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1. Introduction 
 
This document describes the Grievance Mechanism for the “Elevating Ecosystem based Adaptation 
(EbA) approaches to sustain life and critical ecosystems in the Tsimanampesotse-Nosy Ve Androka 
Biosphere Reserve seascape and scaling up in the South Western Indian Ocean (SWIO) Region”. 
 (hereafter referred to as “the Project”), outlining the procedures that World Wide Fund for Nature 
(WWF) Madagascar Country Office (MDCO) will follow to address any comments, suggestions, 
questions and complaints that stakeholders may have about the Project and its activities. The 
Grievance Mechanism has been developed in alignment with international good practice, including 
the Blue Action Fund Environmental and Social Management System (ESMS) requirements and the 
World Bank Environmental and Social Standards (notably ESS10), and also complies with 
Madagascar requirements as well as internal WWF MDCO policies and procedures1.  
In accordance with its environmental and social safeguards policies and framework, World Wildlife 
Fund (WWF) has established a mechanism to receive and respond to concerns raised by 
stakeholders, including local communities, who may be affected by the implementation of its activities 
or by any inappropriate actions of its employees. 
 
Details on the Project description, social context and legislative framework can be found in the first 
two sections of the Environmental and Social Management Plan (ESMP).  
 
Blue Action Fund require projects to have established a provisional Grievance Mechanism, including 
completion of any necessary pre-cursory assessments and consultations to understand customary 
and other grievance management mechanisms with Project Affected People, upon submission of a 
full proposal. The scope, scale and type of Grievance Mechanism will be proportionate to the nature 
and scale of the potential risks and impacts of the project. This Grievance Mechanism is provisional 
(full proposal stage). It will be updated and established within the first three months of project 
implementation, as illustrated in Table 1.  
 
Table 1: Blue Action Fund requirements for Grievance Management (Blue Action Fund E&S 
Safeguarding Principles and Requirements, ESMS Manual Annex B).  

Blue Action Fund 
requirements 

Project design  Project implementation  

Concept 
note stage 

Proposal 
stage  

Inception 
Phase  

Annual (or 
end of Year 
1) 

Project 
closing 
phase 

Provisional Grievance 
Mechanism [Criterion 
9.1] 

Na.  Required.  Na.  Na.  Na.  

Established Grievance 
Mechanism [Criterion 
9.2]  

Na.  Na.  Required: 
within 3 
months  

Required Required 

Grievance Mechanism 
Implementation2 
[Criterion 9.3].   

Na.  Na. Na.  Required  Required 

 
 
A grievance is considered to be any complaint, comment, question, concern, suggestion about the 
way a project is being implemented. It may take the form of specific complaints about impacts, 
damages or harm caused by the project, non-conformity with the Blue Action Fund and WWF MDCO 
safeguards, concerns about access to the project stakeholder engagement process or about how 
comments and concerns about project activities, or perceived incidents or impacts, have been 
addressed.   
 
For this Project, the main Project components are : 

 
1 Reference documents for the Grievance mechanism : i) social policies and environmental and social safeguards framework, 
ii) policies against  fraud, corruption, conflict of interests, respect in the workplace. 
2 As the Grievance Mechanism has already been established, implementation refers to the use, responsiveness and monitoring 
of the Grievance Mechanism.  
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- Operationalization of the management of the Biosphere Reserve (BR) seascape named 
Tsimanampesotse-Nosy Ve Androka incorporating climate change adaptation; 

- Rehabilitation of key degraded ecosystems within the Biosphere Reserve (coral reefs, 
mangroves, dunes, upstream Forest) relevant for climate change adaptation; 

- Promotion of climate resilient and sustainable livelihoods in the Tsimanampesotse-Nosy Ve 
Androka  BR seascape; 

- Enhancing knowledge, expertise and capacity of relevant regional and national agencies to 
use Ecosystem-based Adaptation (EbA) approaches for a climate resilient coastal zone 
management; 

- Strengthening and mainstreaming EbA approaches in regulatory  and decision-making 
systems  for climate-responsive planning and development at national and West Indian 
Ocean (WIO) region. 
 

