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A core element of PNG Biomasakeholder engagement is the management of
community grievances. The Community Grievance Mechanism (CGM) involves the
following elements:

1 areadily accessible and comprelsdate grievance process for community
stakeholders

9 the receipt, acknowledgement ammdanagement (including closure) of complaints
from external and communitgtakeholders

the monitoring, evaluation and reporting of grievances

relevant training and awareness for staff
{ 02 LS

TheCGMaddresses PNG Biomasdated 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 phase

The processds been designed to fairly and promptly receive, assess, respond to, and
resolvecommunitygrievances. It also provides a mechanism to identify and address trends
or systemic sources of conceifhe 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 intheCGMR2 Sa y 24 Ay Fyeé& YIYYySNI yS3IlrisS +y i
other remedies as progted under Papua New Guinean law. EqQu&ING Biomags®tains
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 CGt throughseparatelyestablished
processesThe industrial relations process is described in further detail in the Labour and
Working Conditions Management Plan

¢CSNYAy2f 238
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followingdefinitions are used in the CGM:

Issues

{GFr1SK2ft RSNJ WAaadzsSaQ NB RSTAYSR & ljdzSaidAazy
observationsetc. of local and other knowledge that are presented to PNG Biomass. This



PNG010-002-038

includes communications on matters thataret@¥ t bD . A2Yl 34Q O2Yy (i NBf 3
Governmentrelated 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 vgrigtmethods, including standard and

ongoing community liaison and formal stakeholder engagement processes.

Stakeholders, including community members, employees, contractors, local and
international NGOs may subnahy noremploymentrelatedissues to repesentatives of
PNG Biomasssing the Community Grievance Mechanisnis recognised that some
issues, if not addressed to the stakeholdasatisfaction, may eventually be submitted as a
grievance. Accordingly, provision is made within the information agament system to
manage issues.

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

I aquestionabout PNG Biomass activity

acommentor observation

1

1 asuggestionfor PNG Biomass to consider

1 concernsabout potential but unrealised impact
1

acomplaintresulting from third party activity not associated with PNG Biomass
(e.g., unfulfilled government commitments, other developers, irtlan and land
disputes, ILG and Lanco disputes, etc.)

Recording and monitoring of issues provides a usefutétdr 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 scheduld, JS NB 2 Yy St & TS (bdal lizeNde tobferate. A 2 Y 84 Q &

LaadzsSa Yle y20 ySOSaal NRAt & o0,8utthdyBrerowkirely 2 a3 Q N
reviewed and analysed to determine the need to engage, encourage and/or facilitate
others to actively seek resolution.

Issues are colleetl 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:

1 Stakeholder Engagement
1 Community Affairs
1 Security
I 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, whis subsequently determined to be an issue,
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an issue outside the scopetfb D . A &bility té @lve, but thaPNG Biomassill
forward to the appropriateentity.

Grievances

A grievance is defined as a complaint lodged by an individual, group, or community alleging
damageadversempact, or dissatisfaction specifically resulting from PNG Biomass actions
or a lack of action. It is usually submitted in expicin of a corrective action,

compensation or both.

Examples include:

1 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 seurces 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 behaviowf any natureby PNG Biomass representatives.

Criminal activity, blery, corruption or fraudvill berecorded as grievanceBut resolution
would be referred to the justice system.

Informed judgement

Many grievances have the potential to escalate and present significant risk to PNG
Biomass, its employees and its physasdets. 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 infms 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 thesefore
passed on to the appropriate entityhether it is classified as a grievance or an issue. From
tbD . A2YlIad3aQ LISNBRLSOGADGSES GKA&A A& Yyl 3SR
having direct interaction with communities (principally VLOs) and those processing
grievances and general compits are properly trained and competetd undertake these

duties

DNASGI yOS alyl3SyYSyid t N2OSa

There aresixsteps in the Grievance Management Process:

1. publicise the process

2. receipt, registration, categorisatioand preliminaryassessment

w

0e

a
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grievant notifiation
review and investigate grievance

develop present, and implement resolution

o g b~ w

close-out grievance

The pocess is summarised Figureland described in the followg sections.

1
Publicise the process

v
2

Receipt, registration, categorisation
and preliminary assessment

v

3
Grievant notification

Yes
Notify grievant
and close-out issue

Rejected Accepted

Grievance

Notify grievant 4
and provide reasons Review and investigate grievance
5

develop, present, and
implement resolution

No

Grievant to resort (1x)

to legal system N Successful?
o

(2x)

Resolution

r 3

6
close-out grievance

Figurel: 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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Step 1Publicise 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 prog(arolsidng the

handout of CGM flyerg included as an Anne)x ongoing community engagement and day
to-day informal interactions. These activities will continue in line with the changing nature

2T tbD . A2YI&aaQ | Ol A @dnstricBod g wellzgroditctioi phas@ NJ S NE

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

Step 2Receipt, registration, categorisation, and preliminary assessment

Grievances may be filed fate-face, by telephone or in writing by letter. Written
grievarces may be lodged in person with a local PNG Bio@assnunity Affairs Officer
Alternatively, a written grievance can be delivered to BG Biomassffice at 9 Mile
addressed to the Community Affairs Manager. TraiR&lf> Biomag®presentativeswill

help individuals or groups to record their grievanonghe Grievance Form CGOL (See
Figure3in appendixjand ensure that it is entered into the information managernen
system. In all cases, grievances are managed in a culturally sensitive m@enesthnic,
language, or gender considerationByovision is made for women to lodge a grievance in
confidence with a female Community Affairs Officer, should they wisloteo.

