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1. CŜŀǘǳǊŜǎ 

A core element of PNG Biomass stakeholder engagement is the management of 

community grievances. The Community Grievance Mechanism (CGM) involves the 

following elements: 

¶ a readily accessible and comprehensible grievance process for community 
stakeholders 

¶ the receipt, acknowledgement and management (including closure) of complaints 
from external and community stakeholders 

¶ the monitoring, evaluation and reporting of grievances 

¶ relevant training and awareness for staff 

2. {ŎƻǇŜ 

The CGM addresses PNG Biomass-related individual and community grievances. It was 

established during the Front End Engineering and Design (FEED) phase and has evolved 

into a dynamic tool that will be applied in the construction and production phases. 

The process has been designed to fairly and promptly receive, assess, respond to, and 

resolve community grievances. It also provides a mechanism to identify and address trends 

or systemic sources of concern. The CGM is applicable to all community grievances related 

to the Project, excluding contractor and workforce grievances that are to be addressed as 

part of the Labour and Working Conditions Management Plan. 

Participation in the CGM ŘƻŜǎ ƴƻǘ ƛƴ ŀƴȅ ƳŀƴƴŜǊ ƴŜƎŀǘŜ ŀƴ ƛƴŘƛǾƛŘǳŀƭΩǎ ǊƛƎƘǘ ǘƻ ǇǳǊǎǳŜ 

other remedies as provided under Papua New Guinean law. Equally, PNG Biomass retains 

its rights under law to pursue legal remedies. 

Company and contractor industrial relations grievances, such as pay, overtime and working 

conditions, are not managed through the CGM but through separately established 

processes. The industrial relations process is described in further detail in the Labour and 

Working Conditions Management Plan. 

3. ¢ŜǊƳƛƴƻƭƻƎȅ 

¢ƘŜ ǘŜǊƳǎ ΨƛǎǎǳŜǎΩ ŀƴŘ ΨƎǊƛŜǾŀƴŎŜǎΩ ŀǊŜ ƻŦǘŜƴ ŎƻƴŦǳǎŜŘ ƻǊ ǳǎŜŘ ƛƴǘŜǊŎƘŀƴƎŜŀōƭȅΦ ¢ƘŜ 

following definitions are used in the CGM: 

3.1 Issues 

{ǘŀƪŜƘƻƭŘŜǊ ΨƛǎǎǳŜǎΩ ŀǊŜ ŘŜŦƛƴŜŘ ŀǎ ǉǳŜǎǘƛƻƴǎΣ ŎƻƳƳŜƴǘǎΣ ŎƻƴŎŜǊƴǎΣ ǎǳƎƎŜǎǘƛƻƴǎΣ 

observations, etc. of local and other knowledge that are presented to PNG Biomass. This 
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includes communications on matters that are out ƻŦ tbD .ƛƻƳŀǎǎΩ ŎƻƴǘǊƻƭΣ ƛΦŜΦΣ 

Government-related grievances such as benefit distributions, and other stakeholder 

grievances (such as issues from other projects located in the vicinity of PNG Biomass 

activities). Such matters are captured through a variety of methods, including standard and 

ongoing community liaison and formal stakeholder engagement processes. 

Stakeholders, including community members, employees, contractors, local and 

international NGOs may submit any non-employment related issues to representatives of 

PNG Biomass using the Community Grievance Mechanism. It is recognised that some 

issues, if not addressed to the stakeholdersΩ satisfaction, may eventually be submitted as a 

grievance. Accordingly, provision is made within the information management system to 

manage issues. 

Issues differ from grievances in that an issue may consist of: 

¶ a question about PNG Biomass activity 

¶ a comment or observation 

¶ a suggestion for PNG Biomass to consider 

¶ concerns about potential but unrealised impact 

¶ a complaint resulting from third party activity not associated with PNG Biomass 
(e.g., unfulfilled government commitments, other developers, inter-clan and land 
disputes, ILG and Lanco disputes, etc.). 