As such, grievances that may arise could include  i) influence of elites on resources, ii) inequitable 
resource distribution, iii) exclusion of resources to vulnerable groups (migrants), iv) fraud/corruption, 
conflicts of interest. 
  

1.1 Purpose of the Grievance Mechanism   
 

A Grievance Mechanism is a free, open and accessible mechanism, principally designed for Project 
Affected People, and accessible to all project stakeholders, project staff (including contractors and 
their workers). It is part of a suite of a safeguard instruments that accompany the Project’s ESMP. 
The ESMP outlines the environmental and social management commitments that WWF MDCO will 
implement to manage potential negative impacts and enhance potential positive impacts of the 
project. The Grievance Mechanism helps WWF MDCO understand whether there is a potential 
breach of the Blue Action Fund ESMS principles, standards and procedures and commitments set out 
in the ESMP. If the grievance submitted is determined to be eligible (Section 2), a process is then 
followed to identify the root cause of the grievance and ensure that issues of non-compliance with the 
ESMS are rectified. Some grievance cases may require remedial actions to redress potential harm 
resulting from failure to respect the ESMS provisions or preventative measures to avoid repetition of 
non-compliance.  
 
Specifically, this Grievance Mechanism aims to: 
 

o Guide WWF MDCO in addressing complaints comments, questions, concerns and 
suggestions from Project Affected People and other rightsholders and stakeholders, related to 
the project and its activities in a fair and transparent, and practical manner;  

o Identify and manage stakeholder concerns and thus support effective risk management for 
the project;  

o Provide stakeholders fearing or suffering adverse impacts from the project with the assurance 
that they will be heard and assisted in a timely manner;  

o Build and maintain trust with all stakeholders thereby creating an enabling environment in 
which to operate; and  

o Prevent adverse consequences of failure to adequately address grievances.  
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As such, the Grievance Mechanism does not intend to substitute for any existing grievance 
procedures (e.g., those established by the Protected Area authorities), but instead complement and 
build on existing procedures, while ensuring that WWF MDCO can identify, register (see Section 6 
and Annex F.1) and respond to grievances appropriately. This Grievance Mechanism reflects and 
operates under the good practice principles illustrated in Figure 1 below.  
 
 

Figure 1: Good practice of the ESMS Grievance Mechanism (Source: IUCN 2020a).  
 
The project grievance mechanism is based on the following criteria.; 
 

- Accessibility: an appropriate range of possibilities will be offered to local communities to 
allow better accessibility. In order to ensure the availability of a non-discriminatory 
mechanism, WWF will make available to complainants, (in particular local communities), 
three entry points (telephone, letter on plain paper, e-mail), allowing them to submit their 
complaints. The complainant may be represented by persons he/she trusts. In general, we 
receive complaints by telephone and letter. 

- Inclusiveness: each complaint will be handled by a committee as the case arises (neutral 
committee). The processing of complaints relating to WWF's activities will be carried out in an 
inclusive manner, while ensuring consultation with all parties concerned. 
With regard to complaints relating to fraud, corruption, conflict of interest and respect in the 
workplace, an investigation will be carried out concerning all the persons involved according 
to the procedures in force at WWF. 

- Transparency: the complaints management and resolution mechanism will be shared with 
the public through various media/means of information/communication : information leaflets, 
information/awareness sessions WWF website : 
https://www.wwf.mg/nouvelles/publications/?uNewsID=1282966 

- Accountability :  
o WWF undertakes to process any complaint and inform the complainant of the results; 
o WWF makes sure to communicate how the complaint will be handled and the 

progress of the handling of the complaint; 

https://www.wwf.mg/nouvelles/publications/?uNewsID=1282966
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o As much as possible, the complainant is invited to mention his/her contact details so 
that WWF can communicate to him/her the whole process, including the results; 

o Processing time established: in order to reassure the complainant, particularly with 
regard to their right of recourse and the transparency of the process, an approximate 
time limit for processing complaints will be established.  

