. The SEF 

provides a framework to support the establishment of a continuous engagement process between sub-

borrowers and those who potentially would be impacted or have any kind of interest in the Project 

(stakeholders).  

 

The process ensures that a sound engagement approach is set in order to increase active participation, social 

acceptance and involvement of all project stakeholders through a range of activities and tools during the 

entire life of the Project. 

 
Rationale for a Stakeholder Engagement Framework (SEF)  

 

This Stakeholder Engagement Framework (SEF) forms a part of the Environmental and Social Management 

Framework (ESMF) of the Geothermal Development Project Additional Finance (hereinafter referred to as 

“the Project”).  

 

The SEF that outlines the engagement approach and methodology that the investing sub-borrowers will 

adapt for their geothermal projects has been prepared by TSKB. Since the selected sub-projects will be 

developed in Turkey, Turkish geothermal sector impacts, stakeholders’ approach, WB guidelines and 

relevant legislation have been taken into consideration during development of this document. The SEF 

provides a framework to support the establishment of a continuous engagement process between sub-

borrowers and those who potentially would be impacted or have any kind of interest in the Project 

(stakeholders). This SEF document has been reviewed and approved by World Bank and is disclosed in the 

TSKB’s website. 

 

The process ensures that a sound engagement approach is set in order to increase active participation and 

involvement of all project stakeholders through a range of activities and tools during the entire life of the 

Project (design, preconstruction, construction, operation, decommissioning). 

 

Objectives of the SEF  
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The goal of this SEF is to improve and facilitate decision making and create continuous dialogue with 

project-affected people (PAPs) and other stakeholders in a timely manner, and to ensure that these groups 

are provided equal and sufficient opportunity to voice their opinions and concerns that may influence 

Project decisions. This SEF will also serve as a base for the Stakeholder Engagement Plans (SEPs) that will 

be prepared for each sub-project once the investments are determined or the credit agreement is signed 

between the TSKB and Sub-borrower.  

 

The key objectives of the SEF can be summarized as follows:  

 

• To establish a systematic approach to stakeholder engagement that will help sub-borrower identify 

stakeholders and build and maintain a constructive relationship with them, in particular project 

affected parties.  

• To assess the level of stakeholder interest and support for the project and to enable stakeholders’ 

views to be taken into account in project design and environmental and social performance. 

• To promote and provide means for effective and inclusive engagement with project-affected parties 

throughout the project life cycle on issues that could potentially affect them.  

• To ensure that appropriate project information on environmental and social risks and impacts is 

disclosed to stakeholders in a timely, understandable, accessible, and appropriate manner and 

format.  

• To provide project-affected parties with accessible and inclusive means to raise issues and 

grievances and allow Borrowers to respond to and manage such grievances. 

• To avoid sub-project’s negative impacts on stakeholders like destruction of livelihood, loss of 

welfare, facilitating gender-based violence (GBV), etc. 

 

 

Stakeholder Engagement Process 

 
Based on this SEF, a stand-alone SEP will be prepared by the sub-borrowers for each of their sub-projects 

which should include, at least to the minimum, the below mentioned processes.  

Project Stakeholder Identification 

Key stakeholders should be identified who will be informed and consulted about the geothermal project, 

including individuals, groups, communities and other broader stakeholders separately. In identifying the 

stakeholders, sub-borrowers will also determine the needs and expectations for engagement, including 

their priorities and objectives in relation to their geothermal projects. It should be noted that different 

groups are also likely to have different views and perspectives on a project. That causes people to be 

affected both positively and negatively and be able to influence project outcomes in different ways. 

Therefore, sub-borrowers need to undertake an analysis that identifies and disaggregates among different 

stakeholder groups.  

Depending on the nature of geothermal projects developed in Turkey, key stakeholders of potential sub-

projects are defined as follows.  

• Affected parties: Individuals, groups, local communities, and other stakeholders that may be 

directly or indirectly affected by the project, positively or negatively are members of this group. 