Formal grievances mube submitted with the name dhe grievant.All grievanceswill be
treated asconfidentialy as possiblgiven.Lodgement of issuamaybe done anonymously.

All grievances lodged are received by thgevance Contador a preliminary assessment.
Grievanceshat arise outside of th&NGBiomasgrojectarea or arise in Port Moresby are
alsoentered into the information management systdmg the Grievance Contacthe
Grievance Contact determines an appropriate refefrasponsible party) tinvestigate
andaddress the concern and/or prepare a resporfSee Sectiob for roles and
responsibilities definition.

The following timé&ames apply for the acknowledgement of grievances:

1 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 takd®NG Biomag® reply to or address the grievance

1 PNG Biomassill investigate the matter and notify the grievant of the outcome
and/or proposed resolutionf the investigation within 30 days of receiving the
grievance

Grievances are assessed when received by theeatisie 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.
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In transferring the grievance to another party, the Grievanoetéct 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.

Step 3Grievant notification

The grievant will be notified upotompletion of the registrationcategorisatiorand

preliminary assessmeitf the received submissioi grievantnotification letter confirms

NBEOSALIG 2F (GKSANJ adzoYAaaAizys AdGa Of L,baaAFTAOl
any next steps wh relevant timeframes. An issue is generally considered to be closed

upon completinggrievant notification

If the preliminary assessment has found an issue to reduitger follow-up or
investigationthe grievant will beénformed of the specific procgses and timeframe.

If the preliminary assessment has categorised the submissiargagvanceand it isfound
to beinvalid or umelated toPNG Biomassr its cantractors, the grievant will benformed
that the grievance has been forwarded to the appropriakternalentity and considered
closed byPNG Biomas#n cases where the appropriate entity is indeterminate, the
Grievance Contact will seek clarity from the grievarite grievance is then considd 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.

Step 4: Review and investigate grievance

A valid grievance is referred to the redat department for full investigatiorif more
information or clarification is requiredhe Grievance Contact will handle requekis
further informationfrom the grievant.

Step 5Develop present and implementesolution

Development of resolution opins

Once the grievance is well understood, resolution optisitbe developed taking into
accountrelevantcommunitycircumstancesPNG 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; PNG Biomass or its contractor proposes a solution

bilateral resolutiong 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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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.

2 KSYy | ANARSQGIyOS Aa NBfFGISR G2 | 02y iN¥ OG 2 NI
will be transmitted to the contractor by the relevant Community Affairs Officer, along with

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

Contact or the contractor designated representative will provide the respams! 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.

Implementation obgreedresolution

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 implemextion of the agreed resolution.

Appeal and #housereview

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 tmmahity 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.

Third party resolution

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

the Community Affairs Managef @ = Ay O2vyadzZ GF A2y 6AGK tbD
consider the option of involving an independent third party to investigate and recommend

a resmnse 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 eithey.part

Step 6Closeout grievance

Closeout

Following delivery of a response that no action will be taken or following completion of the
agreed upon corrective actions, tt@ommunity Affairdlanager closes the gvance. If

actions were takenproof of this § obtained (photos, documents, etc.). A meeting is held
with the grievant to obtairwritten agreement to clos®ut the grievance and complete

10
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Form @GM-01 (seeFigure3). If the grievant does not agreer is unwilling to sign Form
CGMQO01, then the grievant signature line is left blank and a notation of the refusal is made
on the file. The fornand documente evidences thenrecordedin the information
management system.

Monitoring and evaluation

Monitoring is conducted to measure the effectiveness of the Grievance Management
Process and taote for management any grievances that have potential to affect the
construction schedule, as well tdentify trends d recurring problems. The information
management system includes a specific grievance module that serves laasiedor
monthly monibring and evaluation reportingeach monthly monitoring/evaluation pert
will start with an overview of recurring grievances, grievances that have the potential to
affect the construction schedule, and grievances that need senior managénpentfor
resolution.

