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This training manual was prepared and developed by Dr. Samir Barhoumeh, a business development expert,
Harika Masud from the World Bank, and Hadeel Al-Amayreh from the Reform Secretariat at the Ministry of
Planning and International Cooperation.

This manual was financed by the Jordan Growth Multi-Donor Trust Fund (Jordan Growth MDTF), which was
established by the World Bank in 2019 as a funding mechanism to support growth and job creation. The
Jordan Growth MDTF is co-chaired by the Ministry of Planning and International Cooperation and supported
by the United Kingdom'’s Foreign, Commonwealth and Development Office, the Kingdom of the Netherlands,
Canada, Germany and Norway". The team would like to express their gratitude for their contribution to Jordan's

growth agenda.

Norwegian Embassy
Amman

, n portaership with N
& . kel
251 Kingdom of the Netherlands Canadi ‘:J’ .“N" ,‘lu '

o
-

)
3w
ukaid



uupall

B ettt ettt ettt e e et e e —eeea—eee—eeea—eeaateeaabeeeteeantee e tee e teeanteeabeeabeeabeeebeeareennreean wlialllg anle ayhAi
7 e e e e e — e e e e e e e——e e e —eeeataeeaaaeeeaaeeeanes dalnoll ulani aqjlitn
e et oottt ettt et et e s e s essaees s ee e Saalnall gl dlpbl siei bl
B ettt oo et e dalnnll ulani diph) anal
D e oo e aalnnll ulhnil alleall asjliinll dnnlw il gabnll
L e ettt ettt ettt st s eer s caaalgll asjbinall apnifl deill aley il
12 e e (iblgall aqjLiinl Jgall eligh Jnc jla] ¢salin
17 dalnoll ulanl pga
12 oo eeteeesee s e dalnall ulani ¢lgilg wayyei
1 TP dalnanll ulanl ajani
1O dalnnll alani Juai
17 ovevemssmsssssessssssssss e sse s AR AR AR R R S R R R e dalnnll ulhni hilp puw)
B ettt ettt ettt ettt ettt ettt ettt et e et ee et et dalnall ulani dipi] daha
T aqylinll ablég wilaai aani
70 anlnnll ulanil aleall aqjliinll anihiig clailpwl
L ALl hliill dagann e Jlin
< Al Jilull aya0i
O Jilwll Juayl (e dlgguunll cilgall/alnill
L T Jlailll gih
32 eersesersssmssee st e e e8RS RS sReees cliptilg Juaidl jlyai
7SSOSR aillgguinllg jjlgall (prnAi
1 TP elliphillg Jnlgill gph Jgo dlinl
L gl La dalaiill alngaall aslph 2gig alaljil
BT e dalnoll ulani elph 1l hlnis jghiill
20 dalnall ulani go aljglinll ¢lgif
BB eetrseee it e R RS AR R RS R R R Jgliiill Jlaubig @



L0 oo eeeeeeeeeeeeseeeeseeesesessssss a2 2555522522551 555555 daalnall ulhni athailo

A2 e Grievance Redress Mechanisms (gglauiill dallen all
S dlgguy waglanllg sgadill (e pueill lgdl Jgngll gany pliag aldi
BDooveeeseessssssess s (el dnlaiwll) Lglag (sglaill / pltanll _a @Guéanill
500 111vvvessessseeesssssessmsssss e sss s sss RS8R Sglauill Ldlil dylnell cilelayl
5 et eeeessessesssss e8RS RRRRR Sgladill adly arcgill cilgia
3 OO Jiaeill gi (il cdlan aaai
Y TSP puidillg a=ylinll
LT abinyl pydig deilio (g dalnnll alani el

D 7 ettt SRR £ R R E R E R AR R AR HjLaill ppadig gyl
B8 e dloglenll jc alnall afidoll draniliw il
10 dalnoll ulani dip] hhal dijlgall ghg
S PPN dldalnll
64 alalhnall -1 galall
66 dalnoll ulani diph I aha 23gai -2 @Galall
1= dalnnll ulhni 331§ 23ga

20 dalnall ulhni wiing 23gni
/TSSO daalnoll ulani pilnag alow Juai
7 dalnoll ulani dhy

7 TSSOSO aalnoll ulani lpil alauilfiwl pghi

7D eeetsee et RS e s dalnnll ulani elpil ahs

2 TP RACI Model
/2T ADKAR Model

0 T adilwll aalnall alani elpb] anhdil gaalo

B2 erresvveresssses s mses s e8RS RS8R RS S AR RRS R S R s agiljoll



......................................................................................................................................... dalnall ulani diphy Joli 23gai

arlgall cilwjlanll Jrhal 1 aliiwl alinig gu)lai ;galo

91

.......................................................... National Disability Insurance Scheme (NDIS) édlc I an (pinlill dtihgll ahAll
........................................................... Qull _a High-Speed Rail (HSR) dcpull daila @ayanll elawll ¢gpiin :2 Jlin

.................................................................. 0gaalljldll gin aldne adalnall ulani ¢lpn] alagyliu Alalan

94

LT,_CLD_'I'.Q.I“g LS‘Lml Jih Ul :LTJQJM clitlh alilhin -3 galn

galjall - 4 Galall



wilaaillg anle aphi

abdnl aaii pea dang opai Sall "gylll La aldndl gl jjei ggpin jlb] gan cla Guaill Jdall 1ha |
Aol Ggainll go Jigailg gall elildl dcgnan go ygleill . Jgall ygleillg hibaill jljg A dalnidalll
abdn i vaiig Guuii pjei Il cgritnll 1aa waagy.gylll a anlnidll gopallg Jolill goill (ailall aaeio
lnag (2024 -2018) dinanll dnlnidlll aladnill dagana e j4jill go gyl A aulaigllg dnlnidlll
(SAnidll dyanill &gy g dananll wahall aai ag.gyll apdall goaalig salnialigaill a pabuy
Juiyll Joell pyag dLDJJJ| kw,b_n_ll Qilill dabj ella A T

0agl (1ani Joleg pula paied (@dlell ala algall) éalnall ulanf diph] anail Juall ha pghi pi ¢
el i ¢y .dylled) Lgioling mayaiig albhiln l Guuii e aiyill angaall ajaé jijei Lle japg aladnll
dlelwnllg apalabll gloal sjgre jol jhall gin élne (g (@aell aly algall) dalnoll alhnl wlisn
izl doganll Lakgal lbuns pad Juall 13a gla il .albilngl dolaiolg

Qiliill (Gudai gai aagallg Jolwll (adilell ala algall) @alnaoll alani dlpil Ji4 go apball 0aa wapig

abinyldagano go Giig Jady silai oy ,gaydl g dalaigllg dey piill alhdn i Ayaiig (Guuiill jjei |
aralamll A dlinin| ininll ayiyill angaall Joel auulwill ;galinllg (SAnia Ul cyanill éugjg aiaanll danalniaill
.dlnidlg .alnallg .a5)lnnllg (Guuiillg jgleillg

aajenll (inigallg diylll éngaall akhgn ugil Gwhol gayn Jdall s piey :sujaill Juall wlaal
;A (o (adadell ala algall) aalnnll alani dlleall agylinll dnjilll calgaillg ciljlgoallg

