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Content 

 

Initial Meeting (1-2 hours) with organization leaders 

- Case study / temperature check 
- What are grievance mechanisms? 
- Myth busting quiz 
- Why are grievance mechanisms important? 
- What is the RA standard? 
- What will the training cover? 
- Who should participate in the training? 

 

Training Day 1 – Understanding Grievance Mechanisms (8 hours) 

- Objectives, introductions & expectations 
- Myth busting quiz 
- What are grievances 

o Who can raise them 
o Whose grievances is your organization responsible for 

- What are grievance mechanisms? 
o Why are they needed  
o Different types of grievance mechanisms 

- Effectiveness 
 

Training Day 2 – Implementing & Operating a Grievance Mechanism (8 hours) 

- Objectives & warm up 
- Grievance committee 
- Stakeholder engagement 
- Choosing your channels 
- Grievance procedure 
- Remedy 
- Promotion strategies 
- Knowledge quiz 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Purpose 

 

The Rainforest Alliance Grievance Mechanism Toolkit was developed to help RA 

trainers deliver practical training to certified sites and farms on how to put the 

Standard 1.5 on Grievance Mechanism into practice. It is not to duplicate or replace 

any of the existing complementary resources, in fact, it is to be used in conjunction 

with the following existing documents developed by Rainforest Alliance for its 

certification holders: 

- Assess and Address Guidance 
- Remediation Guidance 
- Grievance Mechanism Guidance 

 

How to use this guide 

 

This guide is part of a toolkit of resources to be used together: 

 

Presentation Slides (in Power Point) – to provide visual content for delivering training 

with trainer’s notes 

Presenter’s Guide (In word – this document) – to provide example script and 

detailed notes for the trainers (a copy of the Power Point to have a printer version) 

Handouts - Interactive resources in a form of exercise prompts, examples, 

summaries, posters etc to help with training delivery  

 

This word document is designed to accompany the power point presentation from 

the RA Grievance Mechanism Toolkit. It includes two types of text: 

 

- Trainer’s notes (black) – providing tips and instructions for the trainer 
- Example script (in dark teal) which can be used to describe the PPT content  

 

The toolkit is designed to work for trainers with varying levels of experience, providing 

details for those that find it helpful, but they don’t have to be followed word by 

word. Every trainer will naturally find their own preferred words and flow to explain 

the content, but RA requires the trainers to relay the main messages as outlined to 

make sure the training is consistent.  

 

Before You Begin 

 

Please ensure that you are familiar with the materials included here before you start 

to engage with any organizations on the ground. It is important that you are 

particularly comfortable with:  

1  Rainforest Alliance Grievance Procedure 

2  Rainforest Alliance Grievance Mechanism (for certificate holders): Guidance E 

3  Rainforest Alliance Remediation Protocol : Guidance S 

4  Rainforest Alliance 2020 Sustainable Agriculture Standard (for farms) 

 

 

Before the first visit 

 

https://www.rainforest-alliance.org/resource-item/grievance-procedure/
https://www.rainforest-alliance.org/resource-item/guidance-e-grievance-mechanism/
https://www.rainforest-alliance.org/resource-item/guidance-s-remediation-protocol/
https://www.rainforest-alliance.org/resource-item/2020-sustainable-agriculture-standard-farm-requirements/


The initial meeting will take place between the trainer and the management only. 

When organising the initial meeting by phone or email, it is important for the trainer 

to ask three questions upfront: 

 

1. Does the site have any grievance mechanism in place? If so, what is it? (Get 

a brief idea only) 

 

If the answer is no, it is advisable to set at least 2 hours for the initial meeting to be 

able to explain the key concepts to the management who might be hearing it for 

the first time. 

 

2. Does the site have a grievance committee in place? 

 

If the answer is no, make sure you explain to the management before the initial 

meeting that to have a grievance committee in place is necessary according to RA 

requirement. Explain what the selection criteria for committee members are and ask 

them to think about the people who would be suitable for the role, as these are the 

people who should be available and attend the training. Make sure you emphasize 

that the worker representative(s) need to be chosen by the workers, not the 

management. 

