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MESSAGE FROM GAD

Effective grievance mechanisms are an essential part of accountability and
provide initial access to potential redress. They are important for communities
impacted by private sector operations, and important for companies in every
sector and local context.

If your company has committed to positive and respectful engagement with the communities
impacted by your operations, then functioning and trusted grievance mechanisms are essential
elements of your corporate strategy and procedures. Effective grievance mechanisms are also
essential for companies to demonstrate the commitment and value they place on meaningful,
ongoing stakeholder engagement. So getting them right, no matter what your business, is critical.

In the preparation of this toolkit, it became evident that there are several good grievance mechanism
guides available. They emphasize background and theory, and are often geared toward large
companies in the extractives sector. They also spend a lot of time on conceptualizing what a
grievance mechanism should look like. These are all important elements, but this toolkit doesn’t
duplicate this good work.

Instead, the purpose of this toolkit is to provide practical templates and guides for companies

on how to establish a grievance mechanism. It pulls together some of the work already done on
grievance mechanisms into an easily digestible format. It also aims to fill some gaps in the literature
by providing guidance for small and medium-sized companies that may not be able to provide the
staffing and resources for managing grievance mechanisms that a large extractives company would.
The focus of this toolkit is therefore on company-led grievance mechanisms. While there is new
work being done in the arena of community-led grievance mechanisms, this toolkit has been
developed in the context of CAO’s mandate to improve the environmental and social performance
of IFC and MIGA projects. This toolkit should therefore not be used to the exclusion of new and
robust methods of community/company engagement.

We hope IFC and MIGA find this toolkit useful as an instrument for helping their clients enhance the
effectiveness of existing grievance mechanisms, as well as implement best practices in the creation
of new grievance mechanisms. Further, we trust that this toolkit will serve as a best practice guide to
those tasked with consulting on, designing, implementing, and assessing grievance mechanisms.

T

Osvaldo Gratacos,
Vice President, CAO
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ABOUT THIS
100LKIT

This toolkit is useful for:

MANAGEMENT AND OPERATIONS

* Learn the importance of management's role in ensuring that grievance mechanisms
are working well by providing the right incentives to staff to implement and run them.

* Explore tools that can help management find the right staff and use data gathered
from grievance mechanisms to assess and address risks, strengthen operations, and
improve relationships with communities.

DESIGN AND IMPLEMENTATION

* Design, implement and run a grievance mechanism that becomes a well-respected
resource that is used by the community and provides critical feedback to improve
operations and manage risks.

* Troubleshoot challenges as they arise, using grievance mechanism case studies
and tips learned from years of experience in the implementation of grievance
mechanisms.

EVALUATION AND ASSESSMENT

* Learn from examples in different sectors of how grievance mechanisms can be used,
and how to overcome common barriers.

» Download templates that are designed to provide an additional resource for companies
struggling to implement and manage grievance mechanisms, as well as a means to
assess what aspects of already existing mechanisms might need improvements.
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COMPLIANCE ADVISOR/OMBUDSMAN

The Office of the Compliance Advisor Ombudsman (CAO) is the independent accountability
mechanism for the International Finance Corporation (IFC) and Multilateral Investment
Guarantee Agency (MIGA), the private sector members of the World Bank Group. CAO reports
directly to the President of the World Bank Group, and its mandate is to assist in addressing
complaints from people affected by IFC/MIGA-supported projects in a manner that is fair,
objective and constructive, and to enhance the social and environmental outcomes of those
projects. For more information, see www.cao-ombudsman.org.
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