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1.1.
1.1.1

1.1.2

1.2
1.2.1

1.2.2

CHAPTER 1: GENERAL PROVISIONS
Objective

The Royal Charter of the Trust Fund for Environmental Con-
servation 1996 - revised charter 2021 (The Charter) mandates
the Bhutan Trust Fund for Environmental Conservation (BT-
FEC)to efficientlyuse and manage the Fund for the promotion
of social welfare through environmental conservation of for-
ests, flora, fauna, wildlife, diverse ecosystems and biodiversity.

In fulfilling the mandates bestowed by the Charter, the
BTFEC's Board (Board) formulates acomplaint and grievance
redress mechanism based on the principles that is Legitimate,
Accessible, Predictable, Equitable, Transparent, Rights com-
patible, Enabling continuous learning, and based on Engage-
ment and dialogue, for effective resolution of the grievances
of stakeholders.

Scope

This Complaint and Grievance Redress Mechanism (CGRM)
intends to provide a platform through which local commu-
nities (inclusive of vunerable groups and gender impartiality)
and other stakeholders may excercise their voice concerning
about the impact of BTFEC's policies, programs and opera-
tions on them.

This CGRM intends to complement, not replace, formal legal
channels for managing complaints or grievances. It, there-
fore, does not substitute for or obstruct judicial and adminis-
trative remedies, such as mediation or arbitration, which are
necessary for disputes beyond the scope of any CGRM:s.
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1.2.3

1.3
1.3.1

1.3.2

This CGRM is beyond the scope for criminal or corruption
complaint or grievance. At the same time, any existing rights
under any other compliant mechanisms that an individual
or group of individuals may otherwise have access to under
national or international law or the rules and regulations of
other institutions, agencies or commissions shall not be enter-
tained under this CGRM.

Commencement

The Board has during its 53 Management Board Meeting ap-
proved this CGRM and brings it into force with effect from
07th December 2019.

The Board may amend or cancel any provisions of this CGRM,
and its interpretation shall be final and binding in case of dis-
agreement on any provision of this CGRM.
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1.3.3 Unless the context indicates otherwise, the singular shall in-
clude plural and masculine shall include feminine gender as
well as neuter.

1.4 Mandate
1.4.1 The mandates of this CGRM are:

1.4.1.1 to receive and address any concerns, complaints, notic-
es of emerging conflicts, or grievances alleging actual or
potential harm to affected person arising from the proj-
ect and programs;

1.4.1.2 to assist in resolution of complaint or grievance between
or among stakeholders; as well as the various agencies in
the context of the projects and programs;

1.4.1.3 to conduct itself at all times in a flexible, collaborative,
and transparent ways aimed at problem solving and con-
sensus building.

1.5 Function
1.5.1 The functions of this CGRM are:

1.5.1.1 to receive, log and track all complaints and grievances re-
ceived;

1.5.1.2 to provide regular status updates on complaints or griev-
ances to claimants and other relevant stakeholders, as ap-
plicable;
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1.5.1.3

1.5.1.4

1.5.1.5

1.5.1.6

1.5.1.7

1.5.1.8

1.5.1.9

to engage the claimants and other relevant stakeholders in
the complaint or grievance resolution;

to process and propose solutions and ways forward related
to specific complaints or grievances within a period not to
exceed sixty (60) days from the receipt of the complaint or
grievance;

to identify growing trends in complaints or grievances and
recommend possible measures to avoid the same;

to receive and serve requests for, and suggest the use of
mediation or facilitation;

to make reports, make said reports available to the public,
and more generally work to maximize the disclosure of its
work (including its reports, findings and outcomes). This
report shall be published in the BTFEC’s Annual Report
and also make available on the website.

to ensure increased awareness, accessibility, predictabili-
ty, transparency, legitimacy, and credibility of the CGRM
process;

to collaborate with partner institutions and other entity to
conduct outreach initiative to increase awareness among
stakeholders as to the existence of CGRM and its services
can be accessed; and
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1.5.1.10 to ensure continuing education of project officials and

2.1
2.1.1

2.1.2

2.1.3

respective institutions about the relevant laws and poli-
cies that they will need to be aware of to participate in the
development of effective resolutions of Complaints and
Grievances likely to come before the CGRM.