Residents of communities surrounding sub-project sites, mukhtars and land owners or users 

whose property has been allocated for the project should be considered in this category. 

• Other interested parties: Broader stakeholders who may be interested in the project because of its 

location, its proximity to natural or other resources, or because of the sector or parties involved 

should be considered in this category. Ministry of Environment and Urbanization (MoEU), 

Market Regulatory Authority (EMRA), Turkish Energy Transmission Company (TEIAS), 

Ministry of Culture and Tourism (MoCT), Ministry of Agriculture and Forestry (MoAF), relevant 

state authorities and government officials are main stakeholders on the government site in this 

group. NGOs, primarily JESDER, academia, national and local media and other organizations 

specifically interested in the project or any party showing an interest in the Project also should be 
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considered within this group.  It should be noted that employees of the Sub-borrower, contractors, 

consultants and temporary or permanent workers of the project should be considered as internal 

stakeholder to take into account within this group. 

• Disadvantaged / vulnerable individuals or groups: People who often do not have a voice to express 

their concerns or understand the impacts of a project should be considered in this category. These 

groups are expected to be identified after conducting comprehensive analyses on demographic 

structure of the region and interviews, etc. However, for this Project, tentatively these 

individuals/groups could be elderly, persons with disabilities, female-headed households, single-

headed households from low income groups, women, landless people, informal users on land, and 

people who might be adversely impacted cumulatively from similar investments in the region or 

other large investments.   

After the identification of stakeholders, sub-borrowers will choose the best engagement method and tool to 

engage with each stakeholder. 

 

Stakeholder Engagement Program 
 

• Timing of the Stakeholder Engagement Program  

Timely application of the stakeholder engagement activities that will be conducted during ESIA/ESMP 

and RAP (Resettlement Action Plan) implementation are critical in supporting the Project’s risk 

management process, especially during the early identification and avoidance/management of potential 

negative and positive impacts that will allow for a cost-effective and sustainable project design.  

When the loan agreement is signed, Stakeholder Engagement Program which covers previous stakeholder 

activities will be in place.  

The main goals of the stakeholder engagement program should be defined and the envisaged schedule for 

the various stakeholder engagement activities: at what stages throughout the project’s life they will take 

place, with what periodicity, and what decision is being undertaken on which people’s comments and 

concerns should be planned. The Sub-borrower must provide for sufficient resources, and an adequate 

budget to manage and implement its stakeholder engagement process. If decisions on public meetings, 

locations, and timing of meetings have not yet been made, specific information on how people will be 

made aware of forthcoming opportunities to review information and their views should be provided. 

 

• Methods for Stakeholder Engagement 

 

A variety of engagement techniques can be utilized to engage and consult with stakeholders, as well as to 

gather information from and deliver information to stakeholders. 

 

The level of impact, in addition to the needs and concerns of the stakeholders will found the basis of the 

tools and methods selected to engage with certain groups. Anticipated engagement methods and means of 

application for possible stakeholders of the Project are presented in Table below. These methods and tools 

are generic and need to be revised accordingly once the project specific SEPs are prepared. 

 

Engagement Method Application of the Method Possible Stakeholder 

Correspondences  

(Letters, Phone, 

Emails)  

- Information sharing (in particular technical) on project 

requirements and impacts 

- Invitations to meetings and key events during project 

implementation 

- Arrangements for obtaining permits, licenses, transfer and 

allocation of project land 

- Information and data requests that will be utilized for project 

implementation 

Relevant state authorities and 

government officials, NGOs, local 

government, academia, national and 

local media and organizations/agencies 

One-on-one meetings  
- Information collection on an individual basis allowing to 

speak freely about sensitive issues 

Representatives of relevant state 

authorities and government officials, 
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- Establishing personal connections with key actors NGOs, local government, academia, and 

