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1. [bookmark: _Toc237819007]Introduction 
United Nations Development Programme’s (UNDP) Flagship SDG 16 Portfolio on Peace, Justice, and Strong Institutions (henceforth, “the “portfolio”), is particularly relevant for Sri Lanka as it began its long road to recovery in 2022. The portfolio aims to address governance deficits and strengthen the effectiveness of key institutions to deliver people-centered services and promote peace and reconciliation to ensure that Sri Lanka is better equipped to manage further exogenous and endogenous akin to those faced in 2022. It also aims to build the space, capacity, and trust for excluded and vulnerable groups (including women, youth, and persons with disabilities (PWDs)) to participate in and inform policy and decision making, so that it meets their specific needs and interests. This broad-based strategy is intended to contribute to Sri Lanka achieving the targets of SDG 16, which is universally regarded as the enabler for realizing SDGs.

The portfolio intervenes across four inter-related pillars: 
1. Voice, Representation and Accountability
Participatory public space for policymaking is established to design equitable public services that reflect the principles of accountability, efficiency, inclusivity and responsiveness of governance mechanisms, including parliament
2. Rights and Justice
Justice sector in Sri Lanka reflects international standards related to access to justice, rule of law, integrity, and efficiency to promote better governance
3. Strong and Effective Institutions (National/Sub-national)
Effective, open, transparent and inclusive state institutions at all levels committed to deliver on the SDGs
4. Social Cohesion
State, non-state, and private sector institutions and structures effectively identify and respond to drivers of violent conflicts and build community resilience promoting peace, social cohesion, and stability  
UNDP implements the portfolio as part of its Country Programme and will build on UNDP’s long-standing work with target institutions. Special attention is paid to traditionally excluded and vulnerable groups—contributing to the 2030 Agenda for Sustainable Development’s commitment to “leave no one behind.” This is reflected in the portfolio’s adoption of cross-cutting principles and approaches including a Human Rights Based Approach, Gender Equality and Women’s Empowerment, and Youth Empowerment. Concurrently, Economic Governance, Conflict Sensitivity, Environment Protection and Disaster Resilience will also be integrated into activities across all three service lines.
To support the effective implementation of the portfolio, this Grievance Redress Mechanism (GRM) provides a structured and transparent process for receiving, evaluating, and addressing complaints and concerns raised by stakeholders, including affected communities, project beneficiaries, and other interested parties. It is designed to enhance accountability, promote stakeholder engagement, and contribute to the continuous improvement of project activities and outcomes.	Comment by Aishwarya Ravinthiran: Add para on CO SRM establishment w link
The GRM ensures that grievances related to the environmental, social, and operational aspects of the project are managed efficiently, fairly, and in a timely manner, thereby supporting the project's overall sustainability and social acceptability.
During the course of the portfolio implementation, environmental and social concerns may arise due to project-related activities, from planning, procurement, supply, construction and operational activities. It is important that any such concerns are addressed promptly, transparently, and without any form of retaliation against the Affected Person (AP).
To address these concerns, a Grievance Redress Mechanism (GRM) must be established. This mechanism is intended to manage complaints and disputes arising from the environmental and social impacts of project implementation. The GRM operates through a multi-tiered framework, with each level following a set timeline and involving assigned personnel responsible for grievance resolution and consultation with relevant stakeholders as necessary.
The primary goal of the GRM is to assist legitimate claimants (APs) in resolving their issues through dialogue, mutual understanding, and consensus with the involved parties. It serves as an additional avenue for redress alongside the existing legal channels within UNDP. APs may choose to access the legal system at any stage of the GRM process. Further details of the GRM are provided in the following section.
Current Projects under the Portfolio
1. Gender Responsive Advancement and Operational Enhancement for Women Deminers in the Northern and Eastern Provinces of Sri Lanka (GRACE)
2. Governance, Rule of Law and Peacebuilding for Sustainable Development (AAA2)
3. Promoting Participation Pathways for Human Development (3P4D)
4. Strengthening The Measuring and Monitoring of SDG 16 In Sri Lanka (Data for SDG 16)
5. SDG 16 PORTFOLIO ON PEACE, JUSTICE AND STRONG INSTITUTIONS (The Portfolio)
6. Ensuring Justice for Victim-Survivors of Sexual and Gender Based Violence in Sri Lanka (SGBV)
7. Support to Justice Reform Programme (JURE)
8. Project for Promoting Prosecution of Corrupt Practices through the Establishment of Anti-Corruption Mechanisms (PPCP)
9. Upcoming Project: Land and Trust-building Engagement in the Regions of the North & East (LANTERN)
2. [bookmark: _Toc237819008]Guiding Principles:
Guidance Note UNDP, Social and Environmental Standards (SES), Stakeholder Engagement Supplemental Guidance: Grievance Redress Mechanisms October 17, Policy on Agency Minimum Standards on Environmental and Social Safeguards (SD/PL/03, 2013) and UNDP Social and Environmental Standards (2019). Accordingly following reflect the key guiding principles of the GRM of the portfolio/project[footnoteRef:1]: [1:  Guidance Note UNDP, Social and Environmental Standards (SES), Stakeholder Engagement Supplemental Guidance: Grievance Redress Mechanisms October 17] 