Aclidl aladell pjoi Jus o .dalnoll gbnidlﬁhypbingg_icuﬁ_i[ A

allall alail glang alhdnyl / gjlinnll pgncag pgoloial pndig dalnall ulani Juaig apai 2
.alobnll

2Unyl/ggrunll dlin djga Jigh ¢gpnnll dnignllg ajilindl calgaill 20 dlobnll dqjlunll pjei .3

daalnoll ulhni Il aalaiing cuulinll wagll _a egpitnll alnglen Jgng glan 4

il jjeig wlalhillg blhdll aqjlinl daalnoll ubnll lgdl Jgngll Jguw Jilwg pagi 5
.Alclnnllg

Jady aalnall ulani clpny anjull aljlgallg aapenll (iaigallg diylll dngaall wahgn agji Jui go
YUl g aldnll agpal dolaiwlllg &alauillg adgadll jijei | waagiJlea



dalnoll ulanl d4jlinn

lpla o Jolgiy é)paing épnimn dtloc a dienll algall go Jolgillg dalnall alani ellpilg a4yliin
cllaqg pgihihilg pgillydy guilinll galubill go alail Lilif jiga clial gonai égay aljlallg calwlpll ¢glin
A Jolgill ha 230 Layaiig maal ggojiey Sill alwlpwl gl anlpdig aljhdall (g dalan pgial (uall go
ey g Loy Laen gl i fialll cilgl dnla alalllg alegnanll dalianll Jnlgillg Jgngll alalial jhicul

. Jplgillg (salall Jgngll dilank ddleinll ciljaaill lclo

avionll ailgall ga Jledll Jnigill (gij
s alljigh ells (4 oy (@lnall ulani)
//'v Government ,LpljJI gl_b_fjjlg ,d_y]gﬁg_ll gL,_u_._ug_Dﬂg

/ 3. Take Action & Communicate P-EJJ'LCQ :U‘Ublg.DJlg Jadanll clnhic ”g
2. Give Feedback b Lo yaail.ddilell aldg duenll algall (o

ﬁl‘@ ﬁ’i‘ﬁ‘i pi 2 pgilanilng pgilglgl cils 1)

’ 2ghg0 ga lnb- jlicll g L@l

"\ ' < et
LINTUYTY YRR .

20l dalnall alanl  dipi]  giey

bl apyilpiwl «Guwing poimn Jauig.2iliill Gidai gai aagog .aalaalll 2310 g4y Sallg . Jclallg
ol @leiy 1la .alegnanll wlinn fie lalan a5 Apilwan alylpd kil ] o Sl algallg aluwwgoll
el _a Loy aalnnll alanl go dewlg acgnan go ggleill Lyl galg alall apibn guilinll dijil haa

Auledy ailiill (guanil .anignll alenianllg alnhinll

lalal" gl "Sa4yLinll oaa (All La Wo" tpgn JIdw Jga layaga (g dalnnll alani dlpblg a4Lin jgai
shill algag anal dnnnng wlhalll Axan Jgai UT gang .dunell Jigull 1ha aags " Spgalpnl aup
nilig awgnidll jijei lglila go alahinll g alogaall gang dlienll algall ginal dcgiinll alalislg

Lgic anilill abwluwll gl alelpdl Gacill plfilulg guwgll Jgudll jioy lan Lgi dnlall jlall gin allac

faalnoll L_J|‘1I’\id|]‘|ill.]_ Siwi laln

Jnlqillg Joleill oy (dlienll caljhil gi dlienll algall gi daiell cila algall gl) aalnall ulani elpil gl
Jnlgillg Joleill | dalxill Lo dwlu gl aolip gl ggpihng phlo e gl piblio Jadu guilinll galaubill go
ailiiy pigi gf pilill lgiany il alenianllg alokinllg clegnanllg alalll gn dcgiin degnan gn
<unag yhill algagg Jlaalill gnag wlnglenll dgjlita e alilfwdl 2gill 1Aa jap dun . alndl/cgpiall



0 dunggan aljlpd Alaid dygpa Lglag .pjl glg gaol g albaei el alhndall go dalaiwillg pcallg aylill
lalnell oaa owig .o bl - phlin Jain gypainll hda gul -daalnnll alani wlian elpbl Jila

aleillg alnabwall Ji4 g0 lnadlil ai waiillg aljall of glanl dacgiin pudg i algag i

dalnoll ulhnl dlpn| dioal

Julunl arel analll il jol dalnall alanl diph] 2o

ablnil/gyjliinll pga @alnall ulnil 20wy oo anlgll Jnlgill algid aidq :draladll jjoi e
lpnadig

dalnnll ulanig anhinll/guwwdall gy alalinll aaill cliy g anhiinll 49)binll aclwidaill cliy

Joellg gyjlinll pinni jan; .dalnnll ulani jhi algagg alelhig (4 and Jua o :Qiliill (i e
Blai sl qilii J) 3g! lnn Jraal Jaidy pgilabiol il Jadu abiln gl e

gylab ggpnnll hiiji ad Sul dalivoll blxadllg caglhnll jvinll ayaaill aow) yhlanll go aallg ALasi e
aalanll aleljill gf apaiill g palill ging of gang jnlanll @bl

&yilnil giliig dlled fal gyyliing alwwdn Graai Lo dalnall alanl eiph | dnal

atllea pal aluwngo
\ More effective institutions LJJ L!-'-J danhil Hjs4g c L'J-Ul °
N
+ Establish & strengthen systems for constructive information . - . -
sharing, citizen feedback & redress (e.g., complaint handing, LJ! ‘0c LLLI | u LDgJ—Q-D-l |
community monitoring)
= Stronger citizen participation . e
\ = Stronger citizen-government interactions LD_I [aalnnll (- [Nl le‘LL\!
Better development outcomes ‘I . e : :
® P A gtblgall ella a
®/_\® = Improved service delivery & greater user satisfaction
+ Improved programming effectiveness GSDUJ' Al P'IJ'CLI

» More efficient resource management & public expenditure
» Reduced corruption

/ _l » Improved governance CIJJ LQDg cithallnl |9
\ Better projects ‘ o
(el T Jinll Juw o) pgaglan

Increased awareness
Improved targeting (e.g., social safety net programs)

>_/ + Early-stage risk mitigation 9 a I CIJJLQD LJ-IJJ LJ-D

+ Stronger & more inclusive community participation

doilinllg dlnlhillg

all gaihall ablisg abwwgoll @laiul garyg adill cliy Lle acluy (Geaizall

1

! Eden, C., & Ackermann, F., Making Strategy: The Journey of Strategic Management. London: Sage Publications, (2013).