- Absence of conflict of interest: in handling and resolving any complaints, WWF will ensure 
that any conflict of interest is eliminated to avoid biased handling of complaints. 

- Confidentiality: WWF maintains complete confidentiality of each complaint submitted in 
order to protect the complainant from possible retaliation by anyone, including WWF 
employees involved in the complaint. In this sense no reprisals are possible because the 
staff(s) subject to a complaint will not be directly or indirectly involved in the complaint 
management and resolution process. 

 
2. Eligibility 
 
WWF MDCO has established the eligibility criteria for the Grievance Mechanism in 2021. During the 
first six months of the Project, eligibility criteria will be finalised. In this version of the Grievance 
Mechanism, criteria of eligible grievances include:  
  
• Any community, organisation, project stakeholder or affected group (including individuals) who 

believe it is or may be negatively affected by any project activities implemented by WWF MDCO, 
and/or owing to the project’s failure to follow the Blue Action Fund and WWF MDCO’s 
Environmental and Social Safeguards and other compliances as set out in the ESMS, during the 
design or implementation of the Project activity is considered a “Project Affected Party” and is 
entitled to submit a complaint;  

• Negative impacts can include all forms of project impact, including direct and indirect impacts of 
project activities. As with the scope of application of the Blue Action Fund ESMS, negative effects 
are not restricted to the activities of the WWF MDCO, but include the effects of activities of project 
partners3 (including collaborating project partners such as Protected Area authorities) that are 
financially or technically supported by the project by WWF MDCO;  

• Any Project Affected Party may file a complaint;   
• Representatives (a person or local organisation) can submit a complaint on behalf of a Project 

Affected Party, but they must provide concrete evidence of authority to represent them; and  
• Anonymous complaints will be considered.    
 
On the other hand, the current criteria for ineligible grievances include:  
 
• Complaints with respect to actions or omissions that are not technically or financially supported by 

the Project, or about parties that are not partners or collaborating partners in the Project; 
• Complaints about issues outside of the Project scope, including outside of the Project Area of 

Influence;  
• Complaints filed:  

o After the date of official closure of the project; or  
o 18 Months after the date of the official closure of the Project in cases where the complaint 

addresses an impact resulting from project activities that was not, and reasonably could 
not have been, known prior to the date of official closure.  

 
3 Note that in these cases, where the Project cannot effectively respond to a grievance because it is related to a government 
partner, and it is outside of the lead NGOs mandate to respond to such grievances, the grievance can be registered (see Annex 
F.1), and the government partner informed of the nature of the grievance. The affected party would be informed of the mandate 
of the lead NGO and directed towards the appropriate channels to report the grievance to the government partner. How this 
works in practice varies considerably. Projects should consider this eventuality when planning activities, particularly in projects 
with law enforcement and access restrictions, and encourage and support partners to establish or improve Grievance 
Mechanisms where this is the case.   
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• Complaints that relate to the laws, policies, and regulations of Madagascar, unless this directly 
relates to the WWF MDCO obligation to comply with the Project’s ESMS principles, standards 
and procedures;  

• Complaints that relate to WWF MDCO non-project-related housekeeping matters, such as 
finance, human resources and administration; and  

• Complaints submitted by the same claimant on matters they submitted to the Grievance 
Mechanism earlier, unless new evidence is provided, or the project has not responded to this 
complaint in the timeframe illustrated below (Section 3).  

 
Each grievance will be reviewed by complaint ESSF4 focal point in order to determine if it is eligible or 
ineligible. If the complaint is not eligible, the ESSF focal point will inform the complainants stating the 
reason for ineligibility and this will be documented (See Annex F.1 for Grievance Register Template).  
 
