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GRIEVANCE AND DISPUTE RESOLUTION PROCESS 
 

Definitions 

Grievance: Complaint or concern related to company operations, impacts, workers, contractors, or 

land/resource use etc. 

Resident Advisor (RA): Village-elected representative who meets regularly with the company and 

transmits community issues, including grievances. 

Closure: When a grievance has been resolved to mutual agreement or the case has proceeded through 

all steps without agreement, with final decision documented. 

 

KFPL’s grievance and dispute resolution process outlined below has been developed through culturally 

appropriate engagement and consultation with relevant stakeholders. The current community 

structure involving Resident Advisors helps in proactively resolving grievances before they become 

disputes. 

 

The objective is to provide a transparent, fair, and culturally appropriate process for addressing 

grievances of affected stakeholders. The process is open to all affected stakeholders and also with 

communication in local language. Raising grievances to the company will not face discrimination or 

penalties. 

Grievances may be raised verbally or in writing through the Residential Advisors or the Community 

Relations Officer/Manager or Area Manager Poitete. Depending on the nature of the complaint, the 

responsible person(s) as well as the Community Relations Manager are informed. These will review 

and investigate the issue and decide on the appropriate next steps, which usually consists of organizing 

a meeting to discuss the raised issue with the appropriate representatives and affected parties. This 

may, where applicable, also include local chiefs or elders, women’s group representatives or youth 

leaders to ensure inclusivity. 

A mutually agreed solution is documented and signed by both parties and witnessed by a community 

representative. Agreed actions are implemented and monitored by the Residential Advisor and/or 

Community Relations Officer. 

If unsatisfied, complainants may appeal to the Community Relations Manager who can escalate the 

matter to the next higher appropriate level such as the General Manager to review the case as well as 

the suggested dispute resolution measures and issue a decision on the course of action. 

All upcoming grievances, their details and status/closure are documented in the Community Relations 

Manager’s grievance register covering internal and external grievances. 

Lessons learned are used to improve community engagement and operational practices. 