a. Legitimate: enabling trust from the stakeholder groups for whose use they are intended, and being accountable for the fair conduct of grievance processes. 
 b. Accessible: being known to all stakeholder groups for whose use they are intended, and providing adequate assistance for those who may face particular barriers to access. 
c. Predictable: providing a clear and known procedure with an indicative timeframe for each stage, and clarity on the types of process and outcome available and means of monitoring implementation. 
d. Equitable: seeking to ensure that aggrieved parties have reasonable access to sources of information, advice and expertise necessary to engage in a grievance process on fair, informed and respectful terms. 
e. Transparent: keeping parties to a grievance informed about its progress, and providing sufficient information about the mechanism’s performance to build confidence in its effectiveness and meet any public interest at stake. 
f. Rights compatible: these processes are generally more successful when all parties agree that outcomes are consistent with applicable national and internationally recognized rights. 
g. Enabling continuous learning: drawing on relevant measures to identify lessons for improving the mechanism and preventing future grievances and harms. 
h. Based on engagement and dialogue: consulting the stakeholder groups for whose use they are intended on their design and performance, and focusing on dialogue as the means to address and resolve grievances. 
I. Eligible Complaints
To be eligible for a Project GRM response, the complaint must pertain to the above-mentioned Portfolio projects and its activities after signature of the Project Document and prior to Project closure. In addition, the complaint must:
(a) Indicate how Project activity(ies) have caused or contributed, or may cause or contribute to social or environmental harm 
(b) Be made by a person or people (directly or through an authorized representative) who could plausibly be affected by the harm(s) referenced in the complaint

The scope of the project GRM is therefore to address grievances related to the social and environmental impacts of a UNDP project. If further information is needed to determine eligibility, the GRM shall seek such information from the complainant before making an eligibility determination. Complainants may request and receive confidentiality, but the GRM cannot respond to anonymous grievances. Record keeping and information sharing about SEA survivor assistance will adhere to the ‘do no harm’ and confidentiality principles and the survivor’s personally identifiable information will remain confidential unless the victim expressly consents to it being shared.
Grievances related to other topics such as fraud, abuse or misconduct should be referred to the Office of Audit and Investigations (OAI) and to the relevant national authorities, in accordance with their respective mandates. Complaints related to sexual abuse and exploitation (SEA) will be treated in a survivor-centered manger and ensure referrals for safe and confidential survivor assistance.

The UNDP corporate Accountability Mechanism (www.undp.org/secu-srm) provides an additional recourse for Complainants who are not satisfied with the response they have received from the Project GRM or who are concerned about an adverse response if they raise concerns with the Project GRM. 
3. [bookmark: _Toc237819009]Grievance Redress Mechanism  
In order to address the risks arising from grievances and complaints by the portfolio stakeholders (including beneficiaries, communities, and partners) and the wider public stakeholders, two types of grievance redress mechanism are to be implemented by the UNDP Country Office and the portfolio Implementing Partners. 
[bookmark: _Toc199832297]Figure 1:  Portfolio organizational structure 



Figure 2: Portfolio Beneficiary Representatives 
[image: ]

[bookmark: _Toc237819010]GRM Escalation and Resolution Framework
The GRM will operate through a multi-tiered structure to ensure that grievances are addressed at the most appropriate level while providing clear pathways for escalation when required. Contact details for the relevant focal points at each tier are provided in Annex 5.

Tier 1: Field-Level Resolution
[image: ]The first point of entry for grievances will be at the field and project implementation level. Beneficiaries may submit complaints through the established government administrative mechanism, whereby grievances are first received by the Grama Sevaka (GS), escalated to the Divisional Secretariat (DS), and subsequently referred to UNDP as necessary. In addition, grievances may be raised directly with the UNDP Field Office or through designated Implementing Partners (IPs). This tier focuses on timely resolution of operational and implementation-related issues closest to affected communities.

Tier 2: Programme and Institutional Resolution
Grievances that cannot be resolved at the operational level, or that require higher-level programme oversight, will be escalated to the second tier. This level includes review and action by the Government Agent (GA), with further escalation to the UNDP Colombo Country Office, including the Project Manager and Portfolio Team Lead. Where grievances relate to government-led activities, relevant Line Ministries will also be engaged to facilitate resolution and ensure accountability.