 

You can send the site this list: 

 

At minimum, the grievance committee members (or likely members) should attend: 

- Management representative(s) – someone from the leadership / 

management  
- Worker representative(s) – if they are not appointed yet, this can be any 

worker with good communication skills who is willing to participate (see more 

detailed guidance on process for selecting a worker representative further 

down in this guidance). 
 

You could send them the below slides to help them prepare for setting up a 

committee: 

 

 
 

In addition, the below individuals should also be encouraged to attend the training 

- Relevant other committee representatives – Assess and Address Committee, 

Gender Committee, any other existing worker committees (at least one 

representative per committee) 



- Other relevant departments – such as human resources or anyone else in 

charge of people management whose scope grievance mechanisms will 

also fall under (in small workplaces this could be the production manager or 

similar) 
- Trade union representatives – if relevant 

 

If representatives from all of these groups are not available, consider if it’s better to 

move the date even if it means last minute changes. Having the right people in the 

room will make the rest of the training much easier. 

 

3. Is there an active trade union(s) at site? 

 

If the answer is yes, ask for their name and how many workers are covered. Conduct 

a quick desk-based search about the TU before the training to have some 

background (how big are they? How active? Are they controversial?) If the answer is 

no, go through the presentation slides and you can hide the slides that go into 

details about trade unions as it won’t be as relevant for the site. 

 

 

 

 

 

 

Presentation slides  

 

INITIAL MEETING 

 

The Initial meeting is an opportunity to set everyone up for success. The main 

objectives for you are: 

- To explain WHY the training is happening 
- Ensure the site / farm has a positive attitude towards it 
- The key people are available and know how / what to prepare for the 

training itself 
 

Be sympathetic to the fact some people might feel nervous because they have no 

experience with the topic of grievance mechanisms at all, while some might feel 

overwhelmed from too many grievance mechanism trainings. You may even come 

across people who don’t believe in grievance mechanisms, but whatever the 

situation, don’t let it discourage you – you have a unique opportunity to change 

their mind and offer solutions. 

 

 

Initial Meeting Objectives 

 



 
 
 

Set expectations by explaining what the meeting will cover and introduce yourself. 

Briefly mention your background, your expertise and perhaps why you are interested 

in the topic of grievance mechanisms. Don’t forget to ask all the participants to 

introduce themselves too so that you know who is in the room, making sure you 

have everyone you need. 

 

Example script: 

Today’s meeting objectives are to discuss the purpose of the RA Grievance 

Mechanism Standard. We will discuss what grievance mechanisms are and why they 

are important, talk about the new standard and why it is being launched now, as 

well as agree a training plan. Please note today’s meeting is not a training per se, we 

will have plenty of time for that in the following sessions. Today’s meeting is for me to 

give you all the information you need and answer any of your questions to make 

you feel comfortable and prepared for the training. I will need about 1.5 hours of 

your time and there will be plenty of time for questions and discussion. 

 

Does that sound good? Do you have any questions or expectations you’d like to 

mention now? 

 

Great – let’s dive right into it and please stop me anytime if you want to ask 

anything. 

 

 

Case study / temperature check 

 

The purpose of a case study / temperature check is to bring people’s attention to 

the topic at hand and help them feel comfortable talking about it. You have several 

options here. As the initial meeting is short, pick one depending on who your 

audience is.  

 

OPTION 1 – CASE STUDY  

 



 
 
If your audience doesn’t know much about grievance mechanisms it helps to put 

themselves in the position of someone needing a grievance mechanism. You could 

make up any case studies that you like or are relevant for the local context. If you 

pick a story that people know, it is usually easier to grab their attention. 