Recording and monitoring of issues provides a useful indicator of community mood, 

tensions or discontent. While not necessarily attributable to PNG Biomass activity, issues 

may result in local disruptions with the potential to impact community stability, 

construction schedule, ǇŜǊǎƻƴƴŜƭ ǎŀŦŜǘȅ ƻǊ tbD .ƛƻƳŀǎǎΩ ǎocial license to operate. 

LǎǎǳŜǎ Ƴŀȅ ƴƻǘ ƴŜŎŜǎǎŀǊƛƭȅ ōŜ tbD .ƛƻƳŀǎǎΩ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ǘƻ ǊŜǎƻƭǾŜ, but they are routinely 

reviewed and analysed to determine the need to engage, encourage and/or facilitate 

others to actively seek resolution. 

Issues are collected from both formal and informal engagements and entered into the 

information management system. Analyses of issues are provided to the following 

departments on a routine basis, for further consideration and action, where warranted: 

¶ Stakeholder Engagement 

¶ Community Affairs 

¶ Security 

¶ Business Services 

Issues raised during community engagements are directly entered into the information 

management system by the field officer. In the event that a community member submits 

what is perceived to be a grievance, which is subsequently determined to be an issue, 
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/ƻƳƳǳƴƛǘȅ !ŦŦŀƛǊǎ hŦŦƛŎŜǊǎ ƴƻǘƛŦȅ ǘƘŜ ƛƴŘƛǾƛŘǳŀƭ ǘƘŀǘ ǘƘŜ άƎǊƛŜǾŀƴŎŜέ ǎǳōƳƛǘǘŜŘ ƛǎ ŀŎǘǳŀƭƭȅ 

an issue outside the scope of tbD .ƛƻƳŀǎǎΩ ability to resolve, but that PNG Biomass will 

forward to the appropriate entity. 

3.2 Grievances 

A grievance is defined as a complaint lodged by an individual, group, or community alleging 

damage, adverse impact, or dissatisfaction specifically resulting from PNG Biomass actions 

or a lack of action. It is usually submitted in expectation of a corrective action, 

compensation or both. 

Examples include: 

¶ negative impacts on, or increased risks to, an individual or a community, such as 
financial loss, physical harm, damage to an asset, disruption to social practices 
including access to resources as a direct result of PNG Biomass activities, or a real 
or perceived threat of such 

¶ PNG Biomass actions leading to health, safety, and environmental impacts 

¶ Unacceptable behaviour of any nature by PNG Biomass representatives. 

Criminal activity, bribery, corruption or fraud will be recorded as grievances, but resolution 

would be referred to the justice system. 

3.3 Informed judgement 

Many grievances have the potential to escalate and present significant risk to PNG 

Biomass, its employees and its physical assets. In evaluating any grievance, the Grievance 

Contact is required to make an informed judgment regarding the potential for escalation. If 

a grievance carries a significant risk of escalation to a much more serious situation, the 

Grievance Contact informs the appropriate level of management. 

Judgment is required to correctly and consistently determine whether a communication or 

situation is deemed unrelated to a PNG Biomass activity (e.g. government) and therefore is 

passed on to the appropriate entity whether it is classified as a grievance or an issue. From 

tbD .ƛƻƳŀǎǎΩ ǇŜǊǎǇŜŎǘƛǾŜΣ ǘƘƛǎ ƛǎ ƳŀƴŀƎŜŘ ōȅ ŜƴǎǳǊƛƴƎ ǘƘŀǘ ŀƭƭ tbD .ƛƻƳŀǎǎ ǇŜǊǎƻƴƴŜƭ 

having direct interaction with communities (principally VLOs) and those processing 

grievances and general complaints are properly trained and competent to undertake these 

duties. 