Training and awareness

All PNG Biomass staff will beade awae of the CGM and GMRstructedin its processes
Community Affairs officers will receive relevant training to ensure the CGM and GMP are
correctly implemented.

hNEFYASFGA2YFE &G NHOG d2NB

The overall coordination and implementation of the CGM is the redpiit of the
Stakeholder Engagement Department of PNG BiomBEgi(e2)

PROJECT
DIRECTOR
PDI

SIL FSM SEM BSM FTS PP

SILVICULTURE & FUEL SUPPLY & STAKEHOLDER BUSINESS FOREST TECH OWNERS REP IPP
ESTBLISHMENT MECH SERV ENGAGEMENT SERVICES SERVICES

BUSINESS DEV /
GOVERNMENT ENVIRONMENT LANDCO LAND ACQUISTION COMMUNITY
RELATIONS AFFAIRS
SEM/T SEM/2 SUPPORT SEM/4 SEMIS
SEM/3

LANDS OFFICER VILLAGE LIASON

x3 OFFICERS x4

SEM/41 to 43 (SEM/51 to 54)

Figure2: Stakeholder engagement organisational structure

11
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Responsibilities

The following arehe key responsibilities famplementtion ofthe CGM and Grievance
Management Process:

1
1

= =4 4 4 a4 -—a -

1

Roles

Publicise the Grievance Management Process

Receipt, registration, categorisation, and preliminary assessménbmmunity
submissions

Initial grievant notification of receipt

Review andrivestigation of gevance

Development of grievance resolution options

Presentation to grievant of resolution options

Assurance the resolution is implemented in a timely manner
Closeout of grievance

Monitoring and evaluation

Training and awareness

The following rolesire mentioned in the CGM and GM#hich should besstablished or
integrated into existing positions:

1

1
1
1
1

RACI

Project Director

Stakeholder Engagemektanager
Grievance Contact

Community Affas Office(s)

Investigation and Resolutiddfficer(s)

The following ResponsibiliccountabilityConsultationinformation (RACI) chart outlines
the allocation of responsibilities to the relevant roles and positions.
Tablel: Grievance Management Process RACI chart

Grievance Management | Project Stakeholder | Grievance | Community | Investigat
ProcessDeliverables and| Director | Engagement| Contact Affairs ion &
tasks Manager Officer(s) Resolutio

n
Publicise the process I A I R

12
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Receipt,registration,
categorisation, and A R C
preliminary assessmen
Initial gievant

e g. A R
notification
Review and investigate

. g A C R

grievance
Develop resolutio

. P I A C R
options
Presentresolution

. . I A R
options to grievant
Joseout grievance I A R
Monitoring and

. : A R I
evaluation
Training and awarenes A R C
Legend
Accountable Responsible Consulted Informed

Pasition that is
ultimately
accountable and
has Yes/No/Veto.

Position that
performsthe task
anddoes the work

to complete it

Positionthat needs
to providefeedback
and contribute to
the task

Positionthat needs

to know ofprogress

and completion of
the task

13
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6.1 Grievance Form CGM

4, [cIBIOMASS GRIEVANCE FORM

FORM CGM-01

Form for community members to submit a grievance or issue about the PNG Biomass project

SECTION 1
// to be completed by grievant //

DETAILS OF THE PERSON / REPRESENTATIVE RAISING THE GRIEVANCE
Grievant name:
Village:
Clan:
Submitted by: [ Individual [J Community [ Clan [J ILG (I Business Group [ Other:

GRIEVANCE DESCRIPTION

SECTION 2
// to be completed by staff //

RECEIPT, REGISTRATION, CATEGORISATION AND INITIAL ASSESSMENT
Record ID: CGM-2017- Date received:
Submission type: [ Grievance [ Issue If, Grievance: [J Accepted [J Rejected
If, issue: [ Question [J Comment [J Observation [ Concern [J Suggestion [J Complaint
Recipient name: Investigator name:
// NOTIFY GRIEVANT OF RECEIPT AND INITIAL ASSESSMENT //
Grievant notified: [ Yes [J No Notification date:

SECTION 3
// to be completed by staff //

INVESTIGATION OF GRIEVANCE

relevant documentation attached

14
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PROPOSED CORRECTIVE ACTIONS

relevant documentation attached

// NOTIFY GRIEVANT OF INVESTIGATION OUTCOME AND PROPOSED CORRECTIVE ACTIONS //

IMPLEMENTATION DETAILS OF AGREED CORRECTIVE ACTIONS

relevant documentation attached

SECTION 4
// to be completed by staff together with grievant//

CLOSE OUT AND ACKNOWLEDGEMENT BY GRIEVANT

| acknowledge that | have been respectfully informed of the outcome of the investigation.
| [0 accept or [ do not accept the outcome of the investigation and provided corrective actions.

| have been informed that | am free to pursue alternative lawful avenues if | choose to take the matter further.

Grievant signature: Date of signature:

// CA MANAGER ONLY REQUIRED TO SIGN ON REFUSAL BY GRIEVANT TO SIGN //

Community Stakeholder
Affairs Officer: Engagement
Manager:

Grievance closed: [ Yes (] No Grievance closed: [ Yes [] No
Signature: Signature:
Date of signature: Date of signature:

A copy of the completed Grievance Form CGM-01 must be provided to the grievant upon close-out

Version 1.2 | 25 May 2018

Figure3: Grievance Form CGHNIL
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Community Flyer
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