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	i. Introduction 
Greater Amman Municipality (GAM) understands that management of grievances is a vital component of stakeholder engagement and an important aspect of risk management for the Ghabawi Landfill. Grievances can be an indication of growing stakeholder concerns (real and perceived) and can escalate if not identified and resolved. Identifying and responding to grievances supports the development of positive relationships between projects, communities and other stakeholders. Monitoring of grievances will signal any recurrent issues, or escalating conflicts and disputes.

GAM shall implement a Grievance Mechanism to ensure that it is responsive to any concerns and complaints particularly from affected stakeholders and communities. GAM shall accept comments and complaints associated with the Ghabawi Landfill and individuals who submit their comments or grievances have the right to request that their name be kept confidential. At all times, complainants are also able to seek legal remedies in accordance with the laws and regulations of Jordan.

GAM shall monitor the way in which grievances are being handled and ensure they are properly addressed within deadlines specified within the mechanism presented below. GAM shall also report regularly to the public on the grievance mechanism implementation, protecting the privacy of individuals.

The Stakeholder Grievance Procedure allows stakeholders to raise questions or concerns with GAM and the Ghabawi Landfill and have them addressed in a prompt and respectful manner. GAM aims to address all Complaints received, regardless of whether they stem from real or perceived issues and whether the Complainant is named or anonymous. Any stakeholder who considers themselves affected by the Ghabawi Landfill’s activities will have access to this Procedure at no cost. The statutory rights of the Complainant to undertake legal proceedings remain unaffected by participation in this process. 

GAM seeks to foster trust in the process and its outcomes. To this end it will communicate this Procedure in an understandable manner to affected stakeholder groups. Confidentiality will be respected and the company will take all reasonable steps to protect parties to the process from retaliation.

ii. [bookmark: _Toc412199734][bookmark: _Toc535932950][bookmark: _Toc15909503]Purpose
This Procedure establishes the process for addressing Complaints raised in connection with Ghabawi Landfill activities. It describes the scope and procedural steps for the Complaint handling process and specifies roles and responsibilities of the parties involved. It will be revised and updated periodically based on experience and feedback from stakeholders.

iii. Objectives
This Procedure has the following objectives:
1. Establish a prompt, consistent and respectful mechanism for receiving, investigating and responding to Complaints from stakeholders and community;
2. Ensure proper documentation of Complaints and any corrective actions taken; and
3. Contribute to continuous improvement in performance through the analysis of trends and lessons learned.

iv. Scope 
This Procedure is open to all stakeholders who consider themselves affected by the Ghabawi Landfill’s activities. Complaints may be submitted on a named or anonymous basis. Although anonymous submissions may be harder to resolve, they will be treated in the same way as named Complaints to the extent reasonably possible.

There are no restrictions on the type of issue a stakeholder can raise under this Procedure in relation to the Ghabawi Landfill’s activities. All Complaints received under this Procedure shall be tracked until close out regardless of the process under which they are handled. This shall be done to the extent possible and within the capabilities and limitations of GAM legislations and internal procedures. If the Complainant insists on the Complaint regardless of the response provided by GAM, then they are free to submit other grievances and the same procedure shall be followed. 
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vi. Stakeholder Grievance Procedure for the Ghabawi Landfill
GAM will implement a Grievance Procedure to ensure that it is responsive to any concerns and complaints particularly from affected stakeholders and communities. 

Grievance Procedure
1. Primarily, all grievances will be received through communication channels including:
a. GAM Complaints Direct Line: 0096264636111      
b. GAM Complaints E-mail Address: shakawi.dwn@ammancity.gov.jo 
c. GAM’s Social Media platforms (Facebook and Twitter)
d. Hawa Amman Radio (FM 105.9)
· GAM’s Smart Phone Application: GAMAPP 
e. Uhud District representatives, the Community Liaison Officers and the Female Community Liaison Supporting the CLO from the Uhud District.
· Uhud District: 00962 6 4020410
· CLO: 
Eng. Osama Abdel lateif Abu Rumman
CLO for  Ghabawi Landfill and Shaer Waste Transfer Station
Great Amman Municipality
Department of Studies and Environment Projects
Mobile Number: 00962798686111
Hot line of GAM: 065528783 / 065343690
CLO Email: Osaksr99@gmail.com
· Female Community Liaison Supporting the CLO from the Uhud District: 
Amal AlJbour 
Mobile Number: 00962 79 6595909
f. Entrance Office/gate of the Ghabawi Municipal Waste Landfill
Eng Abdallah Thneibat 00962 79 053696	

2. GAM encourages community members and stakeholders to use the new joint governmental platform (بخدمتكم ) / Bekhedmetkom or ‘at your service’ to submit any complaints and/or suggestions, given that it is a neutral interactive portal to communicate with different governmental entities and follow up on the different questions, suggestions, and complaints

3. A Grievance Disclosure Sheet (ESMS_07_SOP_02_F_01) and Grievance Sheets (ESMS_07_SOP_02_F_02) will be disclosed at the locations identified and listed above. The Grievance Disclosure Sheet will inform the local communities on how and where to lodge a grievance in accordance with step 3 below.

