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GLOSSARY

What is a grievance? 
A grievance is an expression of concern or complaint voiced by any person who feels they have been or will be negatively impacted by someone else’s activity(ies). It often marks the beginning of a dispute between them.
An example of a grievance within the Industrial Academia Platform (IAP) would be a student involving interpretation and application or allenged who believes that the open challenge which he/she applied for was not selected due to the criteria used that did not favour them or their constituted group and complains to iTATU for a repeal or repeat the challenge selection ensuring that there is more transparency in the selection process of the open challenges. If the Itatu does not pay attention to her/his complaint or belittles it, a dispute will arise and may escalate depending on various additional circumstances.
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1. [bookmark: _Toc73705468]INTRODUCTION
[bookmark: _Toc73705469]1.1 Project Overview
Maastricht School of Management (MSM) with its partners LIWA and KEPSA (MSM consortium) contracted by The Kenya Industry and Entrepreneurship Project (KIEP), funded by the World Bank and implemented by the Ministry of Industry, Trade and Enterprise Development (MoITED), to provide consultancy services focusing on strengthening the innovation and entrepreneurship ecosystem. 
It will focus on the development and management of an Industry-Academia Platform, the organization of innovation challenges and other activities that will strengthen the innovation and entrepreneurship ecosystem and employability of students in Kenya. 
The IAP has the dual aims to support open innovation in Kenyan firms and academia through collaboration, while also generating new opportunities for students. The participating future professionals gain practical, in-demand skills and experience during their formal education while engaging in entrepreneurial activity. 
This is seen to increase their competitiveness in the job market and exposes them to real-life industry challenges, while also helping them gain skills and experience to set up their own businesses. It is anticipated that the IAP would boost the entrepreneurial talent supply for Kenyan firms, facilitate the creation or strengthening of innovative start-ups, and support the growth of existing firms.” (ToR IAP/KIEP/MoITED, Ref. No. KE-SDII-71152-CS-QBS).




1.2 [bookmark: _Toc73705470]Project Objective

Industry-Academia Platform (IAP) project is under overall KIEP project component 1 on strengthening the innovation and entrepreneurship ecosystem which has four sub-components:
 (1a) 	Strengthening the Ecosystem’s Support Structure 
(1b1)	Industry-Startup Linkage Program 
(1b2) 	International Acceleration Process, 
(1b3) 	Industry-Academia Platform. 
Industry-Academia Platform is mandated to develop and manage innovation challenges and other activities that will strengthen the innovation and entrepreneurship ecosystem and enhance the employability of students in Kenya. 
The IAP objective will be to support open innovation in Kenyan firms and academia through collaboration hosting of innovation challenges generating new opportunities for students. 

[bookmark: _Toc73705471]1.3 Grievance Redress Mechanism Rational

Dispute resolution is addressed through the Grievance Redress Mechanism (GRM) instrument. It involves the receipt and processing of complaints from individuals or groups negatively affected by activities of a particular project. The GRM will assist IAP to ensure that deliberate processes and procedures are put in place to capture, assess and respond to concerns from project beneficiaries, project executors and the general public during the implementation of the project. This will ensure smooth implementation of the project, timely and effectively addressing of the problems that would be encountered during implementation.

1.3 [bookmark: _Toc73705472]Project Beneficiaries

Under the IAP project, Primary stakeholders, also referred as the direct beneficiaries are the formal private sector firms (Corporates) in Kenya and students in the tertiary education Institution (TEIs). The indirect beneficiaries are also known as the secondary stakeholders are the universities, TVET institutions, research organizations, business services providers and government institutions.

IAP intends to build strong relationships with project beneficiaries. In doing so, the project will recognize that complaints about its operations in the innovation ecosystem may occur from time to time. The Grievance Redress Mechanism (GRM) procedure will allow stakeholders to raise questions or concerns with IAP and have them addressed in a prompt, respectful and responsive manner.

All Complaints received, regardless of whether they stem from real or perceived issues and whether the complainant is named or anonymous shall be attended to. Any stakeholder affected by the platform’s activities will not only have free access to this procedure, but they will be party to a process that is predictable, transparent and credible. This has to be fair, effective and lasting. The statutory rights of the complainant to undertake legal proceedings remain unaffected by participation in this process.