Project staff and contractors:  
 
In addition to Project Affected Parties, this Grievance Mechanism should be available for project staff, 
including contractors and volunteers working in key positions [unless the lead NGO has a separate 
mechanism in place already]. WWF MDCO must ensure that its contractor(s) use or establish their 
own Grievance Mechanism for all workers. Where this is not feasible, this Grievance Mechanism 
should be made available to all the contractor’s personnel. This will be included in all contracts and 
agreements that WWF MDCO enters into with contractor(s). All workers will be informed of the 
grievance procedures and new workers will be informed when they join the project. Information on 
contact points will be posted on staff information boards and on-site information boards. Alternatively, 
the Grievance Mechanism of the WWF MDCO can be made available to the contractor’s workers.  
 
 
3. Grievance Procedures  
 
The grievance resolution procedure for the Project comprises 3 stages/steps, described in the next 
sections. In order to be practical and cost-effective, resolution of complaints should be sought at the 
lowest possible level. This procedure aims to address stakeholder concerns promptly, effectively and 
transparently.  
 
 
See attached file (complaint management scheme) 
  
Stage 1: National-level grievance resolution  
All complaints are treated at national level. 
 
Grievance procedures 
 
Annex F.1 : example of a Grievance Register which serves as a record of the grievance procedures.  
 
1. Submission of a grievance: 

The complaint resolution process is supervised by the Country Director of WWF Madagascar.  
 

Stakeholders/ Project Affected Parties shall be able to use the following methods to submit a 
grievance:  

- verbally via telephone;  
- SMS/ text messages; 
- In writing a letter. 
 

Complaints should be addressed: 
 

 
4 ESSF : Environmental and Social Safeguards Framework 
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- By posted letter : WWF Madagascar-Fitarainana, Lot près II M 85 Ter Antsakaviro 
Or by Office Box : BP 738 ; 

- By mail : fitarainana@wwf.mg 
- By phone : 034 49 041 41 
 
 
a) The grievance is then recorded and classified in a Grievance Register (electronic) by the 

responsible staff (People and Culture Manager: focal point of fraud and corruption, and 
conflict of interest) of WWF MDCO. See example Grievance Register in Annex F.1. This 
register should be maintained in a location accessible only to the responsible staff members, 
and not shared with outside parties5.  

 
b) When submitting a grievance, the complaint should include the following information  

  
I. Complainant’s name and contact information; 
II. If not filed directly by the complainant, proof that those representing the affected 

people have authority to do so; 
III. The specific project or program of concern including location; 
IV. The harm that is or may be resulting from it; 
V. The relevant social policy or provision (if known); 
VI. Any other relevant information or documents (e.g., date of event); 

VII. Any actions taken so far (if any) to resolve the problem, including the contact with 
WWF local Office in Toliara; 

VIII. Proposed solution;  
IX. Whether confidentiality is requested (stating reason).  

 
c) The complaint can be filed either in french or malagasy language. WWF maintains complete 

confidentiality of each complaint submitted in order to protect the complainant from possible 
retaliation.  

 
2. Acknowledgement and addressing the grievance:  
 

a) Reception and recording of complaints by the People and Culture Manager. Whatever the 
reception channels (telephone, email, letter), the complaint will be recorded in a grievance 
register and sent to the Country Director and to the ESSF focal point if it concerns project 
activities. 
 

b) Grievance is formally acknowledged by the focal point concerned who informs the 
complainant of the receipt of his/her complaint within forty-eight (48) hours of submission.  

 

c) Within 24 hours of receipt of complaints, the relevant focal point inform WWF-International 
and the funder (BAF) according to the procedures planned. 

 

d) The ESSF focal point for WWF MDCO will assess the eligibility of the complaint and provide 
a response as to whether or not it is eligible, in accordance with the above criteria for 
complaints linked with project activities. In case the complaints are on fraud, conflict of 
interest, corruption and sexual harassment, the focal point FCCI, RMT, CC will be in charge. 