Jpdll gin dllnc A iihblgoll lopw ilg.dalnoll ulhnil dndhill a4jlinll ) piblgoll ggal aajliin e
Ipileluing cilungnll dyepth jjoi
aly angaallg gublgall gy wilahllg phiinll Jolgill ey :angaallg guiblgall gy sgdl Jelai
dullea fial anaga ] (sad! oo diiglei
Jnal ailail ilii
dloaall puadig ploni A dalnoll ulani dipnl gl :paaimoll Lhy daljg aloasll piadi (wai e
Leyll 3abj I 538 Lo sgninall dyeall cilalinul auli gory
ol proni e Aaiillg hikaill Silajn 4 dalnall ulani elpn] acluy :aolipll dulled (rwai e
Ahonll dajenll (o dalaimillg Axaan abaaidpgalgnl

Jaal jawnai I dalnoll alani d4jbin s3gi gf gany :plell Glaillg ajlgall dclaq falajlal e
Adlall Juldig abglgill aani Jiba (o 3jlgall

e aalnoll glanl diph] Jua oo @jjei pi sill.dlelnnllg daladll algi aclwiaboall goaall - .
Alwall o aallg Juldi

dilaiwlg dalyania fal lgleay anagall dgjlinillg dlobill aildnell jjoi :anagall (rwai e

Jral gijliin

jjoi lnn aailiig ailncg ggrinll whaly egll dalyj Yl aalnall ubnl dipb] $33) :cgll 3l o
.acallg dialall jgeill

a7 A goiaall elpn] gan) (claialll glodll alann aolp Jin) wlagiwdl (wai e
laen el aliall ] peall Jgng ailaaill pianig (gudinall

dlnianll jalanll yaai g dalnoll glan d9)kin aclni:apainll Jalall L phlandl oo wayasill e
Jblnll o cara’ill adhiwl pulai kil anwy lon .gjlnyl/ggyﬂlnjl d)ga (0 Jain ¢dg L_,C|

Jdcgiinll phill cilgag alcln (Glhill dowlg aqjlinll gani:dgoib fiaig sgal dlenian aqjbiin e
Anlaiwlg Lalni] g4 2ilii JI 53§y lon

dalnall ulanll dleall asjlnoll drwlw il ;galall

Ja gl ¢y lgaphi pi 1l .aalnoll alanl dlipbl Gle bl Jauiy igi sill @il saliall go acgnan dlia
aalnnl Iqb_nip.gﬂdjgb.na_o_ub" ,mﬁp_l"d_ﬁu_o_lloiag.lspﬂlzsaun.llgnde_IﬂDéLéJJ_caJm._l_nj'pj'Tl!.D
»211ill aag Lleg

adlg apigidaalg élo) aagill e



Jlicll ey 1l il aal gga ¢salall aal pili _a yhill yany il e
Oliy (loianll agnellg gl pac auuy ellag daden ddac aalnall alani il dloc piof e
2Unil alai alea 1)g dalno ualn Ja jhidrais
g0 ggi sl o aalinll aloglenll jawig lwjlonll Jaal apail dnnnall 2 Jgall elidl ¢sabo i loga
ulnal Lpagijlbla (salinlloaa Joei dya Aadinll apuil algall gyaiad sill lgopdig alilyl goa glgil
* pajhi algagg pald) guaeig dlled aalnall alani d4jLin ggai Ji

2 Sequeira, Debra; Warner, Michael. "Stakeholder engagement: a good practice handbook for companies doing business in
emerging markets". IFC good practice handbook E&S Washington, D.C.: World Bank Group. (2007).

2021 ilill (i "é@alnall wlani el Jgo dgingi ajaan” aptaiall alanl A1aii pcadang?



Jolgell alcln pgall go dalnoll ulanil dipbl dldac sl clpd (Guhil ahdiag . sl ey nig

wellh La Loy “ugjang dlleag adala jglni alilac clpl laal adlill dwuipll ;5alnllg

adg grwl ol nill/gg_pinll hihaill @loc adal nollala nidipb] alnciyi ®
«Aflgill il gnal (Jann

gnianll Aaldag daanll alenianll) L7,[3_DJI Sgi—wmnll Llc liala Iﬁﬁ}]’ ¢lia jgay (ﬂ u @
(&l ddgall dwngaall jie alnhinll hda gull) Liaoll goianll alokhing (el ] Log

loaicg .allnil/cgrinll §)ga Jlgh paiwn Ja iy dalnall ulani dipn| dalnc Apaii piy @
dapidanll alelpyig ulaill Jus oo lgiallen way diclaialg éuly jlilg jhlao Liaiy

aaalgllg Gucgngallg alnll ddgig alogleall siig (Guooll canall JJjgliill aliloc aiimi @
Adjgnidaal nall ulhni 20 jglmill alilnc clpa] A Sioj bl A lgdl Jgngll Jg—uu sl

alclin o (jaiall) Lelniall ggill glyng junill go Jla wgl b jglhill alilnc clpl Jieiy @
daeniwmall aliall lopw dg alpaillg alcgoanll walisnl Jnlgillg Jgngll aalianll alabiayl
wiajillg junillgalpadlg Jaaillg acdill o alla ggai gi waig diiingall gi angpanll gi
apyla bl go

p_|._|.c|"'|'|ﬁ-1l noll ula niL'J_DﬁJJIgJIaLb:JlDJIgd_QgI}JIm_ji[JJﬁ_!l__di_mJJIggLJ_ul_ Jp_u o

«ara’ill julai ghgg fhilanll

dlgag gina (1o rig.dngjanll gi dae niwmall aliall Loy Ug.daal nall ula Nl Jtani @
pafcg Jymainll galunill alnll ala phill

Aal gl 7 g ylill il jilill ange fjal ggigar ad (uall elilgl dnganll gi aaeniunll clialll andj

Jin aleriwl piy of LAyl 23jall gng .allnyl ailga o éalaiwdl Jle pgijaég Lagualll oo dagann
Jady lgua asjliall Ulc pgijad pael aadii gl / anwigll jgliill dilne (o clegnanll /7 alaill cdga
«llay pldll @320 alackun gi/g pylai Al clla wlhi adg . Jols

2021 ilill (i "é@alnall ulani elpil Jga agiagi daan” danlniadl alaibn gl aaii pcafaag®



caaalgll aqajlinll arnyipll dsey il ale il
Saleii doyl dalnnll alanil agalgll a4jlinll joii
il g gl d9)liiinll i o 2slill hlbi Jal éaalg lahal gaidaaila e
cliy) aylaiwllg Jnlgill glong jain adg g dalnnll alanl dnbil co) goai adliol e
ararnlinll aldalellg aaill
gl aiingnll lopw g .dalnall ulani alcgnan ginal danpall @ali] ooy alold e
asylinll ddsniunll
ciliaglullg cadlgall _a dihgaill ailpyeill jjeig dalnnll alanl granig pilcy ailigai
gl jgyny dalnall glant aldlle jjoi dnlhinng dala ilii ] Lyl (538 aldllellg