4. DǊƛŜǾŀƴŎŜ aŀƴŀƎŜƳŜƴǘ tǊƻŎŜǎǎ 

There are six steps in the Grievance Management Process: 

1. publicise the process 

2. receipt, registration, categorisation, and preliminary assessment 
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3. grievant notification 

4. review and investigate grievance 

5. develop, present, and implement resolution 

6. close-out grievance 

The process is summarised in Figure 1and described in the following sections. 

 
Figure 1: The Grievance Management Process 

The entire Grievance Management Process is constantly monitored by the Grievance 

Contact to ensure a grievance is progressing through all steps in a timely manner. 
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4.1 Step 1: Publicise the process 

The Grievance Management Process will be widely advertised throughout the PNG 

Biomass project area before the construction phase commences. Distribution and 

awareness will be raised primarily through formal awareness programs (including the 

handout of CGM flyers ς included as an Annex), ongoing community engagement and day-

to-day informal interactions. These activities will continue in line with the changing nature 

ƻŦ tbD .ƛƻƳŀǎǎΩ ŀŎǘƛǾƛǘƛŜǎΦ /ƻƳǇŀƴȅ ǿƻǊƪŜǊǎ ŀƴŘ construction as well as production phase 

contractors will also be made aware of the Grievance Management Process. 

4.2 Step 2: Receipt, registration, categorisation, and preliminary assessment 

Grievances may be filed face-to-face, by telephone or in writing by letter. Written 

grievances may be lodged in person with a local PNG Biomass Community Affairs Officer. 

Alternatively, a written grievance can be delivered to the PNG Biomass office at 9 Mile, 

addressed to the Community Affairs Manager. Trained PNG Biomass representatives will 

help individuals or groups to record their grievance in the Grievance Form CGM-01 (See 

Figure 3 in appendix) and ensure that it is entered into the information management 

system. In all cases, grievances are managed in a culturally sensitive manner, (i.e., ethnic, 

language, or gender considerations). Provision is made for women to lodge a grievance in 

confidence with a female Community Affairs Officer, should they wish to do so. 

Formal grievances must be submitted with the name of the grievant. All grievances will be 

treated as confidentially as possible given. Lodgement of issues may be done anonymously. 

All grievances lodged are received by the Grievance Contact for a preliminary assessment. 

Grievances that arise outside of the PNG Biomass project area or arise in Port Moresby are 

also entered into the information management system by the Grievance Contact. The 

Grievance Contact determines an appropriate referral (responsible party) to investigate 

and address the concern and/or prepare a response. See Section 5 for roles and 

responsibilities definition.   

The following timeframes apply for the acknowledgement of grievances: 

¶ within seven days of a grievance being received, a message is conveyed to the 
grievant describing who, or what organisation, is investigating the matter and the 
anticipated time it will take PNG Biomass to reply to or address the grievance 

¶ PNG Biomass will investigate the matter and notify the grievant of the outcome 
and/or proposed resolution of the investigation within 30 days of receiving the 
grievance 

Grievances are assessed when received by the respective Community Affairs Officer. If the 

grievance cannot be immediately addressed or responded to directly, then it will be 

directed to the appropriate organisation/department for resolution. 



PNG-010-002-038 

  9 

In transferring the grievance to another party, the Grievance Contact will offer advice 

regarding possible resolutions, including insights on how similar grievances have been 

addressed elsewhere in PNG Biomass. This helps ensure consistency in approach. 

4.3 Step 3: Grievant notification 

The grievant will be notified upon completion of the registration, categorisation and 

preliminary assessment of the received submission. A grievant notification letter confirms 

ǊŜŎŜƛǇǘ ƻŦ ǘƘŜƛǊ ǎǳōƳƛǎǎƛƻƴΣ ƛǘǎ ŎƭŀǎǎƛŦƛŎŀǘƛƻƴ ŀǎ ŜƛǘƘŜǊ ŀ ǘȅǇŜ ƻŦ ΨƛǎǎǳŜΩ ƻǊ ŀǎ ŀ ΨƎǊƛŜǾŀƴŎŜΩ, 

any next steps with relevant timeframes. An issue is generally considered to be closed 

upon completing grievant notification. 