 

e)  If the complaint is deemed eligible, WWF MDCO will devise a plan and timeframe to 
investigate, which will be communicated to the complainant. The focal point will inform the 
complainant of the overall process to be initiated within 10 business days of the complaint 

 
5 In some cases, sharing the Grievance Register with an outside party can be required. For example, in the case of Blue Action 
Fund project evaluation. In these cases, personal information should first be redacted from the register, and the terms of the 
sharing and use clearly stated. The World Bank Environmental and Social Framework (2017) also requires that during the 
course of the Project, a record documenting the responses to all grievances received is made publicly available: this record can 
be based on the Grievance Register, but removing all personal information.  

mailto:fitarainana@wwf.mg
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being logged. If the grievance is not well understood or if additional information is required, 
clarification should be sought from the complainant during this step.  

 
f) For cases related to fraud, corruption, conflict of interest, and respect for workplace, the 

process will be determined by procedures internal to WWF. 
 

g) For cases concerning project activities, the focal point concerned informs the appropriate 
‘responsible staff member’ : WWF MDCO Conservation Manager and the Landscape 
Manager (in charge of the project at local level) after registering the complaint. The 
Conservation Manager, the Landscape Manager and focal point concerned define together 
within 10 business days, the resolution protocol (approach, process, etc.), the timetable and 
propose a resolution committee for approval by the Country Director; The resolution 
committee is independent third party; external to WWF. 

 

h) After its constitution, the committee6 will discuss with WWF how WWF plans to examine the 
complaint and to develop and implement an action plan and timeframe to resolve any issues.  

 

i) The committee approves the resolutions and documents the resolution(s) defined by the 
stakeholders.  

 

j) The implementation of the resolutions adopted is ensured under the leadership of the 
Landscape Manager 

; 
k) The documentation of the resolution is ensured by WWF team. A summary of the concern 

raised, actions taken, conclusions reached, follow up plan and timeframe for completion will 
be documented (in the Grievance Register) and communicated as agreed between the 
parties. WWF MDCO will facilitate support to further clarify, assess, and resolve further 
issues, as needed.  

 
l) The response of the complainant is recorded to help assess whether the grievance is closed 

or whether further action is needed. WWF MDCO responsible staff should use appropriate 
communication channels to confirm whether the complainant has understood and is satisfied 
with the response. The complainants’ response should be recorded in the Grievance 
Register. Ideally, both parties should sign off the grievance to confirm closure. Or, 
alternatively, a written confirmation that the grievance has been closed satisfactorily should 
be obtained. 

 

Stage 2: Submission to WWF International 
 

1. Where the response of any grievance through Stage 1 is considered unsatisfactory to the 
aggrieved party, a stakeholder can lodge a complaint with the contact WWF International by 
filling out the Grievance Form online https://report.whistleb.com/mg/message/wwfinternal 
The online form is in local language (Malagasy). 
 

2. If complainants do not trust the WWF MDCO Madagascar team, a possibility of directly 
approaching WWF International is offered to allow them to bring their complaints directly to 
the international level of WWF. So they can therefore seize the international WWF 
mechanism. 

 
In cases where issues are not being properly addressed by the grantees, a stakeholder can directly 
submit a grievance to the Blue Action Fund (Stage 3 below).  

 
6 Since the committee complaints resolution is composed of persons other than WWF employees, it is imperative 
to submit to all members the approach and timing initially proposed by WWF in order to have the approval and commitment 
of all. 
 

https://report.whistleb.com/mg/message/wwfinternal
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Stage 3: Submission to Blue Action Fund Project Complaints Management 
System 
 
In the event of serious complaints or those that cannot be resolved promptly, WWF MDCO is 
obligated to inform the Blue Action Fund of the details. In addition, Blue Action Fund maintains a 
separate channel of communication open to local stakeholders in the event that issues are not being 
properly addressed by the grantees. Blue Action’s own institutional Grievance Mechanism is located 
on the Blue Action Fund website (here).  
 
WWF MDCO may provide mediation as an option where Project Affected Parties are not satisfied with 
the proposed resolution. Ultimately, stakeholders may turn to court in accordance with the existing 
legislation of the host country, and this grievance procedure should not impede access to other 
judicial or administrative remedies that are available under the Law.  
 