2. [bookmark: _Toc73705473]GRM Objectives

IAPs GRM objectives are to: 
1. Establish a prompt, consistent and respectful mechanism for receiving, investigating and responding to complaints and concerning IAP’s activities.
2. Describe the scope and procedural steps for the complaint handling process and specifies the roles and responsibilities of the parties involved.
3. Enable local communities, employees, Innovators, and other affected stakeholders to raise grievances and seek redress when they perceive a negative impact arising from the project implementation activities and reduce the likeliness of escalation of disputes.
4. Ensure proper documentation of complaints and any corrective actions taken.
5. Mitigate, manage, and resolve potential or realized negative impacts, as well as fulfil obligations under international human rights law and contribute to positive relations with communities and employees.
6. Enhance confidence among stakeholders on the projects interest to address their concerns hence promote positive project image.
7. Contribute to continuous improvement in performance through the analysis of trends and lessons learnt.
8. Create awareness on GRM to stakeholders.


3. [bookmark: _Toc73705474]Scope of Grievance Redress Mechanism
The GRM Procedure shall be open to all stakeholders who consider themselves affected by activities carried out by IAP. 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 that is reasonably possible. 
There will be no restrictions on the type of issue a stakeholder raises under this procedure. However, when a complaint is received that is more appropriately handled under a separate Organizational process established for that purpose (such as employment or business integrity related issues), it will be redirected so as to prevent parallel processes being followed. All complaints received under this Procedure shall be tracked until completion regardless of the process under which they are handled. IAP, upon consultation with Director of the organization, reserves the right not to address a complaint which it reasonably considers amounts to no more than general, unspecified and therefore un-actionable dissatisfaction with IAP, is otherwise malicious or vexatious in nature, or concerns a matter for which the organization has no formal responsibility (for example, a matter that the government controls or stakeholders control internally). The GRM complements but does not replace the legal channels and other mechanisms for addressing grievances.
IAP will create awareness of the GRM through various company’s forums. In addition, a complaint reporting facility will also be availed as an online grievance redress system displayed on the website and physical office premise. The GRM will be revised and updated periodically based on experience and feedback from stakeholders.


4. [bookmark: _Toc73705475]Principles of the GRM
The effectiveness of this GRM will be guided by the following principles:
I. Accessibility: The GRM should be accessible to everyone and at any time. It should take into consideration potential barriers such as language, literacy, awareness, cost or fear of reprisal and seek to address them.
II. Predictability: GRM should be time-bound at each stage, and have specified time frames for the responses.
III. Fairness: All the procedures therein should be widely perceived as unbiased in regards to access to information and meaningful public participation.
IV. Rights compatibility: The outcomes of the mechanism should be consistent with the international and national standards. It should also not restrict access to other redress mechanisms. 
V. Transparency and accountability: The entire GRM process should be done out of public interest. 
VI. Capability: Effective GRM, system needs to be endowed with the necessary resources, that is, technical, financial and human resources.
VII. Feedback: It should serve as a means to channel citizen feedback to improve project outcomes for the people


5. [bookmark: _Toc73705476]The GRM Structure

The GRM is expected to function as a ‘customer service department’ for all the stakeholders in the project during the period and after once the platform is independent. The proposed structure will have two tiers as defined below.
 
Levels of GRM resolution
• Tier 1: The Team Leader will be the first level to resolve grievances. The Team Leader who heads the Innovations project will be the focal point for grievance redress and will act as the chairman of the Grievance Redress Committee. Its members will include the respective Team leader, the Innovations Platform Coordinator and the Research assistant
• Tier 2: The Nominated Board Member,the Innovations Director and a nominated member of the PIU in consultation with the environmental specialist will activate the second level for grievances that are not resolved at tier 1.
On receiving a grievance, it can be written, verbal, phone recording or via email. The GR team will:
1. Enter the grievance in the Complaints register as per the complaints form (Annex 1) respectively.
2. Open a grievance file for the specific case.
Each Grievance file will contain:, at a minimum: 
i. the date of the request as received; 
ii. the date the written acknowledgment was sent (and oral acknowledgment if also done); 
iii. the dates and nature of all other communications or meetings with the Complainant and other relevant Stakeholders;
iv. specific concerns raised by the complaint, and additional information regarding those concerns  (if relevant); 
v. the eligibility determination and rationale; 
vi. any requests, offers of, or engagements of a Mediator or Facilitator; 
vii. the dates of discussions between the Complainant, Project Manager and/or Project Assurance staff, and any other relevant parties related to the proposed resolution/way forward, and the main substantive points from each discussion;
viii. the Complainant’s acceptance or objections to proposed resolutions, and the responses of other relevant parties to proposed resolutions; 
ix. the proposed next steps if objections arose; 
x. the alternative resolution if renewed dialogues were pursued; xi. notes regarding implementation of any agreed resolution; and 
xi. any conclusions and recommendations arising from monitoring and follow up.
3. Maintain records of the GRC meetings.
4. Close the grievance by filling a closure sheet that will be signed by the complainant agreeing that the concern has been satisfactorily resolved.
From the time the grievance is received until a resolution on the dispute is found (or not), is estimated to take no longer than 30 working days. The grievance, once received, follows a systematic process consisting of six steps as shown in Figure 1.  The process will be inclusive and participatory involving the complainant and the GRC. The process consists of six steps: i) Grievance Uptake, ii) Assessment, iii) Acknowledgement and Process, iv) Investigation v) Response, vi) Follow up and Close-out Each of these steps are further described below.