If the preliminary assessment has found an issue to require further follow-up or 

investigation, the grievant will be informed of the specific processes and timeframe. 

If the preliminary assessment has categorised the submission as a grievance, and it is found 

to be invalid or unrelated to PNG Biomass or its contractors, the grievant will be informed 

that the grievance has been forwarded to the appropriate external entity and considered 

closed by PNG Biomass. In cases where the appropriate entity is indeterminate, the 

Grievance Contact will seek clarity from the grievant. The grievance is then considered to 

be closed. 

If the preliminary assessment has categorised the submission as a valid grievances, the 

grievant will be informed of the specific processes and timeframe. 

4.4 Step 4: Review and investigate grievance 

A valid grievance is referred to the relevant department for full investigation. If more 

information or clarification is required, the Grievance Contact will handle requests for 

further information from the grievant. 

4.5 Step 5: Develop, present, and implement resolution 

4.5.1 Development of resolution options 

Once the grievance is well understood, resolution options will be developed taking into 

account relevant community circumstances, PNG Biomass policy, past experience, 

precedents, current issues and potential outcomes. Resolution options should be 

commensurate with the nature of the grievance. Such approaches may include: 

¶ unilateral resolution ς PNG Biomass or its contractor proposes a solution 

¶ bilateral resolution ς PNG Biomass/contractor and grievant reach a resolution 
through discussion/negotiation 

¶ consultation using a third party consultation/mediation 

¶ engagement with the relevant Government authority/regulator 
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4.5.2 Presentation to Grievant of resolution options 

The Grievance Contact has the key responsibility for reviewing and agreeing to the strategy 

proposed by the relevant department to respond to the grievant. The Grievance 

Management Process requires that a written response is to be delivered within 30 days. 

²ƘŜƴ ŀ ƎǊƛŜǾŀƴŎŜ ƛǎ ǊŜƭŀǘŜŘ ǘƻ ŀ ŎƻƴǘǊŀŎǘƻǊΩǎ ŀŎǘƛƻƴǎ ƻǊ ǊŜǉǳƛǊŜǎ ŀ ŎƻƴǘǊŀŎǘƻǊΩǎ ǊŜǎǇƻƴǎŜΣ ƛǘ 

will be transmitted to the contractor by the relevant Community Affairs Officer, along with 

a request for a reply within one week regarding close-out actions. Either the Grievance 

Contact or the contractor designated representative will provide the response and follow-

up to the grievant as mutually agreed. The response to the person raising a grievance with 

PNG Biomass will normally be sent from PNG Biomass, even if the corrective actions are to 

be taken by a contractor. 

4.5.3 Implementation of agreed resolution 

Upon acceptance by the person or persons who raised the grievance that the proposed 

resolution presented by PNG Biomass will provide satisfactory corrective actions, PNG 

Biomass will commence implementation of the agreed resolution. 

4.5.4 Appeal and in-house review 

If the person or persons who raised the grievance are not satisfied with the response 

and/or actions taken to address the complaint, they have a right to request that the matter 

be reconsidered at a higher level. If such a request is received by a Community Affairs 

Officer, it is referred to the Community Affairs Manager for review. Supervised by the 

Stakeholder Engagement Manager, this review will be conducted by individuals who are 

not part of the initial review. 

4.5.5 Third party resolution 

In complex cases where the normal grievance process is unable to resolve the situation, 

the Community Affairs Manager ƳŀȅΣ ƛƴ Ŏƻƴǎǳƭǘŀǘƛƻƴ ǿƛǘƘ tbD .ƛƻƳŀǎǎΩ ƭŜƎŀƭ ŀŘǾƛǎŜǊǎΣ 

consider the option of involving an independent third party to investigate and recommend 

a response or actions to address the grievance. Such third party resolution will be 

undertaken only with the prior agreement of the Community Affairs Manager. Findings are 

neither binding on any party, nor do they preclude legal action on the part of either party. 