Table 1: Contact details to be provided on communications regarding the project Grievance 
Mechanism  
 

 Local 
Project Team 

National 
WWF MDCO 

WWF International Blue Action Fund 

Position Landscape 
Manager 

Country Director Head of Compliance, ESMS Officer 

  E&S Responsible We post complaints on 
“whistlbe” 

 

Address WWF Toliara, 
Boulevard 
Lyautey, Toliara 
601 
 

 WWF Madagascar 
Country Office, Lot 
pres II M 85 Ter 
Antsakaviro  

  

 
A template for the Grievance Form is presented in Annex F.2. 
 
4. Informing Stakeholders about the Grievance System  
 
For the Grievance Mechanism to be effective and accessible, WWF MDCO will take active steps to 
inform all relevant project stakeholders of the existence and scope of the Grievance Mechanism and 
about the relevant provisions of the ESMS. It is vital that stakeholders are aware of the eligibility 
criteria for a grievance and the mechanism for grievance submission. 
 
 
The current project Grievance mechanism was shared and discussed with stakeholders at local level 
during consultation on the project in August 2021, prior to the project proposal submission.  
Information campaigns on the WWF grievance rmechanism have been carried out and this will 
continue periodically. In November 2021, WWF MDCO grievance mechanism system is shared and 
discussed with Mahafaly land and seascape staff (conservation and administration team). Following 
this sessions, the landscape team at their turn shared the grievance mechanism at local level with 
LMMA7 managers.  
 
For regional level (South West Region), the information of stakeholders about the project grievance 
mechanism will be completed no later than the first quarter of project implementation. 
Similarly, during the first quarter of the project implementation, the project team will share the 
grievance mechanism system and challenge to local communities.  
 
WWF MDCO will align the Grievance Mechanism procedures with good international practice, 
meaning it will be:  

 
7 LMMA : Locally Managed Marine Area. 

https://www.blueactionfund.org/about-us/#contact
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• Accessible: All field offices and field staff will have information on the Grievance Mechanism and 
how to register complaints; all stakeholders will have information on the Grievance Mechanism 
and how to register complaints;  

• Practical: The mechanism established ensures that it is simple and viable and does not create a 
burden for project implementors or project stakeholders;   

• Transparent: Decisions will be taken in a fair and transparent manner and the complainants will 
be kept updated of the process;  

• Independent: The oversight body and designated team will be independent from project 
management where the grievance/ complaint originates; and  

• Time Bound: The process for resolution will be comprehensive and completed in a timely manner. 
 

This will be done by translating the Grievance Mechanism into local language (Malagasy), ensuring 
that the information is delivered in a culturally appropriate way reaching all relevant stakeholder 
groups, including women, young people and vulnerable groups. WWF MDCO grievance mechanism 
is available in Malagasy since November 2021, in the form of leaflets8, distributed at local level. 
 
Various methods will be used to raise awareness about the Grievance Mechanism and procedures 
including verbal communication (through consultation meetings, trainings, project website9 as well at 
local offices in the project areas : WWF Toliara office; CRS10 Toliara Office . In addition, grievance 
boxes will be placed at meetings and in training sessions. The grievance can be submitted in French 
and in Malagasy. 
 
Accessibility also requires that complaint submission, handling and recording is designed in such way 
that stakeholders have confidence in the mechanism and that procedures are in place to protect 
complainants from any form of retaliatory action, including provisions for disciplinary or other 
appropriate action in case of violations of this principle. WWF MDCO will ensure that all stakeholders 
are aware of this. 
 
5. Serious Incident Reporting  
 
WWF MDCO should report all serious incidents caused by or related to the Project that have or could 
have significant negative impacts on people or on the environment, to the Blue Action Fund. The 
purpose of reporting serious incidents is to ensure that appropriate responses and corrective actions 
are taken in a timely manner in order to minimise, mitigate and/or remedy the impacts as well as to 
avoid repeat occurrences.  
It is important to note that we inform donors (BAF) and WWF International no later than 24 hours after 
receipt of a complaint. 