Tier 3: Country Office Oversight
More complex, sensitive, or unresolved grievances within the 60 day period will be referred to the Country Office-level GRM, with oversight provided through the UNDP Sri Lanka’s Stakeholder Response Mechanism (SRM) and Portfolio Board. This tier ensures independent review, consideration of broader programme risks, and guidance on corrective actions where necessary.

Tier 4: Corporate-Level Escalation
Grievances involving significant social, environmental, ethical, or compliance concerns, or those that remain unresolved through lower tiers, will be escalated to UNDP’s corporate mechanisms. This includes review by the Corporate Stakeholder Response Mechanism (SRM) function and, where applicable, the Social and Environmental Compliance Unit (SECU). This tier provides an independent accountability mechanism and ensures adherence to UNDP’s corporate policies, standards, and safeguards.

This tiered approach promotes accessibility, transparency, accountability, and timely resolution of grievances while ensuring that complainants have access to progressively higher levels of review when satisfactory resolution is not achieved.
[bookmark: _Toc237819011]STEPS TAKEN INTERNALLY at the Project level:
The Project Manager, supported by the Portfolio Team, will directly engage with AP in receiving and respond to complaints. The GRM at Project Management level may set up ad hoc GRM Task Teams in response to specific requests for Grievance but should not include any member with a direct interest or role in the grievance/dispute. The GRM at Project level should:

(i) Establish communications channels to receive complaints and identify staff responsible for documenting and responding to complaints
(ii) Establish procedures to engage with the complainant, seek resolution, and document all complaints and responses
(iii) Establish procedures to ensure that complaints related to sexual exploitation and abuse are treated in a survivor-centered manner and ensure referrals for safe and confidential survivor assistance[footnoteRef:2] [2:  Procedures will be aligned with the UN Protocol on Provision of Assistance to Victims of Sexual Exploitation and Abuse: https://psea.interagencystandingcommittee.org/victim-survivor-centred-assistance.  
] 

(iv) When responding to complaints, engage directly with the complainant to clarify issues, identify options for resolution, and provide or support remedy for any environmental or social risks or impacts that are demonstrably associated with the project
(v) Inform potentially affected community members and other stakeholders (e.g. workers employed in project activities) how to make a complaint about the project (including the option to bring complaints to the Project Management level of the GRM, the Portfolio Assurance function, or the UNDP Accountability Mechanism). Where there are CSOs or NGOs that have well-established communication with affected stakeholders, seek their assistance (voluntary or contracted) to promote awareness and understanding of the GRM
(vi) Log and track all complaints received
(vii) Within 5 business days of receipt of a complaint, review the complaint and 
a. If further information is needed to determine eligibility, seek further information from the complainant and/or project staff to make the determination; 
OR
b. If it is very clear that the complaint does not meet one or more of the eligibility criteria, refer the complainant to appropriate national or local institution(s) that may be able to respond to the complaint;
OR
c. If the complaint is determined eligible, respond to the complainant through direct, good faith engagement to clarify issues, develop and seek agreement on options for resolution, and address and remedy risks and harms that the project is causing or contributing to (with the option to provide technical assistance to the complainant to support the complainant’s effective engagement).

(viii) If the complaint is resolved within 60 days, document the complainant’s acceptance of resolution, and continue to monitor until all project actions that were agreed to as part of the resolution have been taken
(ix) If the complaint is unresolved 60 days after initial receipt (or if requested by the complainant at any time), offer the complainant the option of referral to the Portfolio Board through the UNDP Project Assurance function, to the UNDP Accountability Mechanism, or to national institution(s) with a mandate to address the issues raised
(x) Provide quarterly reports on complaints, responses, and outcomes to the Portfolio Board through the Project Assurance function, and collaborate with Project Assurance to identify successes, challenges, trends and lessons learned in responding to complaints; and 
(xi) Publicize the existence of the Project GRM and the procedure for using it;

[bookmark: _Toc237819012]STEPS TAKEN INTERNALLY at the Portfolio Assurance Level 
Complainants who are not satisfied with the Project level GRM response, or who are concerned about an adverse response, may bring their complaint to the SDG 16 Portfolio Team and CO SRM Focal Point[footnoteRef:3]. Under the direction of the Resident Representative and/or Deputy Resident Representative, UNDP shall seek resolution of complaints together with national and other relevant partners (e.g. Implementing Partner, other members of the Porfolio Board), and may involve any necessary staff or external mediators, with due consideration of confidentiality if requested by Complainants.  [3:  Refer to Annex 5 for contact list] 