4. All grievances (whether submitted through a grievance form, e-mail, telephone, etc) will be recorded on a grievance log sheet by the CLO (ESMS_07_SOP_02_F_03).  

5. It is possible that for some grievances, women might feel uncomfortable discussing a grievance with a person of the opposite sex; therefore the grievance mechanism also includes a female community liaison supporting the CLO. This female liaison person is selected from the Uhud District (Name and contact details shall be provided in the Grievance Disclosure Sheet and Grievance Sheets).

6. Grievance procedure starts with formal acknowledgment in accordance with the preferred method of communication specified by the complainant within 7 working days of submission. If the grievance is not well understood or if additional information is required, clarification will be sought from the complainant during this step.

7. In coordination with the relevant personnel, the CLO will analyse the root cause of the grievance, investigate if the grievance is correct or not, and identify the required actions to be implemented to deal with the issue and identify the timeline for their completion (if applicable). 
8. The CLO will prepare a grievance resolution form (ESMS_07_SOP_02_F_04) which includes the nature of the grievance, date of its submission, actions implemented to resolve the grievance and date of implementation, or proposed actions to be implemented to resolve the grievance along with the timeline for their completion. Grievance resolution form will be submitted within twenty (20) days of receiving the grievance. 

9. The outcomes of the grievance resolution form will be communicated to the complainant by the CLO in accordance with the preferred method of communication specified. The grievance resolution form must be signed‐off by the CLO and the complainant.

10. In the case the grievance resolution form identifies proposed actions to be implemented; the CLO will monitor and follow up to ensure that such actions have been implemented in accordance with the timeline proposed within the grievance resolution form. 

11. Upon resolving the grievance, a grievance closeout form (ESMS_07_SOP_02_F_05) will be prepared to be signed off by the CLO and the complainant that will detail the solution that was implemented to resolve the grievance.

12. The CLO will ensure that the grievance forms, grievance log sheet, grievance resolution form, and grievance closeout form are updated and maintained onsite at all times.

13. The grievance mechanism will be implemented promptly and at no cost and without retribution to the party that originated the issue or concern.

14. The use of grievance mechanism shall not impede access to judiciary means, if relevant.

15. The grievance mechanism allows submission of anonymous complaints by community members. 

GAM will also monitor the way in which grievances are being handled by their staff and Contractor(s) and ensure they are properly addressed within deadlines specified on their website. GAM CLO will keep a grievance log of all grievances (including those received and addressed by the Contractor(s)).

GAM will ensure that there is an independent, objective appeal mechanism and shall inform the affected communities about the grievance process in the course of its community engagement activities and specifically via the Ghabawi Landfill Liaison Committee, protecting the privacy of individuals.

In addition to the above, the grievance process will follow the following key steps for the GAM’s communication channels:

Grievance Mechanism through social media:
· Complainant sends grievance and/or pictures as a message to GAM’s Facebook Page (city of Amman)
· Social Media team forwards the message through a WhatsApp group to representatives from different GAM departments; who in turn relay the message/complaint to the concerned person in charge.
· The complainant is then contacted for further details. 
· The complaint is resolved as per grievance procedure outlined above and as per time needed or a reply is sent back to the complainant within 24-48 hours. 
· After closure and resolution of the complaint a resolution form is filled and kept in grievance log 

Grievance Mechanism through Hawa Amman Radio:
· Mayor of Amman meets with the public twice a week (Saturdays and Tuesdays) from 2:00-4:00 pm to hear and respond to their complaints/grievances live on the air. 
· The complainant might be directly connected to the concerned manager on air to receive a response to their complaint.
· The complaint is resolved as per grievance procedure outlined above and as per time needed or a reply is sent back to the complainant within 24-48 hours. 
· After closure and resolution of the complaint a resolution form is filled and kept in grievance log 

Grievance Mechanism through (بخدمتكم) / Bekhedmetkom or ‘at your service’ (https://jordan.gov.jo/wps/portal/Home/CMU):
· The applicant shall file a petition through the channels used for the service. (Online or in-person) 
· The applicant shall provide the Diwan with documents relating to the grievance.
· The application is then received and reviewed by the grievances department.
· The legal response to the complaint is then prepared.
· Application Approval:
· Approval: In the event of an entitlement to the applicant, an official letter is sent to the concerned governmental department/entity to request response or resolution. Timeline depends on importance, severity and nature of complaint
· Refusal: The applicant is informed of the rejection of the grievance if the grievance is invalid.
· The complaint is resolved as per grievance procedure outlined above and as per time needed or a reply is sent back to the complainant within 24-48 hours. 
· After closure and resolution of the complaint a resolution form is filled and kept in grievance log 

Grievance Mechanism through GAM’s website:
· Lodging a grievance via GAM’s website
· Grievance is forwarded to relevant entity for appropriate action and resolution of complaint
· Resolution and response time is specified on GAM’s website depending on nature and importance of complaint 
· The complaint is resolved as per grievance procedure outlined above and as per time needed or a reply is sent back to the complainant within 24-48 hours. 
· Notify complainant of steps taken for complaint resolution
· After closure and resolution of the complaint a resolution form is filled and kept in grievance log 
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