organizations/agencies, contractors and 

consultants 

Formal meetings  

-Collective information sharing on project requirements and 

impacts 

- Receiving comments, feedback, views and perception of 

project from a group of high level stakeholders 

- Establishing relations with high level stakeholders 

Relevant state authorities and 

government officials, NGOs, local 

government, academia, and 

organizations/agencies, national and 

local media 

Public consultation 

meetings  

- Information sharing (especially non-technical) to a large 

group of stakeholders, especially communities 

- Receiving comments, feedback, views and perception of 

project from a group of stakeholders 

- Collecting grievances and concerns related to the project 

- Establishing relations with impacted communities, and 

groups 

Impacted communities and groups, local 

NGOs, local government, businesses 

and organizations/agencies 

Face to face 

interviews 

- Baseline data collection on an individual basis with impacted 

PAPs 

- Monitoring of project environmental and social impacts and 

activities on an individual basis 

- Establishing relations on an individual basis 

Project affected people, workers 

Focus group 

discussions 

- Information sharing on a specific topic to a certain group of 

people including vulnerable groups 

- Receiving comments, feedback, views and perception of 

project from a certain group 

- Collecting grievances and concerns related to the project 

from a certain group 

- Monitoring of project environmental and social impacts and 

activities on a certain group 

- Establishing relations with certain groups 

- Establishing methods that are easily and freely accessible and 

culturally appropriate to those vulnerable groups (ie. having 

women-specific meetings  

Certain target groups, vulnerable groups 

Face to face/focus 

group discussions 

-Women-focused meetings would be required by the sponsors 

in order to ensure the equality of information sharing and 

requesting feedback.  

 

-In these meetings, local women should be sensitized about the 

project’s impacts, its potential job opportunities, other 

potential benefits as well as its grievance mechanism, the code 

of conduct of the project workers and should be encouraged to 

file a grievance or reach out to the community liaison officer 

of the Sponsor if there is a concern or an issue related to the 

project activities or any type of non-compliant behavior that 

contradicts the code of conduct of the worker 

 

-Women-focused meetings should be organized in a culturally 

acceptable manner and allow women’s participation where 

they can convene easily with respect to their in-house and 

outdoor chores and in venues where they can feel safe to come 

forward.  

Women (either users or shareholders of 

affected land or living in the influence 

area) in project affected regions  

 

Project/TSKB website 

 

- Information sharing and progress updates 

- Disclosure of ESIA, ESMP, RPF and other relevant project 

documentation 

- Announcements of key events, dates and published 

documents 

Impacted communities and PAPs, 

national and local media, academia, 

NGOs, businesses and 

organizations/agencies 

Project information 

brochures/leaflets 

- Sharing brief project information to provide regular update 

- Inform on certain issues such as land acquisition, land entry 

and exit, project time schedule etc. 

- Dissemination of site specific project information 

Impacted communities and PAPs, 

businesses and organizations/agencies 

 

It should be ensured that proposed strategy to incorporate the views of vulnerable and disadvantaged groups 

are sought during the consultation process. This may include separate mechanisms for consultation and 
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grievances (Grievance Redress Mechanism, Gender Based Violation Mechanism, etc.), developing 

measures that allow access to project benefits, and so forth. 

 

Projects at a stage of active engagement with stakeholders in the Covid-19 need to develop alternate plans, 

taking account of mandatory, national Covid-19 restrictions and social distancing. Possible approaches for 

disclosing information and engaging with stakeholders are summarized in the below table.  

 

 

• Consultation and Disclosure of Information 

 

Reviewing process of comments and the methods for managing and reviewing comments of stakeholders 

should be explained. Future phases of the Sub-project should be explained. It should clearly mention that 

as the project develops, the people will be continued to be informed about project environmental and social 

performance and implementation of the stakeholder engagement plan and grievance mechanism. Sub-

projects should report at least annually to stakeholders, but often will report more frequently during 

particularly active periods, when the public may experience more impacts or when phases are changing. 