 
A serious incident in this context is defined as: “any unplanned or uncontrolled event with a materially 
adverse effect on workers, community members or the environment within the project’s Area of 
Influence or events that have the potential to have material or immaterial adverse effects on the 
project execution or give rise to potential liabilities or reputational risks” (IUCN 2020b, Reporting 
Serious Incidents). Serious incidents can include, for example:  
 
• Fatalities, serious injuries and accidents at work; 
• Fatalities, serious injuries and accidents affecting local communities and others; 
• Violations of human rights, including sexual and gender-based violence and harmful child labour;  
• Forced evictions;  
• Conflicts, disputes and disturbances leading to loss of life, violence or the risk of violence; and  
• Environmental impacts.  
 

 
8 Leaflet on the Grievance mechanism is available in Malagasy and in French since November 2021. 
9 WWF website with the Grievance mechanism communication : =1282966 
10 CRS : Catholic Relief Services : Consortium with WWF MDCO on the development of the current BAF project 

https://www.wwf.mg/nouvelles/publications/?uNewsID=1282966
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As such, and due to the risks of association, serious incidents that relate to collaborating partners that 
the project technically or financially supports, should also be reported, if they occur in the project area, 
even if they are not directly related to a project activity.  
 
In the case of a serious incident, the incident will be reported by WWF MDCO to the Blue Action Fund 
Project Manager and the Blue Action Fund ESMS Coordinator within 48 hours of WWF MDCO 
receiving information of the incident occurring. In cases where detailed information is not immediately 
available, a draft report will be prepared by WWF MDCO and submitted, with a more comprehensive 
update being prepared once the details have been established. The report will state whether the 
incident will be subject to a formal inquiry, criminal investigation or legal proceedings to determine the 
circumstances of the incident, responsibilities and root causes.  
 
If the incident is not subject to a formal inquiry or legal proceedings, the report will follow the template 
provided in Annex F.3 (Serious Incident Report), including:  
 
• A detailed description of the incident and its effects on workers, local communities, the 

environment etc.; 
• An analysis of the root-causes, covering the management and control measures that were in 

place at the time and any failings identified in regard to management or procedures; and 
• Details of any response provided, actions taken to remedy the situation, and to prevent its 

recurrence.  
 
If the incident is subject to a formal inquiry or legal procedure, the findings of the inquiry will be 
summarised, using the template in Annex F.3, along with a link to and/or an electronic copy of the 
inquiry’s final report, if it is made available to the public. WWF MDCO will inform Blue Action Fund 
about any ongoing or future issues related to the incident that may require attention, such as 
grievances, claims for compensation or other legal action taken by the victims’ families. 
 
 
6. Maintaining Records and Monitoring Actions  
 
All grievances, whether eligible or not, need to be recorded in a Grievance Register (Annex F.1). This 
register will document all complaints, suggestions, comments, questions submitted by stakeholders in 
a categorical way under five main headings:  

1. Grievance registration: including subject of complaint, description of complaint and eligibility 
criteria; 

2. Acknowledgement: WWF MDCO acknowledges receipt of the grievance within 2 working 
days (48 hours);  

3. Investigation (of eligible grievances only): WWF MDCO investigates the root cause, whether 
the claim is true or false and proposes corrective actions;  

4. Response: WWF MDCO provides a response to the complainant; and  
5. Close out: WWF MDCO closes the grievance once it has been adequately addressed and 

remedied and a response provided to the complainant.  
 
Agreed action plans will establish timeframes for regular process monitoring towards resolution of the 
grievance. The Project Complaints committee will coordinate the monitoring by organising periodic 
checks, bringing together the concerned parties and relevant technical advisors for meetings or other 
communication on the status of action plans, until they are completed. WWF MDCO will assess the 
effectiveness of this complaint’s resolution process on an annual basis and identify any needs for 
improvement. 
 
