-
D
o v
€5
=8
oY)
C T
|,nnva
O O
=

Complaints

N



Complaints

In many cases, the disputes on the application or interpretation of the policies could be resolved through the
internal communication within the specific department or working areas. Therefore, the first step in the

grievance is the discussion between staff and supervisor. Staff can start this step formally or informally:

Normally, it will be raised as an issue, problem or concern which will be resolved once it occurred with the

concerned/participated sectors, for example:

1) Talk with your supervisor. Refer the issue to the supervisor immediately, explain what are the problems and

how to reduce the impact.

2) Discuss with human resources or colleagues. If you hesitate to talk with your supervisor, you may ask for

advice from HR department or colleagues what will be the next step and seek for the solutions



Mechanism

MTP develops a mechanism for grievance, complaints and communication management (GCCM) in order to
systematically manage all general requests, grievances, comments and suggestions.

It is confidential for workers to report their issues, concerns/questions without worry if they will be revenged from
management team or discriminated in the workplace.

Examples of Grievances can be:

Feeling of being treated unfairly and/or threatened by supervisor

Feeling of being treated unfairly by MTP

Report about the breaching of contracts, rights or traditional rules.

Report about the working conditions which are generally not acceptable (include but not limited to the
basic occupational health and safety)

Report about the use of authority from a team member (include but not limited to the bias of supervisor
(mentor) to their subordinates.

Report about the corruption (fraud)

Report about action causing mental torture and/or treats

Report on annoying behavior (include but not limited to gender harassment)

General suggestions to improve the work

Specific requests



There are 2 types of complaints in MTP.

e Internal:

- All full time staff of MTP;
- All part time staff of MTP;
- All workers of contractors; and

- All villagers who work for MTP contract based.

e External:

- All communities affected by MTP;

- Other business directly connected or affected by MTP (including business that the operation of MPI direct
impact on them, as well as suppliers, contractors who want to join/send their request to)

- Member of public (public)/civil society organizations; village committees, village mediation committees,
administration at district level, provincial level and ministry level and other government agencies;

- Adjacent land users or nearby MTP’s plantations; and

- Any person who rely on the natural resources shared with MTP



How would you do if you want to make complaints?

There are 2 mechanisms:

Mechanism 1: directly call to

Mekong Timber Plantations
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For Comments or Complaints, contact

uﬁd :020 5510 0832 J

Mechanism 2: filling the form (IN-GCSM)

Rsar WARCE, O s, 2m, s
Detaits ol Py
s waresneeium
&
ot e
Cernmulearien, Facabad Tase: [ ST
sl R s uin =y
i 7 Coning Pretim
Wame ol Callers I appicatinl:
ko Bumrefcduimaforinen
Imeuncime Eneyers Fiogoeine.
Db =7 Calar {¥Finga rarne Iepaci s o1 emage:
ceher raevare ik RS
muernyweirinl i f nsd preanc i nonueesTw
e T —r
= andde Beini Affeced
I RS SNE P
e
WO e
dlssaraimn
e
TG tretushartis
FECRNT
it ENERAL OMMENT
Carepeey | wGg gl — oovPLANT R FEGIEET -
vt P S— [ - Rapamar Hina
e e stayE e 14 e :
Urgurtfem-sgart {li o LrENT eelimger Rapersaripmanss
e £ e e g [ iR =
SHELA P S B
Tela
ET-T

Red box is for internal use only




System of requests, grievances and suggestions

Publicizing and Preparing GCCM Receipt and Processing
and IN-GCSM
- Details entered into
GCCM Phone Line is to be confidential area of PeopleTray
maintained 24/7/365 system
The IN-GSCM form is available - “Responder” or “Assigned
online and in print Investigator” assigned

T
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Nl Thakic Phastasanh Submitting Grievances,
Complaints or Suggestions

Hrddriocdiy & £9yun nrauidon 1) Call GCCM Hotline
For Comments or Complaints, contact 2) USG IN_GCSM form
1/ Tel :020 5510 0832

GCCM: Grievance, Complaints, Communication Mechanism

Solution

D)

2)

Collect information from
departments inside MTP
and from outside if it is
required

Contact concerned
workers/organizations
directly to consult and
resolve problems



Confidential

e All process of grievance, the information will be kept as
confidential by concerned persons, the information will
be used in investigation and/or solution seeking
process only.

e The company ensures that staff who filed the grievance
will be protected

e Whether you would like to make complaints or discuss,
this process will be kept as confidential

e If you want someone to talk with or fill the form, please
contact line manager or call MTP or head of human
resource department



Contact
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Mekong Timber Plantations
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