CHAPTER 2
COMPLAINT AND GRIEVANCE

Communicating a complaint or grievance

A complaint or grievance may be made by any individual or
group of individuals that believes it has been or will be harmed
by the project or program of the BTFEC Secretariat (the Man-
agement).

A complaint or grievance if lodged by a different individu-
al or organization on behalf of those said to be affected, the
claimant must identify the individual and/or people on behalf
of who the complaint or grievance is submitted and provide
written confirmation by the individual and/or people repre-
sented that they are giving the Claimant the authority to pres-
ent the complaint or grievance on their behalf. The Manage-
ment shall take reasonable steps to verify this authority.

The Management shall maintain a flexible approach with re-
spect to receiving complaints or grievances in light of known
local constraints with respect to communications and access
to resources for some Stakeholders. A Grievance can be trans-
mitted to the CGRM by any means available (i.e. by emalil,
letter, phone call, meeting, SMS, etc.).
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2.2. Complaint or grievance information

2.2.1 The complaint or grievance may include the following infor-
mation:

2.2.1.1

2.2.1.2

2.2.2.3

2224
2.2.2.5

2.2.2.6

2.2.2.7

2.2.2.8

The name of the individuals making the complaint or
grievance (the complainant);

A means for contacting the Claimant (email, phone, ad-
dress, other);

If the submission is on behalf of those alleging a poten-
tial or actual harm, the identity of those on whose be-
half the Grievance is made, and written confirmation by
those represented of the Claimant’s authority to lodge the
Grievance on their behalf;

The description of the actual harm;

The Claimant’s statement of the risk of harm or actual
harm (description of the risk/harm and those affected,
names of the individual(s) or institutions responsible for
the risk/harm, the location(s) and date(s) of harmful ac-
tivity);

What has been done by the Claimant thus far to resolve
the matter;

Whether the Claimant wishes that their identity is kept
confidential; and

The specific help requested from the Management.
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2.2.2 The complainantis not required to provide all of the informa-

2.3
2.3.1

tion listed above. Initially, the complainant need only provide
enough information to determine eligibility of the complaint
or grievance for CGRM. If insufficient information is provid-
ed, the Management has an obligation to make a substantial,
good faith effort to contact the complainant to request what-
ever additional information is needed to determine eligibility,
and if eligible, to develop a proposed response.

Criteria for classification

Complaints and grievances are categorized into five broad
suggestive criteria, listed below, under which the complaints
and grievances may be categorizedto facilitate action appro-
priate to the type of complaint and grievance:

2.3.1.1 Charter related,
2.3.1.2 Policy related,
2.3.1.3 Personnel related,

2.3.1.4 Schemes/projects/Programs related, and
2.3.1.5 Vigilance related.

2.3.2 According to above five criteria, classification of the com-

plaints and grievances is given at Appendix-I with Time
Norms for Redress.
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3.1

CHAPTER 3: RESOLUTION PROCEDURES

The CGRM shall cover the three processes of Receipt, Redress,
and Prevention as shown in a flow chart given at Appendix-II.

Receipt of complaint or grievance

3.1.1 The Management shall receive the complaints and griev-
ances from the citizens of the country in general and in
particular from the stakeholders.

3.1.2 The Management shall maintain all the complaints,
grievances, and reports of conflicts received in the for-
mat given below in Figure-I. In case of online system
the acknowledgement shall be sent automatically.