The Grievance Mechanism and accompanying excel spreadsheet (Grievance Register) should be 
maintained, saved in a secure place and updated regularly. Examples of basic indicators commonly 
used to monitor and evaluate the effectiveness of a Project’s Grievance Mechanism are listed below, 
and all can be monitored simply through use of the Grievance Register template and serious incident 
forms:  

• Number of grievances received and recorded (disaggregated by eligible and ineligible) during 
the reporting/ review period; 
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• Number of grievances acknowledged on time/not acknowledged on time, including why;  
• Number of grievances where the investigation was/was not completed on time, including why;  
• Number of grievances resolved and unresolved.   
• Number of serious incidents;  
• Number of serious incidents still open (inquiry or corrective actions on-going) and closed.  
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Annex F.1: Grievance Register Template 

See attached excel sheet, Annex F.1, the Grievance Register template.  

Annex F.2: Template for Public Grievance Form 
We don’t have specific template. The principle is not to use too formal tools with local communities, as 
it will make them uncomfortable, and the level of illiteracy is also high in rural areas. 
We will adapt and simplify the below form, and have it translated into Malagasy language. 
 

Public Grievance Form 
Reference No. (assigned by Implementation Partner):  
Please enter your contact information and grievance. This information will be dealt with confidentially. 
Please note: If you wish to remain anonymous, please enter your comment/ grievance in the box below without 
indicating any contact information – your comments will still be considered.  
Full Name  

Anonymous 
submission 

☐  I want to remain anonymous 

Please mark how 
you wish to be 
contacted (mail, 
telephone, e-mail). 

☐  By mail (please provide mailing address): 
_____________________________________________________________________ 
☐  By telephone (please provide telephone number): 
_____________________________________________________________________ 
☐  By e-mail (please provide e-mail address): 
_____________________________________________________________________ 
 

Preferred language 
for communication  

☐  [insert other applicable language(s)] 
☐  English 
☐  Other, please specify: __________________________________________ 

 
Description of incident or grievance:  What happened?  Where did it happen? Who did it 

happen to?  What is the result of the problem? 

 

Date of incident/grievance: 
____________________________ 

☐  One time incident/ grievance (date _________________________) 
☐  Happened more than once (how many times? _______________) 
☐  On-going (currently experiencing problem) 

 
What would you like to see happen to resolve the problem? 
 

 
Please return grievance form to <Provide contact person and address> 
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Annex F.3: Template for a Serious Incident Report 
Source: IUCN 2020b 

Serious Incident Report 
General Information 

Project name, country, region    

Executing Agency  

Person and agency submitting the information  

Organisations, agencies and/or companies 
involved in the incident  

Details of the people affected, status (e.g., if they 
are working as rangers, volunteers, etc.), names, 
ages, gender. Details of the community or 
communities involved 

 

Details of the Incident 

Date and time the Incident occurred   

Location  

Type of Incident 

Fatalities, serious injuries and accidents at work ☐ 

Fatalities, serious injuries and accidents affecting local 
communities and others ☐  

Violations of human rights or accusation of human rights 
violations, incl. sexual and gender-based violence and 
harmful child labour  ☐  

Forced Eviction ☐                 

Conflicts, disputes and disturbances leading to loss of life, 
violence or the risk of violence☐ 

Environmental incidents ☐ 

Detailed chronological description of the Incident 
and its circumstances (if possible, with photos)    

 

Root Cause Analysis  
Detailed description of key causational factors 
(internal and external), potential management 
failings and identification of absent/ inadequate/ 
failed/ unused management and control 
measures 
(e.g., non-compliances with ESMS standards or 
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Serious Incident Report 
measures)  
Specification of relevant roles and responsibilities 
of the agencies, authorities and others involved 

 

Reaction to the incidents by the victims, involved 
families or communities as well as local/ national/ 
international media 

 

Agency or agencies responsible for investigation 
of the case. What is the scope of the 
investigation? Does this include a root cause 
analysis?  

 

Response and Corrective Actions  
Description of the response (if available) and 
agencies involved  

 

Description of any corrective actions, plans or 
next steps to prevent the incident from recurring 
or follow up to close the case or proceed with 
further investigations (include action plan with 
responsibilities and schedule) 

 

Incident Report Approval 
 Position Name Date 

Prepared by    

Approved by (Blue Action Fund ESMS 
Coordinator)    
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