[bookmark: _Toc73705477]5.1 GRM Process
5.1.1 Grievance Uptake
Receiving and registering feedback and grievance will involve receiving grievance through the written letter, emails, telephone/SMS and a suggestion/complaint box and will forward these to the project director. Each grievance will be taken up with the information attached to the 
The figure 1. illustrates the process to be followed for receiving, investigating and resolving Complaints submitted to IAP offices or the complaints site online. Below will be an actual indication of the timelines for key steps are as outlined in the process flow chart below:
[bookmark: _Toc73705423]Figure 1: IAP process for resolving grievances
	Workflow
	Detailed Activity

	1. Grievance Uptake
	Directly to management, Employee or Suggestion slot at the Office premises or website

	
	   


	2. Assessment

	Entered into a Database using Grievance registry form & management notified

	                     

	                           


	3. Acknowledgement and process
	Plaintiff receives confirmation that Grievance has been received

	   

	   


	4. Investigation
	Risk assessment, Follow-up meetings, Minutes recorded and added to Grievance database

	   

	   


	5. Respond
	Depending on findings and severity a resolution is decided immediately.

	   
   

	

	YES 
6a. Resolve Successfully
	NO
 6b. Appeal
	

	   

	   

	

	7.  Follow Up & Close Out
	Complaint Satisfaction



Timeframe for resolving complaints – Response should not take more than 30 calendar days.

[bookmark: _Toc73705424]Figure 2: Number of days taken along the process


6. [bookmark: _Toc73705478]Roles and Responsibilities
[bookmark: _Toc73705389]Table 1: GRM Committee Roles
	Role
	
	Responsibility

	Monitoring and Evaluation Expert 

	
	Responsible for the overall implementation of the Grievance procedures including serving as custodian of the complaints process, monitoring the handling of complaints, and suggesting changes to policies or practices based on the various outcome. However, Project Coordinator can  delegate to an appropriate alternate and also as the main point of contact with the Complainant.

	Team Leader

	
	Responsible for coordinating the response to a Complaint. This includes receiving and reporting Complaints, maintaining the Complaints Log, supporting the resolution of Complaints; and liaison with the Complainant.

	iTATU Coordinator 

	
	Will be in-charge of investigating and resolving a Complaint. This includes conducting investigations, proposing resolutions, implementing corrective actions and coordinating with the Complainant and other parties.

	Appeals Committee Office
Appeal committee office – will be constituted once the iTATU has been fully legally registered as an independent entity 
[bookmark: _GoBack]
	
	Responsible for reviewing escalated complaints and authorizing additional actions to be taken. This includes reviewing overdue or escalated complaints, authorizing additional actions, and approving the close out of complaints where it is not reasonably possible to reach an agreed resolution with the Complainant.


7. [bookmark: _Toc73705479]
Communication Plan for the GRM

Specific messages related to lessons learned during grievance handling and corrective actions taken for improving the grievance handling process. To communicate all information regarding the GRM to the targeted audience, the different platforms already existing will be utilized to reach the different stakeholders.
[bookmark: _Toc73705390]Table 2: Communication matrix
	AUDIENCE
	MESSAGE TYPE
	DELIVERY METHOD
	FREQUENCY
	MESSAGE SOURCE

	Corporates
	· General Information about GRM: Goal, process, outcome. Instruction message on how and when to use the GRM
	
· Social Media
· Websites
· Emails

	

Quarterly

As needed
	
-Communications Team

-GRM Team

	Students
	· General Information about GRM: Goal, process, outcome. Instruction message on how and when to use the GRM
	· Social Media
· Website
· Guest Lectures
· Emails