4.6 Step 6: Close-out grievance 

4.6.1 Close-out 

Following delivery of a response that no action will be taken or following completion of the 

agreed upon corrective actions, the Community Affairs Manager closes the grievance. If 

actions were taken, proof of this is obtained (photos, documents, etc.). A meeting is held 

with the grievant to obtain written agreement to close-out the grievance and complete 
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Form CGM-01 (see Figure 3). If the grievant does not agree, or is unwilling to sign Form 

CGM-01, then the grievant signature line is left blank and a notation of the refusal is made 

on the file. The form and documented evidence is then recorded in the information 

management system. 

4.7 Monitoring and evaluation 

Monitoring is conducted to measure the effectiveness of the Grievance Management 

Process and to note for management any grievances that have potential to affect the 

construction schedule, as well to identify trends of recurring problems. The information 

management system includes a specific grievance module that serves as the basis for 

monthly monitoring and evaluation reporting. Each monthly monitoring/evaluation report 

will start with an overview of recurring grievances, grievances that have the potential to 

affect the construction schedule, and grievances that need senior management input for 

resolution. 

4.8 Training and awareness 

All PNG Biomass staff will be made aware of the CGM and GMP instructed in its processes. 

Community Affairs officers will receive relevant training to ensure the CGM and GMP are 

correctly implemented. 

5. hǊƎŀƴƛǎŀǘƛƻƴŀƭ ǎǘǊǳŎǘǳǊŜ 

The overall coordination and implementation of the CGM is the responsibility of the 

Stakeholder Engagement Department of PNG Biomass ( Figure 2) 

 
Figure 2: Stakeholder engagement organisational structure 
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5.1 Responsibilities 

The following are the key responsibilities for implementation of the CGM and Grievance 

Management Process: 

¶ Publicise the Grievance Management Process 

¶ Receipt, registration, categorisation, and preliminary assessment of community 
submissions 

¶ Initial grievant notification of receipt 

¶ Review and investigation of grievance 

¶ Development of grievance resolution options 

¶ Presentation to grievant of resolution options 

¶ Assurance the resolution is implemented in a timely manner 

¶ Close-out of grievance 

¶ Monitoring and evaluation 

¶ Training and awareness 

5.2 Roles 

The following roles are mentioned in the CGM and GMP, which should be established or 

integrated into existing positions: 

¶ Project Director 

¶ Stakeholder Engagement Manager 

¶ Grievance Contact 

¶ Community Affairs Officer(s) 

¶ Investigation and Resolution Officer(s) 

5.3 RACI 

The following Responsibility-Accountability-Consultation-Information (RACI) chart outlines 

the allocation of responsibilities to the relevant roles and positions. 

Table 1: Grievance Management Process RACI chart 

Grievance Management 

Process: Deliverables and 

tasks 

Project 

Director 

Stakeholder 

Engagement 

Manager 

Grievance 

Contact 

Community 

Affairs 

Officer(s) 

Investigat

ion & 

Resolutio

n 

Publicise the process I A I R  
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Receipt, registration, 

categorisation, and 

preliminary assessment 

 A R C  

Initial grievant 

notification 
 A R I  

Review and investigate 

grievance 
 A C I R 

Develop resolution 

options 
I A C  R 

Present resolution 

options to grievant 
I A R  I 

Close-out grievance I A R I I 

Monitoring and 

evaluation 
A R I I  

Training and awareness A R C I  

Legend: 

Accountable Responsible Consulted Informed 

Position that is 

ultimately 

accountable and 

has Yes/No/Veto. 

Position that 

performs the task 

and does the work 

to complete it. 

Position that needs 

to provide feedback 

and contribute to 

the task. 

Position that needs 

to know of progress 

and completion of 

the task. 
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6. !ǇǇŜƴŘƛȄ 

6.1 Grievance Form CGM-01 
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Figure 3: Grievance Form CGM-01 
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6.2 Community Flyer 

 

 