Figure-1

The complaints, grievances, and reports of conflicts received

Particular of citizen/client | Particular of the complaint/
grievance

Date
of re- | Name mo- ment

. fice
ceipt

Whether
ac-
Land- | knowl-

line/ edge- Subject Brief | Date of

of the | Of- de- | acknowl-
dress griev- scrip- | edge-

bile/ given .
. ance tion ment
email at the

time of
receipt

Ad-

2 3 4 5(Yes/ |6 7 8 9
No)




AGTYAN: RAUFINGAARAK|
3 ‘grq'qqﬁ'ﬁ:'ﬁqugq'le'?ﬁ'aqwéwaw §;‘qu\fﬁ«'ua’q:

:N'o\q'r\r;' le'a:xk\: ﬁmm‘; gq’qﬁﬁq' FRAXS ARG
REFIRRINRHRTGS IS
17 BT IR R
1 z%«j:g;a\},& §“T§ﬂﬁ"i"’ﬂq'%"l'§' gxqz,;.v@,imq.
g’&'«%‘émwoiqitf AARNary AR TR AFY

ABRR G AN AN

39.4 TEE AN %nmax'ﬁ:naif;'qmm’igqqmﬁaﬁq'q*ﬁﬁ'
ﬁ:’f@ar q?q'{g:'ﬁm' &'qgﬂmna EARRR §R

qsm%&l@qmﬁﬂmw CEEEEY qgm:qﬁqmw 2a

rﬁq'aﬁ’q’q
Ry
. . AN .
FUSANSS SIRET R §5qER GaEN|
AREVELCEE LR S %ﬂ'“ﬂ‘i'/wqgﬂ'ﬂ“}'m'
Al
AFUR AFR AR fiqua;‘qw T N Eardis
i Y ﬁj/' ¥ Q< ﬁ’WG\ Ry | R4 ‘\'i
B o | legwaly o ' ogw{y o ) 1 35aR
- &= gR | ¥ a8 AT AN Trs FR AT —_—
1 /T X8 A5 iinde N§ &3 agse g
q(anﬁ'@! /&
’ 2| 4 N « ” 4 e
R37)




3.1.3 At the time of acknowledgement, the complainant shall be
provided with the following information:

3.1.3.1 Complaint or grievance number to facilitate monitoring
and reminders by complainants;

3.1.3.2 Expected time of redress prescribe maximum time]
limit for completion of redress is sixty (60) days;] and

3.1.3.3 If not addressed within expected time, action to be tak-
en by complaint.

3.1.4 If the complaint or grievance is not addressed within the ex-
pected time, the Management shall provide the complainant
with the following information:

3.1.4.1 Information on reasons for delay;

3.1.4.2 Updated expected time of redress; and
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3.14.3

If not addressed within expected time, action to be tak-
en by the complainant.

3.1.5 At the time of final redress, the Management shall provide the
complaint with the following information:

3.1.5.1 Action taken for redress; and

3.1.5.2 If not satisfied with the redress action, avenues for pursu-
ing the matter further.

3.1.6 Each

complaint or grievance file shall contain, at the mini-

mum:

3.1.6.1

3.1.6.2

3.1.6.3

3.1.64

3.1.6.5

3.1.6.6

3.1.6.7
3.1.6.8

3.1.6.9

the date of the request as received;
the date the written acknowledgement was sent;

the dates and nature of all other communications or

meetings with the claimant and other relevant stake-
holders;

any requests, offers of, or engagement of a mediator or
facilitator;

the date and records related to the proposed solution/
way forward;

the acceptance or objection of the claimant or stake-
holders;

the proposed next steps if objection arose;

the alternative solution if renewed dialogues were pur-
sued;

notes regarding implementation; and

3.1.6.10 any conclusion and recommendations arising from

3.1.7 File

monitoring and follow up.

s for each complaint or grievance shall be available for

review by the claimant and other stakeholders involved in

10
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the complaint or grievance, or their authorized representa-
tive.