	Quarterly

As needed
	-Communications Team

-GRM Team


	Academia
	· General Information about GRM: Goal, process, outcome. Instruction message on how and when to use the GRM
	· Website
· Webinars
· Emails
· Social Media
	Quarterly

As needed 
	
- Communications Team

-GRM Team

	Research Organizations
	· General Information about GRM: Goal, process, outcome. Instruction message on how and when to use the GRM
	· Newsletter
	· Quarterly
· As needed
	
Communications Team

· -GRM Team

	Government (MoITED)
	· General Information about GRM: Goal, process, outcome. Instruction message on how and when to use the GRM
	· Emails
· Newsletter
	· Quarterly
	
Communications Team

· -GRM Team





8. [bookmark: _Toc73705480]Confidentiality

The IAP is committed to a duty of protecting the identity of the Complainant and to handle personal information following legal requirements. This applies to all employees or representatives of IAP or its Contractors who participate in the complaint handling process. Information about a Complaint will be shared within IAP on a need-to-know basis and only to the extent necessary to complete a step under this Procedure. 
IAP will not share personal information with third parties unless required by law or authorized by the Complainant. 
Personal data contained in the Complaints Register will be kept only as long as necessary to investigate the Complaint and implement a resolution. Personal data will then be either deleted or modified and transferred to an archive for a reasonable period under the Government of Kenya Data Privacy Policy.


9. [bookmark: _Toc73705481]Conflict of Interest
In cases where there will be conflicts of interest, that matter will be handled by separating the roles and duties of those participating in the complaint management process and avoiding putting people in situations where they might be viewed as having a conflict of interest. When a complaint involves a specific IAP or Contractor employee, that individual is not allowed to participate in the complaint resolution process.
Any adverse action taken against a Complainant, employee, or Contractor with the intent of obstructing the operation of this Procedure, concerns of retribution or victimization will be thoroughly investigated following applicable legal procedures.

10. [bookmark: _Toc73705482]Online Grievance Mechanism System

The IAP will set up an online grievance redress system to be displayed on the platform website as mentioned earlier. The system will work similar to the World Bank’s Grievance Redress Service (GRS), to enable submission of grievances by the aggrieved stakeholders anywhere and anytime (24x7). 
The IAP communication lead will forward the grievances received to a GRM committee within seven days to assess and handle the matter within the specified period. Tracking grievances will also be facilitated on the portal through the system generated unique registration number. 
This grievance administration system will enable effective monitoring and submission of online status reports regarding the number of grievances received, resolved, and the ones pending.


11. [bookmark: _Toc73705483]Performance Monitoring and Reporting

GRM monitoring involves assessing the progress being made to handle grievances. The overall result of an effective GRM is to enable stakeholders affected to receive timely feedback and appropriate responses.
[bookmark: _Toc73705391]Table 3: Monitoring and Evaluation Framework
	OUTPUT
	INDICATOR
	TARGET
	METHODS/SOURCES OF INFORMATION
	FREQUENCY OF DATA COLLECTION
	RESPONSIBLE ENTITY

	Participation
	Number of complaints registered 
	
	Computer Database
	6 months
	Grievance Redress Committee

	Effectiveness
	%tage of grievances resolved
	80%
	Computer Database
	6 months
	Grievance Redress Committee

	
	%tage of grievance addressed in the set timeframe
	100%
	Computer Database
	6 months
	

	
	%tage of grievance addressed with simple conflict resolution techniques
	50%
	Computer Database
	6 months
	

	
	%tage of grievance addressed with a complex technique
	10%
	Computer Database
	6 months
	

	
	%tage of Positive feedback
	40%
	Computer Database
	6 months
	

	Resolution
	%tage of grievances resolved with satisfactory output
	100%
	Computer Database
	12 months
	

	
	Percentage of recurring Group complaints by categories (participation, rights, benefit sharing, program, customary practices)
	20%
	Computer Database
	12 months
	




12. [bookmark: _Toc73705484]ANNEXES
[bookmark: _Toc73705485]ANNEX I: COMPLAINT REGISTER/LOG (KIEP/IAP/GRM/0001)
	#
	Received
Recorded
	Complainant name/
anonymous
	Registration form no.
	Investigation kick-off date
	Investigation closure date
	Resolution

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


[bookmark: _Toc73705486]


ANNEX II: COMPLAINT RECEIVING FORM (KIEP/IAP/GRM/0002)
Date: ……………… (dd/mm/yyyy) 					Place of issuing complaint ………………... 