 
For complaints unresolved within 60 days and referred from the Portfolio Team, the Project Assurance function will: 
(i) Log and track the complaint
(ii) Review documentation received from the Project Manager and consult with the Project Manager on the case
(iii) Within 5 days of receipt, engage with the complainant to review and clarify the issues raised in the case and explore options for resolution (with the option to provide technical assistance to the complainant to support the complainant’s effective engagement)
(iv) As appropriate, engage with senior representatives of the Implementing Partner and other Portfolio Board members to clarify issues and explore options for resolution
(v) As appropriate, play a mediating role between the parties to seek resolution of the complaint (with the option to contract with an external mediator)
(vi) When risks are identified that may affect overall project governance (e.g. potential need to put project components on hold or change the design of the project), ensure that the Portfolio Board has full information about the risks and guides project decision making on the appropriate response; 
(vii) Support the Portfolio Board to address and remedy risks and harms that the project is demonstrably causing or to which it is demonstrably contributing
(viii) If the complaint is resolved within 60 days of receipt, document the complainant’s acceptance of resolution, and continue to monitor until all project actions that were agreed to as part of the resolution have been taken
(ix) If the complaint is unresolved 60 days after referral to the portfolio assurance function (or if requested by the complainant at any time), offer the complainant the option of referral to the UNDP Accountability Mechanism and/or to any national institutions that have a mandate to address the issues raised
(x) For complaints received directly from Complainants, the Portfolio Assurance function will first determine eligibility of the complaint and then continue from step (ii) of the Project Board process as outlined above, except that step (ii) for complaints that are received directly by the Portfolio Assurance function will be “Consult with the Project Manager on the case, protecting Complainant confidentiality if requested.”
(xi) Additionally, the Portfolio Assurance function will perform these tasks in support of the Portfolio Board: 
(xii) Review complaints received by the GRM and their outcomes, work with the Project Manager to identify successes, lessons learned, challenges and trends, and report its assessments to the Portfolio Board. Should an outcome to a grievance be compensation, the Portfolio Assurance function is responsible for confirming this outcome and for working with the Portfolio Board to determine how compensation will be achieved as necessary. 
(xiii) Receive quarterly reports on complaints from the Project Management level of the GRM, and collaborate with its staff to identify successes, challenges, trends and lessons learned in responding to complaints. 
(xiv) Provide summary reports to the Portfolio Board of all complaints received (both those received by the operational level GRM and directly by the Portfolio Assurance function) with any recommended actions.
(xv) Disclose the GRM’s work (including case registry, summary reports on individual cases, reports on trends or patterns, and actions taken in response to trends and patterns) to the Portfolio Board and to project stakeholders, through periodic reporting (at least semi-annual) in media/forums accessible to project stakeholders and protecting confidentiality of complainant identities where necessary;
(xvi) Monitor the Project Manager’s efforts to inform project stakeholders about the GRM, and ensure the accessibility, predictability, transparency, legitimacy, and credibility of the GRM process;
(xvii) Provide continuing education of PB members and their respective institutions regarding policies, procedures, and capacities needed to prevent risks and impacts which could lead to complaints, and to promote the constructive resolution of complaints.

	Steps under Tier 2
	Responsible Person
	Turn Around Time
	Relevant Forms

	Step 1: Receive and Register Grievance

	Receive complaint through any means available (i.e. by email, letter, phone call, meeting, SMS, etc.) and assign tracking number
	Project Manager or field associate (Annex 5)
	Within the day upon receipt
	Annex A: Grievance Receipt and Intake Form

	Contact complainant and state that the complaint has been received and is being reviewed for eligibility.
	Project Manager or field associate (Annex 5)
	Within 2 business days upon receipt
	

	Step 2: Acknowledge, Assess, and Assign

	Assess Eligibility of Complaint 
If further information is needed to determine eligibility, seek further information from the complainant and/or project staff to make the determination, allowing up to 10 additional business days for the complainant to respond to the request for additional information
	Project Manager or field associate (Annex 5)
	Within three (3) business days from the receipt of a grievance
	Annex 2: Eligibility Checklist


	Record the main points electronically in a database and assign case manager. 
Note that the Project Assurance will use the same system as the Project Manager for tracking of complaints. When a complaint comes directly to the Project Assurance function, it will log the case with a new case record. 
	Project Manager or field associate (Annex 5)
	Within three (3) business days from the receipt of a grievance
	Convert all forms into a shared online database 

	Send a written acknowledgement to Complainant of the grievance received with the assigned tracking number.
· If the complaint is determined eligible, indicate that the complaint is eligible, and request a face-to-face or virtual meeting to discuss the concerns and develop a response. 
· If it is very clear that the complaint does not meet one or more of the SRM eligibility criteria, state the reason for determining the complaint ineligible, and if possible, refer the complainant to the appropriate UNDP office (for procurement issues or allegations of fraud or corruption), or national or local institution(s) that may be able to respond to the complaint
	Project Manager or field associate (Annex 5)
	Within five (5) business days from the receipt of a grievance
	


	3. Investigation 

	Meet with the complainant (face-to-face or virtually) 

	Project Manager or field associate (Annex 5)
	Commence within one (1) week after the assignment of the case
	Documentation Guidance:
· Discuss their concerns and determine whether they wish their identity to be held in confidence from project counterparts; 
· Clarify what the complainant has observed or experienced that leads them to believe that action/inaction by Implementing Partner and/or UNDP has contributed to impact or risk of impact; and 
· Ask what action they would like UNDP and/or the Implementing Partner to take in order to address the perceived risk or impact. 