Documents to be disclosed should be prepared in Turkish or other languages, if needed.  

 

List of project related information to be disclosed, at minimum, is given below.  

 

Disclosure Method 

Type of 

Information to 

be disclosed 

Timing Possible Stakeholders 

Public consultation meeting, 

Project information 

brochures/leaflets 

Project 

Information 
Prior to construction  

Village Mukhtars, residents affected by the 

project, 

National/Regional /Local Government 

Authorities, Chambers and Trade Associations 

(MoEU, MoCT, MoAF, Chamber of 

Environmental Engineers of relevant 

Provinces, etc.), 

NGOs like JESDER, etc. 

 

Project website 
SEP, including 

GRM 
Prior to construction All stakeholders 

Brochures/leaflets GRM Prior to construction  
Village Mukhtars, residents affected by the 

project, 

Stakeholder engagement 

activity 

 

Status of Project 

and E&S 

implementations 

During construction 

National/Regional /Local Government 

Authorities, Chambers and Trade Associations 

(MoEU, MoCT, MoAF, Chamber of 

Content Engagement Method Engagement Content 

Information 

Disclosure 

Project leaflets 

► Links to project documents and further information 

► Overview of project, impacts and mitigation 

► Frequently asked questions (FAQs) 

► Project updates 

► Direction to feedback and grievance mechanisms 

Email campaigns 

Text-based messaging 

Traditional media 

Engagement through local actors 

Signage 

Stakeholder 

Engagement 

Surveys and questionnaires 

(telephone, online) 

► Socioeconomic baseline surveys 

► Feedback mechanism on project, impacts and mitigation 

Online engagement 
► Environmental and social impact (ESIA) consultations 

► Resettlement action plan (RAP) consultations 

► Ongoing dialogue with stakeholders 

► Transmission of questions, concerns and complaints 

Social media 

Radio call-in shows 

Telephone engagement 
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Environmental Engineers of relevant 

Provinces, etc.), 

 

 

 

 

 

Approval and implementation process of sub-project specific SEPs  
 

The management, coordination and implementation of the project specific SEPs and its integral tasks will 

be the responsibility of the sub-borrower. Preparing and updating the content of the draft SEP (in line with 

this SEF) and sharing it with TSKB (Borrower) and World Bank for final approval is required for all sub-

projects. It should be ensured that SEP document and defined instruments and tools are consulted by and 

disclosed to community and stakeholders. 

 

 

In administering the SEP, the sub-borrowers will be responsible of:  

 

• Ensuring that the SEP has been developed and implemented at the early phase of the sub-project to 

achieve its targets successfully.   Disclose of the approved SEP on project web-site.  

• Assigning dedicated staff for the implementation and monitoring of engagement activities. 

• Preparing relevant engagement tools and material committed under the project specific SEP and 

their timely application and/or dissemination.  

• Ensuring GRM is developed and implemented properly to resolve any project related grievance 

timely.  

• Approving and facilitating all stakeholder engagement events and disclosure of material to support 

stakeholder engagement events. 

• Keeping records of all engagement activities and to monitor and report to TSKB on a regular basis 

(through providing inputs on engagement activities in the semiannual progress reports). 

• Ensuring that all feedback received from tasks carried out are incorporated in relevant documents 

and reflected in the decision-making process. 

Maintaining the stakeholder database. 

Grievance Redress Mechanism  

 

TSKB has a communication mechanism in place to receive complaints from both internal and external 

stakeholders via Bank’s website or phone call. Those communication channels are defined in the table 

below. 