Juienll gina e Cilalg pfla pili d9jLinll ggay gi gany

stihlgall aqjlnal gl il Jocjlh| ¢saln

druiliwdl Jgaall bldi e jagi padalai gga cunl (iikhlgall d4)lin iliill gaidgagn . 1
.Ganlg ailii Jwihing 2ghgr d411an walaal Jus o aniill Qilii (il rihlgoll d4jlonn]

cgrinll alac] Jui dalnoll alanil dniwoll aqjlnoll jjoi :Jremill djga Jigh daqjliall . 2
Joinnll ploillg dealll @Al Jigwil anudig oilaiig

Gudnil ainganall anhilll jjjeig cliv (I waagi (iblgall aqjlnnl dlihgll aohilll j1jei .3
llnell glhi _a aolabwoll (iiklgall @9)Lin

Jiihlgnllg alngaall alaeinlg daaanll aljadll go (iklgall a4jlnn (Gjh waiainian (Ghw .4
«allgall clig ailngleall ] Jgngll glasl

pleill anuy lno Jiiblgall 45)Lio plaeil oo agi Jl gea:gwgill hildgjpaing i .5
.Glill alw)jlonll glhi gungig aljadll clilg jnimnll

dalnanll ulanl pga’

’aalnall ulanl glg.ilg aj el
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6 World Bank Document
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Principle of Who and What Really Counts." Academy of Management Review, 22(4), 853-886. (1997).
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8Ackermann, F. and Eden, C., Strategic Management of Stakeholders: Theory and Practice. Long Range Planning 44(3): 179—
196, (2011).
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Bourne, L., Stakeholder Relationship Management: A Maturity Model for Organisational Implementation. Gower Publishing,
Ltd., (2015).
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10Freeman, R. Edward. "Strategic Management: A Stakeholder Approach." Pitman, (1984).
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13 Tufte, Edward. "The Visual Display of Quantitative Infornzlstion." Graphics Press, (2001).
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7 ‘to participate & support the change’
ACCOUNTABLE L )
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' \
where the ‘buck’ stops’
|- KNOWLEDGE
- K ‘on how to change’
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;} . J
~—
1 2 3 4 5
Low | | | | | High
adoption adoption

14 Jeff Hiatt,"” ADKAR: A Model for Change in Business, Government and our Community", (2006).
https://www.youtube.com/watch?v=QoQnzBuwptM.
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5Kaplan, R.S., & Norton, D.P. "The Balanced Scorecard: Translating Strategy into Action." Harvard Business School Press,
(1996).
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17 https://www.tawasal.gov.jo/
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18https://portal jordan.gov.jo/wps/portal/OpenData?lang=en#/manageDataSets
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23R. Edward Freeman, Jeffrey S. Harrison, and Andrew C. Wicks, "Stakeholder Theory: The State of the Art", (2010).
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consultations-in-investment-operations-guidance-note
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%5 Anne B. Holley, "The Accountability Principle in Stakeholder Engagement", Journal of Business Ethics (2011).
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STEPS IN DESIGNING AN EFFECTIVE GRM

1 2 3
Survey existing Estimate users and Develop standard
formal and informal assess available operating
GRMs resources for GRM procedures/flowcharts

4 5 6
Develop and : Stimulate
publicize Aéi%qgﬁ Ts?él;fs external demand
GR policies for GRM

Sglamll dallen ali dhiiiig aillan
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Receipt * Assign a specific email ID, phone number
* Set up an easy to access "Suggestion/Grievance box”
» Designate a grievance officer to receive, log, monitor or track grievances and
provide him/her with appropriate training
* Modify the project website (if any) to create a permanent and visible sub-
window that facilitates collection of complaints

Processing * Suggest timeframes and procedures to receive, log, monitor or track
complaints and respond to complainants
* Assign grievance resolution responsibilities to existing staff

Monitoring and Tracking = Design a simple, easy to use, excel-based or log-book based complaint
registration and monitoring database
* Regularly review feedback received, cases resolved and complaints trends in
resettlement review meetings; bring key trends to management’s attention
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dynile 1 ATl iy ailayleill gf altwill cleaiwl S Litiwllg (rakhgall yylai
wanll allldng anlpl 9o alalkill gi ¢ilaagg dyng4all ¢ cilnhinllg
sl ailjgiinllg dyclayll guaanllg Janll paall
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Model 1: Adapt the project GM established under
ESS510 to address SEA/SH cases

<

Link up

Model 2: Link up the project GM with an existing
intermediary for SEA/SH allegation redress

-
.‘_-. Model 3: Build an independent GM for SEA/SH
- - cases by outsourcing to a third party.

Build
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Al il

*¢ Sexual Exploitation and Abuse / Sexual Harassment (SEA/SH) Swiall gipaill / (quiall dlgiidlg Juleiul
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27 Amy J. Cohen, "Designing Effective Grievance Mechanisms: The Role of Mediation Styles", Journal of Dispute Resolution,
(2013).
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. . Technical
Government Citizen . .
CE activity Mechanisms participation participation anp?e.'lul:\ Time Cost
g . and skills
required required .
required
Public hearings Medium Lo Medium Low Lo
. i Focus group discussions Weak Low Medium | Medium
Consultation Advisory body/commitiesg Medium Lo Medium Medium Lo
. Formal (GiRMs Weak Low Medium Low Low
Grievance Redress Citizens” jury Medium Medium Medium Low Lo
Collecting, rtl_hlic hear ir'.~_-':\ _ M cf:Jil_r:n Low i I'_i.s_\\ L:I_n
e Focus group discussions Weak Lo Medium Medium Medium
. = . Citizen satisfaction surveys Medium High High High
r.EP"T“,n_g e Community scorecard Medium Medium High High
from citizens Citizen report card Strong igh High
Citizen/user membership Medium Medium Medium Medium Lo
in decision-making bodies
Collaboration in Iniegrity pacts Strong Lo Low Low Lo
decision-making Participatory planning Medium Medium High High High
Participatory budgeting Strong Medium High High High
Citizens” jury Medium Medium Medium Lo Lo
Procurement monitoring Strong High High Medium | Medium
Citizen-led r'l_lJ_Ii_\'.'r:\pcllili'.Lll:: Strong igh Medium High
Sl tracking
mumm:-'mg and Community scorecand Medium High High High
E"’"‘lu':““'“ g i Medium High High 1
oversight en report cand Strong Medium High 1
atisfaction surveys Medium High High 113,
Empowering ory planning Medium High High 11
citizens with Community management Strong High High Medium
resources and Community contracting Strong High High Medium
authority over their Participatory monitoring Medium High Medium | Medium
use
Building citizen Budgei literacy campaigns Weak Medium Low Medium Medium
capacity for Public reporting of Medium Lo Low Low Lo
engagement revenues and expenditures
Information campaigns Weak Liow Low Medium | Medium
Citizens” charters Strong Lo Low Low Lo
Citizen service centers Strong Lo Low Medium | Medium
Budget transparency Strong Medium Low Medium | Medium
Information Public reporting of Medium Low Low Lo Low
dissemination/ revenues
demystification® and expenditures
Budget literacy campaigns Weak Meadium Low Medium | Medium
Independent budget Weak High Low High Medium
analysis
Cit 5" budeet Strong \1:gum Loy Medium | Medium
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29 James O’Flynn, "Developing a Stakeholder Engagement Evaluation Model to Enhance Governance and Performance in
Public Sector Projects", Public Administration Review (2018).
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Stakeholder Engagement Activities Quantity |Unit Cost (USD) [Times/Years |Total Cost (USD)
Staff salaries (5 CLOs in 5 Municipalities@S$500 per month) 5($ 6,000 5[$ 150,000
Social media staff/consultant (6 months/year@$1000 per month) 1| $ 6,000 5[$ 30,000
Travel expense for staff/CLOs (cost per year) S 10,000 5[$ 50,000
Information Desk (one in each municipality) 5S 200 1S 1,000
Project Launch Meetings (in 5 Municipalities) 5$ 2,500 1 $ 12,500
Community Meetings/Sensitization (in 22 villages, quarterly) 88| S 100 5|$ 44,000
Municipality Meetings/Sensitization (in 5 Municipalities, monthly) 60| $ 100 5 S 30,000
Communications materials (pamphlets, posters, PR kits-including