	Meet with the relevant stakeholders to the Grievance (face-to-face or virtually) and additional meetings as necessary, including facilitation of meetings between complainant and other stakeholders

	Project Manager or field associate (Annex 5)
	Within 60 days upon assignment of the case
	Documentation Guidance:
· clarify their understanding and views on the issues raised in the complaint; 
· clarify areas of agreement and disagreement with the complainant regarding project actions/inactions, risks and/or impacts; and 
· explore possible responses to the concerns raised in the complaint, including any action requested by the complainant.

	4. Propose Response and Agreement

	Develop a proposed response to share with the complainant and project management, and document the complainant’s acceptance of resolution
a. Direct Organizational Response / Action
b. Stakeholder Engagement / Mediation
c. Escalate/Refer to different mechanism
d. Decide ineligible
	Project Manager or field associate (Annex 5)
	Within 60 days upon assignment of the case
	Annex 3: Case Documentation Template

	5. Monitoring implementation of agreed Response
	Project Manager or field associate (Annex 5)
	Quarterly updates on complaints, responses, and outcome
	Annex 4: Response Implementation and Monitoring



Protection from Reprisal and Retaliation
UNDP seeks to identify, reduce and address the risk of retaliation and reprisals against people who may seek information on and participation in project activities, express concerns and/or access project-level grievance redress processes/mechanisms or UNDPs Stakeholder Response Mechanism or Social and Environmental Compliance Unit. To minimize the risk of reprisal or retaliation, the GRM will maintain confidentiality of Complainants’ identities when requested, will respond to complainant concerns about reprisal or retaliation and in consultation with the Complainant bring the complaint to the Project Board and/or the UNDP Accountability Mechanism for review and action. For complaints regarding SEAH, the GRM will take additional steps as necessary to protect the confidentiality of the complainant and minimize reprisal and retaliation risks. 

Without Prejudice
The existence and use of this GRM is without prejudice to any existing rights under any other complaint mechanisms that an individual or group of individuals may otherwise have access to under national or international law or the rules and regulations of other institutions, agencies or commissions. 

Communication and Dissemination
All UNDP projects must systematically inform potentially affected community members and other stakeholders of its Project-level Grievance Redress Mechanism. Information materials should be culturally appropriate and tailored to the language and accessibility preferences and decision-making processes of each identified stakeholder group, including disadvantaged or marginalized groups. COs should use (and adapt to local stakeholders) the following materials:
· One-page handouts of the Project’s GRM
· Powerpoint/video presentation of the Project’s GRM for stakeholders and partners
These materials can be shared during inception workshops, stakeholder engagement events and consultations, and environmental and social impact assessment workshops, among other activities.  

II. Contact Information
· Project’s Office: Annex 5 
· Project Manager:  Annex 5 
· UNDP Sri Lanka SRM (Website): https://www.undp.org/srilanka/stakeholder-response-mechanism  
· UNDP Portfolio Assurance: Annex 5
· UNDP Accountability Mechanism Web complaint portal (www.undp.org/secu-srm), stakeholder.response@undp.org; project.concerns@undp.org; secuhotline@undp.org 
4. [bookmark: _Toc237819013]Monitoring and Evaluation 	Comment by Aishwarya Ravinthiran: Field level and monthly monitoring cycle