Communication channel  

Web site http://www.tskb.com.tr/en/about-us/tskb-contact-form 

http://www.tskb.com.tr/tr/hakkimizda/tskb-iletisim-formu 

Phone number +90 0 212 334 50 50 

 

The online contact form is utilized for the complaint management of TSKB. The form has a customized 

area for complaints to inform relevant departments within the Bank. When the complaint is received, 

"Customer Complaints Statement" is issued to record the subject within the Bank system. Simultaneously, 

the system informs the related department head in order to take necessary actions. After the necessary 

investigations are made, the final result is reached as soon as possible, the Evaluation and Conclusion 

Section of the Statement is filled in by the authorized employees and the reply is given within 30 days after 

the application is made. During the process, all steps are followed up by Board of Internal Auditors and 

Internal Control Department. Internal Control Department is responsible for monitoring and assisting 

http://www.tskb.com.tr/en/about-us/tskb-contact-form
http://www.tskb.com.tr/tr/hakkimizda/tskb-iletisim-formu
https://tureng.com/tr/turkce-ingilizce/simultaneous
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relevant departments in implementation of the process where Board of Internal Auditors is responsible for 

ensuring that compliant management has been proceeded effectively. For the complaints received by the 

phone, same procedure is implemented via filling out the online contact form by TSKB staff. It should be 

noted that the mentioned system has the capacity to compile information about number of the complaints, 

reply periods, etc. in order to measure performance of TSKB in this regard.  

For geothermal projects to be financed, in line with the sub project specific SEP and the requirements of 

other E&S documents, a Grievance Redress Mechanism (GRM) will be developed by the sub-borrowers 

for potential use by both external and internal stakeholders (workers etc.). The aim of the GRM will be to 

timely resolve any project related grievance that may result in the complainant being worse off due to 

project activities. Sub-borrowers should ensure that various communication channels are established within 

the system in order to allow all stakeholders to submit their concerns.  

 

Each sub-borrower will form a grievance system and assign designated staff for its management. Once the 

system is established it will be made public and introduced to all stakeholders providing equal and easy 

access to all. The system should involve information about governing structure, decision makers, response 

periods to complaints and appeal process that will be followed if an unsatisfied grievance may occur.  

Every grievance received through various means (forms, phone, through staff etc.) employed by the 

company will be recorded to a grievance allowing for timely response and action to be taken by the 

responsible party assigned for resolution of the grievance. For easy use, two grievance forms; namely 

Grievance Register Form and Grievance Close Out Form have been provided as annex to this SEF. 

 

Any grievance related to a sub-project will be first logged at the company level and will be addressed by 

designated staff within a pre-defined period. There will also be other means of logging grievances such as 

a toll-free number, online forms, social media channels of the sub-borrowers that have been made available 

for citizens to submit grievances. GRM will allow and review anonymous grievances to be communicated.  

 

The sub-borrowers must sensitize contractors and the local community to the potential risks associated with 

a large influx of male construction workers in the sub-project area, ensure the adoption of codes of conduct 

agreements with workers, and support regular safeguards monitoring and reporting, along with a robust 

Grievance Redress Mechanism (GRM). To do so, the sub-borrowers will;  

 

• Share information on GBV risks during public consultations. 

• Ensure that GBV grievances are received, recorded and addressed through the project GRM in a 

confidential manner. 

• Refer GBV survivors to existing, identified service providers and ensure that they are provided 

services promptly. 

 

In addition to the TSKB’s and sponsor level GRM, grievances pertaining to a World Bank financed project 

can be communicated through Grievance Redress Service (GRS).  

 

Communities and individuals who believe that they are adversely affected by a World Bank (WB) supported 

project may submit complaints to existing project-level grievance redress mechanisms or the WB’s 

Grievance Redress Service (GRS). The GRS ensures that complaints received are promptly reviewed in 

order to address project-related concerns. Project affected communities and individuals may submit their 

complaint to the WB’s independent Inspection Panel which determines whether harm occurred, or could 

occur, as a result of WB non-compliance with its policies and procedures. Complaints may be submitted at 

any time after concerns have been brought directly to the World Bank’s attention, and Bank Management 

has been given an opportunity to respond. For information on how to submit complaints to the World 

Bank’s corporate Grievance Redress Service (GRS), please visit http://www.worldbank.org/en/projects-

operations/products-and-services/grievance-redress-service. For information on how to submit complaints 

to the World Bank Inspection Panel, please visit www.inspectionpanel.org. 