. S 30,000
design)
Project tours for media, local representatives (4 per year) 4($ 1,000 2|S 8,000
Engaging service providers, govt or non-govt (e.g. GBV, env issues) S 10,000 5S 50,000
Training on environment/social issues for GSE and contractor/ $ 1,000 54 5,000
consultant staff
GBV training for relevant GSE and contractor/consultant staff 2| $ 500 2($ 2,000
Citizen/PAP perception surveys S 2,500 2($ 5,000
Contingency (10%) S 41,750
Sub-Total - Stakeholder Engagement S 459,250
Grievance Redress Activities Quantity |Unit Cost (USD) [Times/Years [Total Cost (USD)
Communications materials (GRM pamphlets, posters ) 5000| S 0.5 2|S 5,000
GRM guidebook/manual 500( $ 10 1S 5,000
Suggestion boxes (in each municipality and villages) 30| $ 50 1S 1,500
GRM MIS/Database 1| $ 20,000 1 $ 20,000
Training of GRM committees at municipality-level S 100 5[ S 2,500
Internal GRM Training for GSE and contractor staff 1S 500 5[$ 2,500
Contingency (10%) S 3,650
Sub-Total - Grievance Redress S 40,150
Total S 499,400
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abaiin daxgimn ale il
Alealn Apibo degidlobn

algliin . Jgngll dilan]
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dnganll cilgall

alanll aleninnll

Jalall clhall

ggailall

Lol goianll dlohin
(@2nianll cilakind)

dinganll ¢ alahinll

hlgill Jin) sl
(clpaldlg drngaladll

darenll aliall
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agapnll aariill

allw ! Jlw)l déy h

(JiLwgll)

daalnoll ulani dlipn| aha

ALt il @allwyll

algall Joug adalgn e Jgnall
ol

L_,szr:n_la.DJI pcall jjei

Jauallg dylaill cilaell e hlaall

aralamll pcag Jigaill jliniwl glon

Jtanll peallg asjlnnll jjjoi

cilwlnll e pilillg cilalpill cliy

JLaill graunig dayenll fni

d22anll abhliall dulig dlgadill jjei

axgl lgag alclninl

anwy Jilwjg

2aianll alaiin
ilegnanll alndglio

(FGD) ajayall

AUl pll alijani
pjlaillg alelniallig

AUyl alijanai
awnadill yagpellg
cgptrnll gdga ailjlijg
dlanll cilelningl
alpnillg Joell yiygg
deninnll byl
dyybagl il il

dnlell cibaiinllg

aspuiinll dgeall ¢lanig

ailjguninllg cilynigall
clpall aayalg dwngalaill

alolumll aibaiinllg

Apnlnll aljghiinllig
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£gpihinll ailga
kil Jlinllg

<clniallig L5|.L|JIJJJJI
dreninnll ailgallg

il yayallg jLlll

awalanillg Jhgaill pili

ggsiinll dnclgng

gninnll ablial
ggniwnll dnclgng

JaKag ageall wlaal
e nilillg aslpill
il

Jalallg caigall ailii
audill sgyig apainll

adgoaill aljalin

gjelalel]

ddanll alenianll

Jalall clihall

ggailal

a0l aloki
alnhinll) ol
(d1eniznll

¢ alnhinll

dingaall

hluglll Jin) sl
(clpallg arnyaladll

aaenll aliall




allwpll Jlwyl adyph
agapnll aaiill ALt il @allwyll

(Jilwgll)
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RACI Model

gyladl gulan

duvigilall ayladl

61mUI panll

gginll yao

anganll ailelninyl
a_'ll B II

jgpaall

Jaianll aalall

daudgguall yan

w=2aianll Jgguall

gninnll algai

ggpinll Gipa

Gigquill pud Gy

plcll pud

gl Jilwll

RESPONSIBLE
‘for day-to-day supports’

ACCOUNTABLE
‘for results, ownership & ultimately
where the ‘buck’ stops’

Q-0

CONSULTED
‘on progress, guidance, information’

o

INFORMED
‘on progress’

_@

-0> P |
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AWARENESS
‘of the need for change’

DESIRE
‘to participate & support the change’

KNOWLEDGE
‘on how to change’

ABILITY
‘to implement required skills and
behaviours’

REINFORCEMENT
‘to sustain the change’

%m>;0ﬂ

2 3 4 5
| | | High
adoption adoption

ADKAR Model

ADKAR gigai

Ju<ill &jlald 2dgni ga ADKAR 2igai
Jis alwwgallg slall apgil paiiug
alghs guns go ggall juelll dlac
Sl il dijall ailgall Jglidi
clll jijeillg apdll dagenll acyll

ADKAR gigni ditei dialh angs Jgao

‘dalnaoll ghnidlﬁhlul_c clil

pueill I aalall cuw e dlnan alnglen jagi
wagpell alclniall je dedginll alpilillg
Qi alphillg o aill

aflga Jga aibibidlin g @alnall alani el
Lnaub pgile gailly agey i gany waysg jyeill
aglelaill alwlallg Joell yiyg sic Ligog
dinilei 3)lgng . Joc yiyg Auwjai ailjga pradi
peill g anablwnll aa1h pga e pgiaclunl
.alails ppolgo diaiig