Project and programme managers (embed above)	Comment by Aishwarya Ravinthiran: Risk registry updates
The monitoring and evaluation of the implementation and effectiveness of the Grievance Redress Mechanism (GRM) shall be the responsibility of UNDP. UNDP will oversee the proper functioning of all GRM steps, ensure compliance with established procedures and timelines, and review grievance records, resolutions, and corrective actions.
At the field level, project field associates and project managers will be responsible for the routine oversight of GRM implementation, including tracking grievance intake, resolution progress, and compliance with response timelines. Findings from these reviews will be documented and used to inform adaptive project management, while relevant risks and recurring issues identified through the GRM will be recorded and reflected in the project and programme risk registers through regular risk registry updates.
Progress on the implementation of the GRM shall be reported to the Portfolio Board when convened. A report shall be developed and include the number and nature of grievances received and processed, dates and brief descriptions of grievances, resolutions achieved, referrals made, ongoing efforts toward resolution, and the status of implementation of corrective actions.
The level of detail disclosed for individual grievances shall be determined based on the sensitivity of the issues and stakeholder concerns regarding confidentiality, while ensuring an appropriate level of transparency in the functioning of the GRM. The report shall also identify key trends in emerging conflicts and grievances and provide recommendations on:
I. measures that may be taken by the Government to prevent future harm and grievances; and
II. improvements to the GRM to enhance its effectiveness, accessibility, predictability, transparency, legitimacy, credibility, and institutional capacity.
5. [bookmark: _Toc237819014]Mediation 
Mediation may be conducted with the participation of the affected parties and the client. The mediation team may be appointed by the Portfolio Board and/or relevant Government institutions, depending on the nature of the grievance. Mediation may be undertaken at any tier of the GRM process, with facilitation provided by the appropriate level of authority, including the UNDP Field Associate, Divisional Secretariat representatives, NGO Consortium members, and Implementing Partners at Tier 1; the Government Agent, Project Manager, Programme Team Lead, and relevant Line Ministry representatives at Tier 2; the Country Office GRM Committee and SRM Portfolio Board at Tier 3; and UNDP Corporate SRM mechanisms and, where applicable, the Social and Environmental Compliance Unit (SECU) at Tier 4. Where independent mediation is considered appropriate, mediators selected from an approved roster or panel shall meet, at a minimum, the following qualifications:	Comment by Aishwarya Ravinthiran: At the different tiers - mediation level 	Comment by Aishwarya Ravinthiran: Tier 1 - UNDP field coordinator, Div Sect, NGO Consortium member

Likewise for the rest of the tiers
· Demonstrated professional experience and expertise in impartial mediation;
· Adequate knowledge of the project type and activities within the country and the region, including an understanding of indigenous and tribal cultures and practices, where applicable;
· Proficiency in national and local languages, as appropriate;
· Availability, in principle, for assignments of up to twenty (20) working days; and
· Willingness to fully disclose any relationships or interests that may affect their ability to act as impartial mediators in specific cases.
Where mediation results in a successful resolution of dispute or grievance, the outcome shall be formally documented by the Implementing Partner and reviewed by the Portfolio Team. If mediation does not result in a satisfactory resolution, affected stakeholders may seek further assistance through the UNDP Portfolio-level Grievance Redress Mechanism Committee as applicable.


6. [bookmark: _Toc237819015]Annexures
Annex 1: Grievance Receipt and Intake Form
	Project Title
	

	Tracking Number
	

	Date Received
	

	Entry point/channel for complaint
	Choose an item.
	Case manager 
	Choose an item.
	Language used in communications
	

	Name of Complainant(s) 
	

	Complainant(s) contact info
	

	Name of Representative (if applicable)

	Name: 
☐With Written Authorization 


	Description of the Complaint
	

	Names of the individual(s) or institutions responsible for the risk/harm (if known), and the location(s) and date(s) of harmful activity (if Complainant states that harm has already occurred); 
	

	What has been done by Complainant thus far to resolve the matter;
	

	Specific response requested from the GRM. 
	

	Should the Complainant(s) wish for their identity to be kept confidential
	Choose an item.




Annex 2: Eligibility Checklist					    Tracking Number: _____________

· We have all the information required to determine eligibility
or
· We’ve contacted the complainant to request the required information

The complaint is eligible if it meets all the below criteria:
· Is not anonymous
· Has not been filed fraudulently or maliciously
· Relates to a current or proposed UNDP project, and
· Does not relate to UNDP procurement or employment. If yes, refer to appropriate mechanism, either the relevant Business Unit, OAI or the appropriate national government audit body or equivalent
· Is not about allegations of fraud or corruption. If yes, refer to appropriate mechanism, either the relevant Business Unit, OAI or the appropriate national government audit body or equivalent
· Does not relate to a project where UNDP’s role has ended and UNDP has no feasible pathway to address the complainant’s concerns
· Does not relate to a project where UNDP is one of several partners and not responsible for the specific issues raised 
· Unless there is new information or a significant change in circumstances, is not a repeated complaint by people who have already received a response on the same issue 
· Explains how the complainants have been experiencing or may experience adverse socio-economic or environmental impacts from the project
· Indicates what steps the complainant has already taken to try to resolve the complaint in good faith through:

For GRM at Portfolio Assurance Level: 
· Indicates that the complaint is unresolved 60 days after initial receipt at the Project Management Level
· Indicates unsatisfaction with the Project Management GRM response, 60 days after implementation of the response
· Indicates that the complainant has concerns about adverse response, communicating directly with the Implementing Partner or Project Management Unit (due to fear of retaliation or other adverse consequences)