 

Example script: 

First of all, let’s talk about a brief case study to demonstrate why grievance 

mechanisms are needed. Does anyone recognise this building? This is the building 

where the TV show Friends was filmed and if you have watched it there is a very 

famous fictional coffee shop called Central Perk. The friends spent a lot of great time 

in there but imagine for a moment that you live in this building and the coffee shop is 

being really anti-social. It plays loud music which you don’t like all day long and the 

staff leave their rubbish bags outside the building entrance. You’ve tried talking to 

them but they say they can’t do anything, it’s the coffee shop owner’s responsibility. 

But the owner is never there. You don’t know who it is and how to contact him. 

What’s more, some of your neighbours really like the coffee shop and spend a lot of 

time there. You don’t want to upset them by complaining to them about it. What can 

you do? 

 

Luckily, you have a really good landlord who has implemented a grievance 

mechanism for the building residents. You are able to send him an anonymous 

message explaining your grievance and the landlord is able to help by asking the 

owner to address the issues that are affecting you.  

 

 

OPTION 2 – CASE STUDY 

 

 



 

If the first case study is not relevant to your context this is another option.  

 

However, if you have a better scenario for your local context feel free to use that. 

You can create a new slide or even just discuss it verbally. Think about what will your 

audience relate to – what is a common problem? What do people care about? 

 

OPTION 3 & 4 – TEMPERATURE CHECK 

 

 
 

 

 
If your audience is more familiar with the topic, you may want to gauge how they 

feel about it. Gauging their attitude will help you tailor the meeting content to their 

needs. 

 

Example script: 

Before we dive in, let’s do a quick ‘temperature’ check - what is the first thing that 

comes to your mind / how do you feel when someone says grievance mechanisms? 

 

Discuss for 5 minutes.  

 

Ok I see the general mood in the room is (very positive which is great / mixed / 

apprehensive which is completely fine…) 

 

What is a grievance? 

 



 

 

Start with only showing the title of the slide and asking if the participants can explain 

it in their own words, then reveal the definition.  

 

Example script: 

So what are grievances? How would you describe them in your own words? Can 

anyone give me an example? 

 

A grievance is a complaint or concern by any person about another person’s or 

organization’s actions or about its rules and policies that have or might negatively 

affected the complainant. 

 

What can workplace grievances look like? (Slide 1 & 2) 

 

 
 

 

 



Pick the slide that is more suitable for the audience – more senior staff and more 

sophisticated sites might prefer the written examples and vice versa. 

 

Example script: 

Here are some examples of grievances from the workplace. It could be  

- simple requests such as “There is never any soap in the downstairs ladies’ 

toilet – can it be provided?” 
- Raising alarm on something potentially dangerous such as “A chemical 

container outside storage room has spilled and the contents look flammable.” 
- Allegations and reports of mistreatment such as “My supervisor shouts at me 

for making mistakes but I am too afraid to confront him about it.”.  
 

 

What are grievance mechanisms? 

 

 
 

Start with only showing the title of the slide and asking if the participants can explain 

it in their own words, then reveal the definition.  

 

Example script: 

So what are grievance mechanisms? How would you describe them in your own 

words? Can anyone give me an example? 

 

Let the room respond, then read out the definition and the rest of the slide. If the 

participants get it right straight away you can just say “Exactly, you are right”, read 

out the rest of the slide and move on. If you find the audience is a bit lost it might 

help to say something like “Grievance mechanisms – sounds serious doesn’t it! But it’s 

really just a formal name for a complaint process.”  

 

 
What do grievance mechanisms consist of? 

 



 
 
There are so many examples of grievance mechanisms out there that it is useful to 

see them through a framework, or something they all have in common. 
 

Example script: 

 

Every grievance mechanism will need a tool(s), or something that physically enables 

the communication between two parties to flow. It will also need a process, or series 

of steps that tell everyone how to use the tools and what happens when a grievance 

is submitted. Finally, a governance is needed to make it clear who is responsible for 

what to make the system work.  

 

Let’s look at some examples. 

 

 

What might grievance channels look like? 

 

 
 
 

Example script:  

In most workplaces, grievances could be submitted verbally during a conversation 

or on a phone, they could be written down in an email, letter or a form, or they could 

be submitted through a smartphone app. There are many ways to facilitate the 

communications and it is recommended to have several different channels 

available but not so many that their use becomes confusing or too much work to 

keep up with. 