<ujaillg angill Ji4 go Jloell pcall jagi
aaenll Guhi lc djadll gloal jninoll
Hall aljuill gn warhillg dajaall

Quall alpalll padil alalang pudi phi uaii
puadig .0itaii ggocug jueill go alail ggaai
Aulyll alisghull pjeil peag dpnimn aldilei

ulani fani
Jusill peal dalnall

3jlgnllg cuyaill jagi
Jhnil anjull
dalnanll
L_JD_DTL"JUJ_EI pghi

alibglull jjjei
ppial daaall
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(Awareness) _cgll

(Desire) arcyll

(Knowledge) adajenll

(Ability) ajaall

(Reinforcement) j1 jill
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adibwll aalnnll ulani dlph| dndbil paln

well / wangll

wlaaill aaaig
aedginll clpeillg
dalnall ulanil
dalnnll ulhni pilc|
Jgnallg alpneill
uallpgaca e
ulani ellpb)

A gyl @alnall
Jga dlnan alidlin
agiall wilgall

Apaiill cilianig
Jiplaill ppa (Ginei
2n2ag ybanillg dliall
Jwnil alhailn
bl

deulg allhan gna
dbwylonoll Jga
aljgnig adiall

Jo dalnanll ulani
aliluiw ! Jis
arnayll

aljgnig el yulia
Llc daalnoll ulani
aihgil gulg Glhi
Auwlpnll pghi
goianll d5Liinl pin
anlell andalinllg
Awlull Jga
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adaagimnll atall
ppin phgaac)

(¢ilil

droile] cilula

Joell yijg

Glwlyall
ailnaiull
aifill pe

alaiindl



wayell / cangll

wilaal doclgn

20 Gwlll
cilpayilpiwl

Jia gn dinganll
Jus o almdlinll
Jigwi .Jgguwall
wlanl gy Jolgil
aljlyall juag aalnnll
Galgi Gl Jgrgll
ulni alhalln Judai
alaldy] Jiaeig
]l

alhniall plaaiwl
cilwlpnll cilagidn
Alpill uaiill Jud
dalnnll ulani claj)
padill pila culbl e
J1A go alghillg
anhiinll aillnidl
awalamll (jlan
peall Ule dhalanllg
L ddillg jniwnl]
adnoll
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alndlio
Aailnll

Apaiwnll

dealpll a1a<ill

Jolgill
Joimnll



dvilfall

calelaialll) alaadll

4000 Bi-Annual 500 8
(.jrafill ilcgnang
gyig dicgi dlny
Glfiwgig aljguiin - .1
5000 Annually 5000 ol
’ aluiag
Jilwg Jlcdlaa 2
5000 Annually 5000 ool
- il gnlgill
3000 2025 1000 3 aljad cliy
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Apnbn dlid pagi
" il &l g

ani cilnlAil
U_Dﬁﬁlhnllghr\i

\lndn Julé padi
ppilnlhi Jga

dlelpdl aaai
Jlang dunlioll
Jaldl Joleill

awalamll glar
aan hlainlllg

aaillg Jlaill jijei
ulanig duuwgall
aalnaoll

/yaihn @ija
Sl peall

dlnlhill aial

aldlell pan

an1s (GUa
cllnoll

Sill alelpyll
Laalail pi

Aliinaf piadi

ulnil
Jgo dalnall
ciljghill
adleinll
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plhill all

paimay

dila pdy
Janan
igsiall ap

alelainl

anga

labl]
d1lafwall

d1)ga dalin

Judiiwl .1
AlAill

dealjn .2

Alkill

alniw il .3
il

deilin 4

ALkl



pLidillg azylinll

Glaill aalnanll gl‘\nig_n Joc g

anal faill alphgall e

2nal alhguing ('j._l,n_fjjulgaiplajhul
dalnanll ula i o aliludl

pudil alibdl Judai aolp plaaiwl
alalpill aanig cladll

A lpnyadig dyjga pldi alac)
dalnanll ghnigﬂ dlelninl

gb.nignﬁmlmahubplniuul
2iliill pdiil dalnol

Joell hiha pghil Jac yiyg puhii
Alivnaill Alaiig

Gi)a
hihAill
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Gipa

anyll

Gl)a
Julail

Gipa
JylLaill

Ga

G4pa
ayladl

dlpigo jlis
iyl cladll
clit claill any
alpbgall e

ahRiaTal |

alibdl Juai
denanll

pjlaialac|
cladll

Qiliill puAi
nilillg

uasall 2130

Al il

211127 .1

Al gall

alilidl goa .2

Julai 3
alile]

pIAai 4
HJLaill

puraill .5

Llc Jnell 6

Jtwaill
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arlgall ailwylaall Jral I aliiw! alinig gujlai ;galo

National Disability Insurance Scheme (NDIS) adlclll 2 Jrolill alihgll dnall

alnlhlni/ ggpnnll wng . 1
dilcj d)alin & * National Disability Insurance Scheme (NDIS) ddlcll 1 ,J'LDLLU dlihgll ahall
Jag1 Arallg andlall alaleyl sga aljalll peal dnnna dylfwll angaall Jié go dligai diclnial
Balijg alall aegi il dwlw il dileyllg alaeallg aloaall Jigaillg sajall pcall hhaall 1ha

adledll sga yolanill dclaialllg @alnidll a4)Liall
dalnoll ulani dlifb] dhs go wagll . 2
NDIS adlcyl an (iolill dsihgll ahall Jiaeig Juadi (4 bliiy dalnall alnl g asyLinll

dhall aaiig dwlpn aline g aljlallg alghill Jga anlglig agianll Jnlgill Lie hlaall agaladll
NDISadle 1l A (polill dlibgll
alblingl aylil plaill wyaig piwall il aalnall alhni go deal) @aei pladiul il
Jaal Jady dcgiinll jnimnll
adylwll aalnoll ulani elph| dhdbil palo . 3

Swhwll Jagll Jrauii  a p.g.u.li pinnill Jga deuwlg deal) &aei gna duihgll ailjglinll
aalelll an golill dihgll ahal ] an gnlill dihgll dhall aaiig gl
NDIS NDIS adlcll

oA daagimn alipnai | sal | alohin Jin #3100 alegnan diphl | dealll  dpaeil  alwls

«alnaall padig dwlunll | 4 Gyl adleyll 5ga Ggda e glaall daagiwoll
annainll hladll

dllea Jga ddnc (sg) anad juivll 4jlivn (Ghlin A l@iyaii pi aw il aolpl
I alind (sill ciullanllg Jigbill «lpaall padi palai

pplilnigdalnall ulaniaaai .4
ablindl | wilill  plaiadl | alani

pdig anill Jlgdl Jgngll gan) dpun aload | hangin Ldijn adlelll gga alyalll
Junoll