For CO SRM Level: 
· Indicates that the complainant has concerns about communicating directly with the Implementing Partner, a project grievance redress mechanism (GRM), and/or UNDP project managers/developers (due to fear of retaliation or other adverse consequences)
· Implementing Partner/Project GRM exhausted, or 
· Dialogue with the relevant UNDP/Implementing Partner project manager conducted but remains unresolved within 120 days upon receipt (normally via Project Board or equivalent)

Conclusion and actions taken
· Eligible
☐Have contacted the complainant to indicate that the complaint is eligible, and request a meeting to discuss the concerns and develop a response 
· Ineligible 
☐Have contacted the complainant, explaining the reason for ineligibility
☐(If possible) With the complainant’s agreement, have referred them to:
☐the appropriate UNDP office (for procurement issues or allegations of fraud or corruption), or
☐another relevant institution that may be able to respond to the complaint

Annex 3: Case Documentation Summary Template 
(Attach minutes/highlights of consultation meetings facilitated)
	Tracking Number
	

	Date of Meetings conducted
	

	Names of stakeholders consulted
	

	Impacts of concern to Complainant
	

	Assessment of impacts
	

	Assessment of project’s contribution to impacts
	

	Proposed response 
	☐Direct Organizational Response / Action
☐Stakeholder Engagement / Mediation
☐Escalate/Refer to different mechanism
☐Decide ineligible


	Proposed referral in case of impact without project contribution
	

	Proposed response accepted
	☐Complainant, Date: _____________
☐Project Management, Date: ___________
☐Project Board (if applicable), Date: ___________


	Immediate Next Steps
	



Annex 4: Response Implementation and Monitoring		   Tracking Number:______________

	Key Actions
	Timeline
	Responsible Persons
	Status
	Verification of response Implementation

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



Confirmation of Complainant’s Satisfaction with the implementation of Response
Please select one of the following options:
☐I am satisfied with the implementation of the response to my complaint and is not requesting further action from UNDP. 
☐I am not satisfied with the implementation of the response to my complaint. I was advised of other options and agreed to pursue:
☐Escalation to the corporate SRM for additional problem solving;
☐Referral to the Social and Environmental Compliance Unit (SECU) for compliance review;
☐Use of national administrative and/or judicial mechanisms, with the understanding that these mechanisms would not apply to UNDP;
☐Others: ________________________________________________________________________

I, [Complainant's Name], hereby confirm that the above information is accurate and reflects my satisfaction/dissatisfaction with the handling and resolution of my complaint.
Complainant’s Signature: ___________________________
Date: ___________________________


Annex 5: CONTACT LIST
Tier 1: Project Focal Points/Implementing Partner
Project Site Level - UNDP Contact
	Pillar
	Project
	UNDP Focal
	Number
	Email
	Postal Address

	Pillar 1
	Parliament Related Activities
	Chathuranga Hapuarachchi, Pillar Coordinator (Pillar 1)
	+94 77 064 8544
	chathuranga.hapuarachchi@undp.org 
	202-204 Bauddhaloka Mawatha, Colombo 00700

	Pillar 2
	JURE Project
	Arshid Jan, Technical Specialist - Justice Sector Reform
	+92915845078
	arshid.jan@undp.org 
	

	
	SGBV Project
	Sushmitha Thayanandan, Technical Coordinator - SGBV
	+94 77 581 0858
	sushmitha.thayanandan@undp.org 
	

	
	Security 4 Peace
	Chathuranga Hapuarachchi, Pillar Coordinator 
	+94 77 064 8544
	chathuranga.hapuarachchi@undp.org  
	

	Pillar 3
	PPCP Project
	Dhammika Dasanayake, Anti-Corruption Specialist
	+94 77 738 0602
	dhammika.dasanayake@undp.org 
	

	
	Data for SDG 16
	Theepan Sudar, Data Analyst (Governance)
 
	+94 77 541 1707
	theepan.sudar@undp.org

	

	Pillar 4
	AAA
	Priyan Senevirathna, Pillar Coordinator (Pillar 4)

North - Kandasamy Mugunthan 

East - Partheepan Kulasegaram

	+94 76 367 3296

Regional: 
North - +94 77 299 1741

East - +94 77 326 1697
	priyan.senevirathna@undp.org

Regional: 
North - kandasamy.mugunthan@undp.org 

East - partheek@gmail.com  
	

	
	3P4D
	
	
	
	

	
	EWPS
	
	
	
	

	
	Land/resettlement activities
	
	
	
	

	
	GRACE
	
	
	
	



Project Site Level - Implementing Partner Contact
	Pillar
	Project
	Implementing Partner
	Number
	Email
	Postal Address

	Pillar 1
	Parliament Related Activities
	Parliament of Sri Lanka

	0112862365
 
(Secretary General)
	kushani_r@parliament.lk 
	Parliament of Sri Lanka,
Sri Jayewardenepura Kotte,
Sri Lanka

	Pillar 2
	JURE Project
	Ministry of Justice and National Integration
	+94 112 433 192 

+94 112 445 447
	info@moj.gov.lk 
	No. 19, Sri Sangaraja Mawatha, Colombo 10

	
	SGBV Project
	Ministry of Women and Child Affairs
	Children Helpline: 1929
Women Helpline: 1938
Government Information Center: 1919
	secretary@childwomenmin.gov.lk 
	5th Floor, Sethsiripaya Stage II,
Battaramulla, Sri Lanka.