 

Management, Monitoring and Reporting 
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Monitoring and evaluation of the stakeholder engagement process is of utmost importance to ensure 

timely and effective decision making for Project implementation.  

 

Each project specific SEP will include a timeline for engagement activities as well as defining responsible 

parties for the implementation and monitoring of engagement activities. Monitoring of engagement 

activities can be realized through identifying key performance indicators that reflect the objectives of the 

SEP, and the specific tasks and actions.  

 

Indicators to be considered and monitored during monitoring may be as follows, 

• All stakeholders, defined by the separate SEP, are communicated, 

• Number of vulnerable groups identified and communicated, 

• Number of comments and complaints about the Project, 

• Dissemination of information – availability and accessibility of Project documents, 

• Realization of planned engagement activities – the number and level of participation by specific 

stakeholder groups, 

• Numbers and type of grievances, by sub-component’s activity and investment, 

• Number of open, closed and recurrent grievances, by sub-component’s activity and investment, 

• Number of correction actions delivered. 

As per the reporting requirements set in the ESMF and RPF of the Project, the sub-borrowers will be 

responsible of reporting to TSKB semiannually on project progress. Sub-project specific progress reports 

will also include a section on stakeholder engagement activities conducted during the specified period. 

Stakeholder engagement activities can be presented in a tabular format listing the tasks undertaken, the time 

of action, responsible party, target group and the purpose of the action will be presented. The sub-borrowers 

will inform TSKB on any changes made in SEP (if any). 

Budget 

Sub-borrowers required to prepare SEP for their sub-projects should have sufficient budget to manage 

stakeholder engagement process effectively. For the proposed engagement methods, including consultation 

meetings, formal meetings, face to face and focus group discussions sub-borrowers are required to spend 

time and effort causing event organization and designated staff expenses. In addition to that the stakeholder 

identification process or social based analyses are generally developed by an independent consultant to find 

out meaningful information about the community and region. A technical team composed by the sub-

borrower should accompany those consultants as well. Apart from all those expenses, it also should be 

noted that to create and manage a web-site and to hand out brochures for disclosure of information will 

cause expenses that should be considered by sub-borrowers.  

It is experienced that SEP is mostly prepared by independent environmental and social consultants and 

some specific sub-consultants based on the risk the sub-project poses. Besides, designated staff should be 

assigned by the sub-borrower to manage this process in entire life of the sub-project. As a result, it is 

recommended to define SEP budget as app. 1% of the total investment cost.  

Approval and Consultation of SEF  

TSKB has been involved in various events to engage with Project stakeholders including potential sub-

borrowers, NGOs, Government Authorities, etc. In those activities, TSKB had the opportunity to 

understand market drivers, expectations and also sub-project related environmental and social risks and 

management principles which are used as primary inputs in development of this SEF.  
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The list of activities is given in the table below. 

Activity Date 

Geothermal Conference  2020, February  

Consultation meeting of “Cumulative Impact Assessment of Geothermal Resources 

in Turkey Project” 

2020, September 

Consultation meeting with World Bank & TSKB & TKYB & Independent 

Consultant & JESDER 

2020, October 

Potential Sub-borrower meetings, phone calls During 2020 and 2021 

World Bank meetings 2021, July - October 

 

After the abovementioned stakeholder engagement activities, draft ESMF, RPF and SEF documents were 

disclosed at TSKB website for consultation on 6th October 2021. This enabled Project stakeholders to share 

their opinions and suggestions about the documents between 6th – 22nd October 2021. No suggestions, 

opinions or concerns were shared with TSKB during this period via disclosed communication channels. 