33 Australian Government, Department of Social Services, (NDIS Quality and Safeguarding Framework), (2013)



1 guolill dayihgll dhall go pea danlg abliyl edijn hwgin - aleyll gnadn
Jlea Jlnilg .NDIS adlc Ll annll
A dglinllg . Jigoill aghg Al gopa gdiin ediin dnad dlohin
il aalcyl
Aannin aloay Jgogll alanl (pla ploial | (adiin . edin  adeniwall  aliall
ggdall e claallg aiingnll gi
daalnoll ulani clfn] aha . 5
alnll aly @l ill gioa o épaiwng dlobd alilan e Jgnall glaal dipiyl dhs alaa pi
pudill sia hihaill go

Uopag 2iliillg ailpyeill dalnoll ulanl gina ¢l glan alipail Jga pulcdl Jc alnayl
aqyliinll - algid je phiin Jady alnglenll
[ahhleilal
el gnal dpblall ailildallg aliliwl Jaell Giyg pladiwl dcgiin ciliagin JgLufill
Auaiill dhldg duic deal)
angaall ¢ ulahinllg dniill cloph go (Giig Jauiy Jasll -19lei 2pi g0 d5yLinll
il gocg Glhi guugil clapill
(0 d=nlll @aeill anag wliglgill a1a1ig dealjnl phin api @icill anadlnc aaill a0
golill ayihgll anall e dyniwall arlieill g aalnall alanl denlyll denlyll
NDIS aalelll 2
Sglamll dallen alll . 6

caglanll (e pueill aalnall ulanil dacin algis jagi sl igiRalyl pagaill galwll bl cilgiall
«Sglauilllg wigrialdl
20 lglhg (sglamll gn Joleill ddigng danlg alelp] 61110 Juemidalelp] | alelpdl
.6gha Jal diinj Jglha

Hylaillg /7¢iilig puidillg deilinll . 7
dlaniuel.aalaill lang adle Jl an (olill atihgll ahall gili puail dyygpa pylaillg angll alll
plAIll poiwall il dygrall dealil @aeill gragy dun dhiilll oda (a ) [jga dalnall

dlnadll puadi pudil phiinll anll A dalnoll ulani elyluy dlleall aqjlnnll anyll i il
ilillg



wlani @o dygall e pjlaillg dugiwll yjlaill agjlin piy - Lo dealll daoill asall pylail
dlalaidl ggajidlg dealdl d&aill ggoad) (ualldalnall Jylaill
lagi ang) daleyl an (rolill dihgll dnall (g dalnoll lanl diph] dnal Jnaoll Jiaill 1aa
Glhill dowlg dolc aplin g dalnall lhnl dlipiy hging lakin

bl _a High-Speed Rail (HSR) dcpull ddila dajaall elawll ¢gpiin 2 Jlin

adgadillg daladl glaa (4 lijgan ljga dngaall gyliinll 6 dalnall ulhal asjliln ueli

aalill @alnoll ulanl aqjlinl o agai e jgiell gany éun wlhall ailgi a ggphall alaig

* il _p High-Speed Rail (HSR) dcwll adila djajaall clawll cgpiin aii g

alapillg dyanll alenianll ela L oy dalnall alani calian go ggleilly aibilyl angaall ciopi

buji dlian dcpwll adila Gaan elaw dani pghil agoh 2w (a4 Jdill clpag ddull alegnanllg

2300l auu) wilgy dac J) ggpinll 1aa alai sjo gf gang 2wyl chail gina 6 dwuiyll gaoll

:dnlnoll ulani ellpb)

Jauiy dalnall ulhni dngaall asnil ggpinll daly Ao :apniwnllg dpainll a4)linll .1
d4jLiinll oaa ailah adg jglinill aibwlag dolell alcldlllg dagiaall aljigall Jia go Aliwl
.£gpnnll Ahdll ging hihaill alilne A pgilelhig dalnoll ulni alolnial alna| ajainll

whnl aygji Jib o dalaill daiglglll @il dngaall ahel :ailnglenll Jabig dralaiill . 2
JiTlg jpnll padillg ¢gpinll wihal Jga wuwlinll adgll JAg aduda ulngleny dalnall
g0 gl Jgngll jany dole pjldig (sgan alwljag aloliy iy alopdi elly Joug .dlaiaall
aalianll Jlaidl cilgia Jila

clawll HSR ggptivn alail bl ol dalnall ulani wlian go ggleill glb :ggleillg alslpill .3
wlall glhall alundnag alaall aljlayl go alblih dngaall anldl cya dcpull ddila dayaall
Ligleill 2gill 1aa jic éya aylanll agjenllg jlgalig ailpall go dalainill dienianl alokhinllg
.gpitnll Qiliil drcloall dlgdunllg dlalally jgeull

lon Jauqjlinig qyjliiwl cgpiinll 1aa (A idll gin aldac ails qqyjlhiwdl aljlpall Alail .4

Jgnall hlbii dngaall aew éun pgillg paphi algagr doabwnll dalnoll alanil anw

34Japan Railway & Transport Review. (n.d.). Japan's High-Speed Rail Network. Retrieved from
https://www.ejrcf.or.jp/jrtr/jrtr21/pdf/f32 jap.pdf
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aulilan aoag . Sl caranill julaig alhaall gdlgng Gl alhlao Jga allhlang aldled e

ggjﬂLDJl alninni adalnoll L_Ib.Di

aliwml aibldl dngihall GJ_QJ'QT ,ggJ-L'j'.LDJI alh @jga Jlgh :araraillg duaiwmnll ajladl .5
Jglaallg .gyliinll prolni e aibael alvalg pagaglang aalnoll ulani aléddeig alalaal
alaliallg aalnall ulhnl go ajlall alglinll ] hliiwl cgaiill jlaig .clill ainjll
Ojghinoll
alwylonll Jaall dlin il ggpball ha (g padiwall 2alill dalnall aland dighl gagni ae)
Sniwnllg épainll asjlinnll diglgill cliac] Jus (o ellag pllell (4 alogaall Ly anla sl
g0 alngaall agill 1ha ghoy cun awaraill ajlaglg éyliiwdl aljlpdll Alailg alalpillg daladllg
aalnnll lani gnal dylall Jiliillg ggleillg adill jjei gn éadenll gjlinll (g dylled) Jaiill
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®-0g90l1jljdll gin alloc A dalnall ulani ellpnl alagylinn alalan