Complaint no.: ……………………… 			

Mode of Receipt (please tick where applicable): 
	Writing
	
	Verbal
	
	Phone
	
	Fax
	
	Email
	



Details of the Complainant: 

Name (optional):	 ……………………………………… 		Gender: …………………

Address:		 ………………………………. 			Email address: ………………………….

Phone no.: ……………………………. 

Location of complaint/concern: 

Village/Town/City/Area: 	…………………...		County:		 ………………………………….

Category of Complainant (please tick where applicable):
i. Project Beneficiaries
ii. Project implementers 
iii. Funding agencies
iv. Other interested party (Please specify) ………………………………………………… 
Category of Grievances (please tick where applicable):
i. Project implementation related
ii. Social
iii. Environment Brief Description of the Grievance: …………………………………………………………………………………………………………………………… ……………………… …………………………………………………………………………………………………………………………… ……………………… ……………........................................................................................................................................................................ ...................

 (Attach letter/petition/documents detailing grievance information as submitted) Attachments: 
(1) ………………………………. (2) ………………………………………. (3) ………………………………………..

 Received/prepared by: ……………………................... 

Date: ............................... (dd/mm/yyyy) 

Signature: …………………………………
[bookmark: _Toc73705487]ANNEX III: ACKNOWLEDGEMENT RECEIPT (KIEP/IAP/GRM/0003)
Complaint no.:……………………………

Date of issuing complaint............................. (dd/mm/yyyy) Place of issuing complaint: ………………. 

Village/Town/City/Area: ………………….. County: …………………………………. 

Details of the Complainant: 
Name: ………………………………………. Age: ………………………………………. Address: …………………………………..... 
Gender: ……………………………….... Email address: ……………………………. Phone no.: ……………………………… 

Supporting documents submitted:
i. …………………………………………………………………………………….. 
ii. …………………………………………………………………………………….. 
iii. …………………………………………………………………………………….. 
iv. ……………………………………………………………………………………... 
v. ……………………………………………………………………………………… 
Summary of complaint: …………………………………………………………………………………………………………………………… 
……………………… …………………………………………………………………………………………………………………………… 
……………………… ……………………………………………………………………………………………………………… 

Name of Officer receiving Complaint: 

………………………………………………………….

Signature of Officer receiving Complaint:

 ______ ____________




[bookmark: _Toc73705488]ANNEX IV: Meeting Record Structure (Grievance Redress Committee & Other Meetings) (KIEP/IAP/GRM/0004)

Date of Meeting: …………… 		Complaint no.: …………		Venue of Meeting: ………………… 

List of participants: 
	Complainant  Side
	IAP GRIEVANCE REDRESS TEAM

	1. 
	1. 

	2. 
	2. 

	3. 
	3. 

	4. 
	4. 



Summary of Grievance: 
……………………………………………………………………………………………………………………………………………………………………….
………………………………………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………………….
Key discussions: 
1. 
2. 
3. 
 Decisions Made/Recommendations by the Grievance Redress Committee: 
1) 
2) 
3) 
Status of Grievance (tick where applicable): 
	Solved
	
	Unsolved
	



Chair person’s name____________________________ 
Chair person’s signature: _______________________
Date: …………………………………(dd/mm/yy)


[bookmark: _Toc73705489]ANNEX V: Disclosure Form (KIEP/IAP/GRM/0005)

Village/Town/City/Area …………………………… 			County ……………………………… 
Result of Grievance Redress
1. Complaint no. …………………………………………………………………………

2. Name of Complainant: ……………………………………………………………

3. Date of Complaint: ……………………………………………………………………

4. Summary of the Complaint: ………………………………………………………………………………………………………

……………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………

5. Summary of Resolution: ………………………………………………………………………………………………………………… 

……………………… …………………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………………………………………………..

6. Level of Redress (please tick where applicable) 

	First/Community
	
	Second/County
	
	Third/National
	




7. Date of grievance redress (dd/mm/yyyy): …………………………………………………………………….

Name of complainant: ………………………………………………...
Signature of the Complainant, indicating acceptance of the solution to his/her grievance: …………………………

Name of Grievance Handling Officer: ……………………………………………………………

Signature of Grievance Handling Officer: ……………………………………………………….

Date (dd/mm/yyyy): ………………………………………………………………………

(Note: Copy to be sent to the complainant and the IAP)
Receipt and Recoding (1 day)


Acknowledgement ( 7 days)


Follow-up and Closeout ( Max 30 days)


Assess and Assign (2 days)


Investigate (15 days)	


Response / Feedback (5 days)
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