Information on the questions received together with the given answers during the consultation webinar’s 

QA session is provided in Annex 7 of the ESMF.  
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Annex I: Sample Stakeholder Engagement Plan (SEP) Outline 

Acronyms and Abbreviations 

1. Introduction / Project Description 

a. Introduction 

b. Project Overview 

c. Purpose and objectives of SEP 

2. Regulations and Requirements 

a. National requirements 

b. World Bank requirements 

3. Brief Summary of Previous Stakeholder Engagement Activities 

a. Ex.: Consultations conducted prior to SEP 

b. Ex.: Consultations conducted as part of prior project which are relevant to SEP activities 

in the current project 

c. Ex.:  Communications with NGOs, etc.  

d. Ex.: Lessons from previous projects 

e. Ex. Other documented forms of engagement – interviews, workshops, etc. where feedback 

from relevant stakeholders has been collected.   

4. Stakeholder Identification and Analysis 

a. Project-affected parties 

b. Other interested parties 

c. Disadvantaged/vulnerable individuals or groups 

d. Summary of stakeholder needs 

5. Stakeholder Engagement Program 

a. Planned stakeholder engagement activities 

b. Proposed strategy / differentiated measures to include the views of and encourage 

participation by vulnerable groups 

c. Timelines 

d. Review of Comments 

e. Information disclosure 

f. Future Phases of Project 

6. Roles, Responsibilities and Resources for Stakeholder Engagement 

a. Implementation Arrangements 

b. Roles and Responsibilities 

c. Estimated budget 

7. Grievance Redress Mechanism 

a. Grievance process (intake, processing and referral, resolution and response, monitoring 

and reporting) 

b. GRM contact information 

8. Monitoring and Reporting 

a. Involvement of stakeholders in monitoring activities 

b. Reporting back to stakeholder groups 

9. References 

 

Annexes: records of meetings or consultations, stakeholder mapping analysis or diagrams, detailed 

budget, grievance submission form, etc. 
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Annex 2: Sample Grievance Form and Grievance Close Out Form 

GRIEVANCE FORM 
If you wish to submit an anonymous complaint, you are kindly requested to fill out the (*) denotes required fields.  

Date *   

Reference Number   

Way of Receiving Grievance Phone □ Meetings □ Application to Office □ Mail/email □ Field visit □ 

Compliant Full Name 

(optional and can be left blank) 
  

Compliant ID Number: 

(optional and can be left blank) 
   

Compliant 

Contact 

Information 

(optional and can 

be left blank) 

Address -

Village: * 
 

Postal Code:  

Phone:  

Email:  

Content of Grievance or Complaint * 

• On abandonment (public housing)  

• On assets/properties impacted by the project  

• On infrastructure  

• On decrease or complete loss of sources of income  

• On environmental issues (ex. pollution)  

• On employment  

• On traffic, transportation and other risks  

• Other (Please specify):  

Description of the Grievance * 

What did happen?  

When did it happen?  

Where did it happen?  

What is the result of the problem? 

 

What would you like to see happen 

to resolve the problem? * 
 

Consent to disclose the grievance 

information to 3rd parties 
 

Signature of complainant   

Received by 
Full Name  

Signature  
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GRIEVANCE CLOSE OUT FORM 

Grievance closeout number:  

Define immediate 

action required: 
 

Define long term action 

required (if necessary): 
 

Compensation Required? 
Yes 

No 

CONTROL OF THE REMEDIATE ACTION AND THE DECISION 

Stages of the Remediate Action Deadline and Responsible Institutions 

1.  

2.  

3.  

4.  

5.  

6.  

7.  

8.  

COMPENSATION AND FINAL STAGES 

 

This part will be filled and signed by the complainant after s/he receives the compensation fees and his/her complaint has been 

remediated. 

Complainant 

Notes 

Name & Surname 

Signature 

Date 

Representative of the 

Responsible Institution / 

Company  

Title: 

Name & Surname 

Signature 

Date 

 