éralauhllg agdgnddll gniy hgn ol ngaall jliall gin alilne (g éalnnll glhnl d4)lin ef
aillanl dalinl awni alial daylgll ailill alagylinall gl dcgiinll jaill clgag jluicll (ier a3ilig
:,0g9all Jljdll gin g dalnall lani a4)lin

arall Ghlinll jic joy a0 g (Guyh clidd dngaall hihai dauiaill aidl gyghi @1 gyjlitwll
20 aljghnng aifill pe alcilhiulg dagian alelnial aalnnll ulani aqjliin (Janii dipaallg
ailill gliv pgaglan e daalnall ulani ayel Jdill clpag alapillg dudwllg dadanll alegoanll
WSl jrall Julail ggpinll prani Jiaei dngaall pgaig ygpall @5 gylalg walalniwlllg sl
e Jau oo ygpall @9)n o wawanill jylai Aaiig «(Jale Jady gyypaiall galill Lalle yugeig
dalnoll ulhni adslaal @liwdl

aalinll plen jijei waags pueill plhil albhlln] aogaall gridi prleill dwliw aln] 2 gijlizwll
aibwlag hajill ailegnang Jnell yiyg dalnall alan d4)lin Joubi gioleall cyjaig éuwljall
aalinll (jc dalnall ulani galay . pueill clpag udhllg jgnill cligig (ialeall gn dnlell glaiwll
dlingi anal alndll Aaial dealin) dngaall pgdig «dhll diala)g (iolenll (1anig dloblull
aloblill puleill agig walnidlg ggitll Lle f45ill gn aalnall alani

Gudnig dnnll diledl alnadl Jigoill dngaall yganaidranil d Lyl Jigni yartnai:3gy Ll
cilegnang (spynllg (uolill alapig annll dledl Loadn go dwaliinll aldall gy jlgill
clpall glalg apaiwnll dlglall abidlin dalnnll ulani agjliin ganaii aglill awag apnlioll
clginlg danll aileyllg Jalell Jgngll Ll aalnnll ulni gca dun L§TJJI cla] aleldlg aibaiing
aanll aloasg agflagll ayleyll (o jlaiinlg . Jigaill aliglgl desliay dogaall pgdig wallaill
alalinllg aalnall ulhni alglgl gn (Swlai Loy ddngall gl daghiuall alenianllg dldell
dreninnll

Jggoall daf clisg alwlull dlled jijei cilngaall gany dalnoll ulanl wlian elpbl Jis gng

35 Emerson, K., Nabatchi, T., & Balogh, S., "An Integrative Framework for Collaborative Governance". Journal of Public
Administration Research and Theory, 22(1), 1-29, (2012).
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clniallg LSLLJ..._L“JUQ_!H rSgall il alilhin -3 §alo

_Jgall eligl cibilnin go (stilai) loy .dalnall alanl diphy lobin Lhgi a5jbinll wlal ppa jag)

gl elitly galall (Environmental and Social Framework) _.clninlllg, sl jlhillg gn (§algi Loig

Jignig JInvestment Project Financing gijliinll gjlaiiwl  hgaill ¢lla (A Loy dalitall aililncg

ulani pca Guanigylinnll gang.ppgll 1aa ghili.(Program-for-Results) afliill gai apagoll anlipll

anali ailii ] ajlgill e LSJg.I lon .digd aldllce clig wladeill anag yhlanll carasig .dalnnll

£gstinll
dlnll ald ¥ clnialllg LSLJ_..!.“JUQ.!“J‘_I_.J_LQ_D A dalnaoll ulani elpn| e dole aphi

gl elivll

talclg Gahill pladiwl e dngpanll agudllg ol ajln :5 claialllg Sl jheall 1

Spuil ogil

wolaubill Ggdng ailalinl (Suli adyh laagaiig (ihgill dale] dhdbil hihai glon aagll e
Gyriiall

Guainll galunill go aljglinll lnao Iapn gani gihgill dalcd jlh|/dhs gng :Jlin e
Jlea Jaihy sglasillg wglanll dallenl pllhall dallenl ayllg

annlaill eljpnll wgia LI,(EIJ_J.CIi cleninn / adnill ugsaill :7 L=7LLD.'[;JJIg SLHJI jhenll .2

Liay)li angjnall

plfial gloAl ggpinll dhdbil (g aaalgll lgiajliing alnill ugedil Jloa) jijei :aagll e
ol gilig lpagan

alnill ugeill ga daala aljglitn JuA o yugjang waagiun Leloinl pudiclp) :Jlio o
all gnai Joc jlhl/ahs gig alenianll oia gn Joleill (e gafidnll dd ppail
drenianll deilinll alig pllhall dallen

dloglenll (jc alnaillg aalnoll ulani ¢l :10 <clniadllg LS‘LHJI Jjhenll .3

cgpinll aln djga Jlgh dalnnll ulanil daslgllg dpniwnll aqjlnnll Jigwi :waagll e
Ajilinll @il gina wglan dalleng dwalaiill gloal

SO TPF: g biall (5 L) Jasad) (Investment Project Financing), ESF: elia¥ls Al LY (Environmental and Social
Framework), PforR: zill Jal (e gl sl Jy 543 (Program-for-Results)

$age a5 Al juladll (ESS) = (Environmental and Social Standards).
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https://openknowledge.worldbank.org/server/api/core/bitstreams/9f3b36e1-5eda-5ac5-8cd0-81d2704c472c/content
https://www.worldbank.org/en/what-we-do/products-and-services/financing-instruments/investment-project-financing
https://www.worldbank.org/en/programs/program-for-results-financing

wlihill go a4yLitnll cudgig (Gl wny dalnnll ulani dipiy Joc jlh] gldhs pghi: Jlin e
jini gl woy auingall gl aaehiwnll aliall dlclng adgaill gnay Loy cgpinll aylinll
aliliwl gaay lay il déalnnll ulanig cgpinll ajilinll @l il gu eyl dhall oaa
.Alleag dunlin a4qjliin

yghi gnay Loy apyleng Jgall dill clniyllg Sl jlboll go @hall oia Silaiig

Liyg Lelninl dlgduun adyphy laitaiig abilnlllg alcgpnall

Strategic Environmental and Social Assessment may include assessment of systems for stakeholder engagement
Social and Conflict Analysis may include an analysis of community structures for planning and prioritization of investments, and
community-based and higher level conflict mediation avenues

Labor management procedures should include grievance redress mechanism for all direct and contracted workers

Community health & safety assessment should be carried out in consultation w/ communities
Emergency response plans may be developed in consultation with local communities

Resettlement Plan/Framework should provide a detailed account of consultations w/ affected persons, and the grievance redress
mechanism (GRM)

Action Plan for Sustainable Forest Management should be developed w/ meaningful participation of project affected parties, including
Indigenous Peoples

Targeted Sodial Assessment must be informed by meaningful consultations, assessment of the Borrower's capadity to engage with
benefidaries, etc,

IP/SSAHUTLC Plan/Framework must be developed in consultation with affected persons and include a GRM it may also include
mechanisms for community monitoring.

Consultations must be carried w/ stakeholders to identify cultural heritage, assess projects risks/impacts, explore avoidance/mitigation
options, determine how stakeholders may (continue to) access cultural heritage

Environmental and Social Procedures should include grievance redress and stakeholder engagement.

Stakeholder Engagement Plan/Framework should describe methods and timing of engagement throughout project life cycle,
and distinguish between project-affected parties, and other parties. Engagement needs to be meaningful and consider
vulnerable groups.
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