3.1.8 The Management shall take appropriate steps to maintain
the confidentiality of the aggrieved party if sought.

3.2 Redress of complaint or grievance

3.2.1 The Management shall communicate to the claimant one or
more proposed actions or resolutions and clearly articulate
the reasons and basis for proposed way forward.

3.2.2 If the claimant does not accept the resolutions, the Manage-
ment may engage with the claimant to provide alternative
options.

3.2.3 If the claimant accepts the proposed solution and way
forward, the Managementshallcontinue to monitor the im-
plementation directly and through the receipt of communi-
cations from the claimant and other relevant parties.

3.2.4 In the entire process while dealing with the claimant and
other stakeholders, the Management will be guided by its
problem-solving role, non-coercive principles and process,
and the voluntary, good faith nature of the interaction.

3.2.5 Both the Management and stakeholders may in their ap-
proach towards resolving the problems adopt Avoiding, Ac-
commodating, Compromise, Competition, and Collabora-
tion (AACCC) as may be necessary.

11
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3.2.6 The Management shall seek the Board’s advice, approval, or

3.3
3.3

3.3.1

decision on the complaint or grievance for resolution when-
ever it thinks necessary and appropriate.

Prevention

The Management may view complaints and grievances as free
inputsto understand the expectations of Service-recipients
better and initiate systemic reforms to meet those expecta-
tions.

The Management shall analyze why they are receiving partic-
ular types of complaints or grievances more frequently than
others.

3.3.2 The Management may hold meetings with stakeholders or do

3.3.3

4.1
4.1.1

4.1.2

activities for prevention of complaints or grievances related to
their plans and programs, and projects.

The CGRM focal personshall submit an annual Report in this
regard with suggestions for modification in policy initiatives,
delivery system, organizational structure,etc for the consider-
ation/directions of the Management.

CHAPTER 4
RESOLUTION CLOSURE
Successful resolution

In case of successful response/resolution, the Management
shall document the resolution as satisfactory in consultation
with the complainant.

In cases where there have been major risks, impacts and/or
negative publicity, the Management shall obtain written doc-
umentation from the complainant stating satisfaction with
the response.

12
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4.1.3

4.1.4

4.1.5

4.2
4.2.1

5.1

5.2

In others, the Management shall note the action taken, con-
firm that the response was satisfactory to the complainant and
the Management, and document those facts.

The resolution may be documented in the format of Facts,
Issues, Rules/laws, Analysis, and Conclusion (FIRAC).

The successful resolution is usually closed, depending upon
the need, with the execution of an agreement and signed by
the Management and the stakeholders.

Alternative procedures

When the CGRM is unable to resolve a complaint or griev-
ance, the Management shall document the steps taken, and
the decision made by the Management and the complainant
about referral or recourse to other alternatives, including legal
alternatives.

CHAPTER 5
MISCELLANY

The “Management” means the Secretariat of BTFEC to which
the Board of BTFEC has Delegated its power/authority of
functions.

A “Complaint” means anonymous reporting, and “grievance”
means a reporting by an identified person.

13
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5.3 For the option of independent mediation, mediators on the
list of Bhutan Alternative Dispute Resolution Centre who
have at least the following qualifications may be involved in
the mediation:

5.3.1 professional experience and expertise in impartial media-
tion;

5.3.2 knowledge of [project type and activities] including an un-
derstanding of indigenous culture and practices;

5.3.3 proficiency in that locality;

5.3.4 availability in principle for assignment of upto 20 days;
and

5.3.5 willingness to declare all relationships and interests that
may affect their ability to act as impartial mediators in par-
ticular cases.

5.4 The Management may appoint a focal person for CGRM who
may possess the Standard (knowledge on laws), Experience,
Attitude, and Knowledge (SEAK) for the job.

14
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Time Norms for Redress.