	Pillar 3
	PPCP Project
	CIABOC
	Hotline: 1954
Tel: 077 777 1954
	www.ciaboc.gov.lk 
	No. 36, Malalasekera Mawatha, Colombo 07, Sri Lanka

	Pillar 4
	Land/resettlement activities
	Ministry of Agriculture, Livestock, Land and Irrigation

Land Secretariat
	+94 11 2797500 (General) 

+94 11 2887404 (Land Acquisition Division).
	info@landmin.gov.lk 
	"Mihikatha Medura", Land Secretariat, No. 1200/6, Rajamalwatta Avenue, Battaramulla.

	
	GRACE
	National Mine Action Centre

Mr. Mahinda Wickramasinghe, Deputy Director (Planning & Operations)
	+94 (0)760064582
	nmacsrilanka@gmail.com 
	5th Floor, Sethsiripaya Stage 1, Battaramulla, District of Colombo,
Sri Lanka



Tier 2: District Secretary/Government Agent 
Government Agent Contact Point
	Province
	District
	Focal
	Number
	Email/GRM Form
	Postal ID

	Western
	Colombo
	Mr. Ginige Prasanna Janaka Kumara
	+94 112 369 139
	ds@colombo.dist.gov.lk 
	 District Secretariat – Colombo, "Nilamedura" Elvitigala Mw, Narahenpita, Colombo 05.

	North
	Jaffna
	Mr.M.Piiratheepan
	0212222235  
	gajaffna@sltnet.lk 
	89, Kandy Road, Jaffna

	
	Kilinochchi
	Mr.S.Muralitharan
	0212283965
	https://docs.google.com/forms/d/e/1FAIpQLSdI4X_KxNkibFpCvGlp6jCzwciw6YPcqu7vRlJLaDASZF4s7Q/viewform 
	Thirunagar Road,
Kilinochchi, Sri lanka

	
	Mannar
	Mr.K.Kanakeshwaran
	
	https://docs.google.com/forms/d/e/1FAIpQLSfgzkbBJiQU_ASxyllE7xO0bz0HU-6OSSTr62sy3ArHOJ07Dg/viewform 
	District Secretariat, Mannar 41000, Sri Lanka.

	
	Mullaitivu
	Mr.A.Umamaheswaran
	0212290035
	gamullaitivu@gmail.com 

info@mullaitivu.dist.gov.lk 
	District Secretariat,
Mullaitivu

	
	Vavuniya
	Mr PA Sarathchandra
	024-2222235
	ds@vavuniya.dist.gov.lk gavavuniya@gmail.com 
	District Secretariat,
A9 Road, Vavuniya. Northern Province.  43000

	East
	Trincomalee
	Mr W.G.M.Hemantha Kumara
	026-2222235
	trincoga@gmail.com 
	4th Mile Post, Trincomalee

	
	Batticaloa
	Mr. J.S. Arulraj
	065-2224435
	moha.dist.batticaloa@gmail.com 
	Eastern Province 30000, Sri Lanka

	
	Ampara
	Mr. Anupama Mangala Wickramarachchi
	+94 63 2222206
	distsecampara@gmail.com 
	District Secretariat
Ampara



Tier 3: Portfolio Board and Sri Lanka CO Stakeholder Response Mechanism
Portfolio Board/UNDP SL CO SRM Contact Point
	Project Site
	Focal
	Number
	Email
	Postal ID

	Portfolio Board
	Chandrika Karunaratna, 
Policy Specialist and Team Leader – Governance
	+94 77 751 3106
	chandrika.karunaratna@undp.org 
	202-204, Bauddhaloka Mawatha, Colombo 00700

	Stakeholder Response Mechanism Sri Lanka
	Tashya de Silva, SES Focal Point, UNDP Sri Lanka
	+94 77 351 5171
	tashya.desilva@undp.org 

srm.undp.srilanka@undp.org 
	



Tier 4: UNDP Social and Environmental Compliance Unit (SECU) and Stakeholder Response Mechanism (SRM)
UNDP SECU/UNDP SRM Contact Point
	UNDP Social and Environmental Compliance Unit (SECU)
	https://www.undp.org/secu 

	UNDP Global Stakeholder Response Mechanism
	https://www.undp.org/accountability/audit/secu-srm/stakeholder-response-mechanism 

stakeholder.response@undp.org 
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