Appendix-I

SI. | Complaint/ | Time line for redress| Time line for
No.  grievance Cat- | at Divisional Level/ | redress at appeal
egory Secretariat level (Board/Ex-
ternal)
1 Charter related | Three weeks One week
2 | Policy related | Initial response with- | Two weeks
in three working days.
Substantive response
within six weeks in
case the issue is being
addressed at present
3 Personnel re- | Three weeks One week
lated
4 | Schemes/pro- | One week One week
grams related
5 Vigilance re- | Initial response with- | Final reply within
lated in three working days | three months
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Three processes of Receipt, Redress, and Prevention

Grievance reception/acceptance
Directly to management, employ-
ee, or suggestion box

J

- |

Acknowledgement, assessment, \
and record
The plaintiff receives confirmation that
his grievance has been received. The
grievance is entered in the database us-
ing a grievance registry form, and rele-
vant management is notified. J

e o 0o 0

When of particular-
ly high risk, a griev-
ance can be fast
tracked to ensure in-
volvement of senior
management at an|
carly stage-

Investigation A
Appropriate investigation is decided at
the assessment stage. If deemed neces-
sary, the investigation can include a
risk assessment. The investigation
may include follow-up meetings be-
tween stakeholders and the Manage-
ment, where an impartial party is
present. Minutes are recorded
and added to the grievance data-

base- Y,

“ Depending on the findings and their

N

Resolution

severity, a resolution is often decid-
ed immediately. In cases where the
resolution does not follow predeter-
mined criteria, the case must be
presented to management for re-
view.

* Yes: The process concludes with a

Complaint Satisfaction

written agreement signed by the
plaintiff(s) and management. No:
If unresolved, it is taien up to an
impartial mediator. If it remains
unresolved, legal action may be

taken. )

Documentation management

“ Throughout the procedure, it is o

the highest importance that docu-
mentation be kept in the Manage-
ment database.
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Present resolution to
management

[f the case has been|
closed and the reso-
lution needs further
input, it should be]
presented to thel
management

Appendix-II
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Structure and procedure for reporting complaint/grievance and
fraud & corruption

Receive/Record complaint

Complaint Management
Commitee

Management Team Management Board
(Administration nature) (Major cases)

Face to Face Supervisory Anti-Corruption

Resolution Mediation

) Commission
Resolution

Complaints may relate to:

. Fraud and Corruptionon operations of BTFEC

. Environmental and Social matters related to a BTFEC project
. Gender matters related to a BTFEC project

. Dissatisfaction with BTFEC’s policy or procedure

. Disagreement with a decision of BTFEC

. Failure of appropriate administrative process

. Conduct/behavioror BTFEC employee

17
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PROCESS

Step 1. The designated Grievance Official receives and record the
complaints.

o 'The complaints can be made through electronic, postal and
verbal.

o Wherever possible, complaints should be confirmed in writ-
ing signed by the complainant complete with current address.

o All complaints received shall be acknowledged and attended
by the designated official.

o Complaints shall be dealt with promptly and professionally.
The process and time needed to resolve an issue vary depend-
ing on the nature and complexity of the issue.

Step 2. All complaints shall be maintained and recorded by the
designated official

Step 3. According to the nature of the case, the complaint shall be
forwarded either to the Management Team or the Board
for further actions

18
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Step 4: Administrative nature cases shall be resolved within the
BTFEC Secretariat through face-to-faced is cussion or su-
pervisory mediation. Unresolved cases shall be forward-
ed to the appropriate higher authority for further actions,
which may further be submitted to Anti-Corruption Com-
mission for directives and actions.

BTFEC will pursue all reasonable steps within its mandate to estab-
lish an efficient and unbiased management of complaints based on:

o Accessibility
» Responsiveness
« Accountability

BTFEC shall be responsible and accountable for handling the
complaints

« Confidentiality

Confidentiality shall be respected at all times with in the lim-
itations of the need to fully investigate the complaint.

Timeline

As stated in the Appendix I, Time, Norms and Redress.
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