 



 

What is the RA Grievance Process? 

 

 

 

Example script: 

This is the summary of the process. (Read out the steps) 

Having a grievance process is important for many reasons, some of which are: 

- It outlines clearly what the grievance committee needs to when a grievance 

is submitted 
- It outlines what happens to the users when they submit a grievance and helps 

manage their expectations 
- Having the transparency increases the users trust in the system and makes it 

more effective 
- It helps ‘institutionalise the actions making them consistent for each case and 

reduce conflict of interest 
 

Let’s look at each step individually. 

 

 

What might a governance for enterprise level grievance mechanism look like? 

 

 

 

Example script: 

What works best is when the management support the mechanism by sending a 

clear message why it is important while a grievance mechanism committee 



manages the process and day to day activities, while the rightsholders use the 

mechanism.  

 

The training will explain all three elements in great detail and help the participants 

understand how to choose the best tools, design the best process and set up a 

grievance committee.  

 

 

Different types of grievance mechanisms 

 

 
 

Example script: 

The training will also explain what we call the grievance mechanism landscape – or 

what the different grievance mechanisms look like and how they co-exit together. 

While the main focus of the training is on understanding and implementation of the 

RA Standard 1.5 and therefore implementing and operating an operational 

grievance mechanism at your site, you will gain understanding how to make it work 

alongside let’s say a trade union on site, a brand hotline or another channel 

available to the rightsholders in and around your organization.  

 

You can mention here that while all of these mechanisms are likely to use similar 

tools and processes, their governance is what sets them apart them most. For 

example, in your own organization your main governance actors are your 

management and your grievance committee. That’s who the responsibility for 

operating the mechanism sits with. However, if we imagine a multi-stakeholder 

community initiative, apart from site grievance committee and management, there 

might be a local NGO overseeing the process and buyers who receive updates on 

how well the grievance mechanism is functioning. Some might even have 

government involved, for instance the Bangladesh Accord. However, in your day-to-

day, 95% of your attention will be needed for your own, internal operational 

grievance mechanism and that is the main focus of the training.  

 

Myth busting quiz (5 slides) 

 



 

 

Quiz is a good way to challenge people’s opinions on the topic. It engages people’s 

thinking and attention, so it’s a good way to break up a presentation which has a lot 

of new information in it.  

 

On each slide, read the statement and ask the participants to first raise their hands if 

they think it is true, then if they think it is false. The reveal the answer and read it out 

loud. This might spark a discussion – this is good, let the room discuss in between and 

after the quiz but don’t spend more than 10 minutes here in total. 

 

If people get it mostly wrong you can say something like “it’s ok, that’s exactly why 

we are doing this training. If people disagree with the answers, you can say 

something like “there is a lot more detail to these / there are some caveats that we 

will cover in the training and I will explain why I made these statements.  

 

 

Why are grievance mechanisms important? (1/2) 

 

 
 

Example script: 

The biggest reason why grievance mechanisms are needed is for the affected 

rightsholders to access remedy and for the wrongs to be put right. They are not filling 

a nice to have or add-on function, it is important to understand that their existence is 

based on fixing something that shouldn’t be happening because people have a 

right to live in dignity and exercise their rights.  



 

For example, if your wages are delayed, you need this to be fixed because it has 

considerable consequences on your and your family’s life. But you don’t need to 

wait for something to happen to raise a grievance. It is important that negative 

affects are avoided as much as possible, for instance - your health and wellbeing 

needs to be protected in the workplace to avoid your suffering from an accident or 

a long-term health impact.  

 

Why are grievance mechanisms important? (2/2) 

 

 
 

Example script: 

However, there are other, business-related benefits too. Grievance mechanisms can 

alert you to something that needs your attention before they even happen or get 

worse. This can help avoid disruption to your business and related cost, including 

fines and fees, in the worst case by being taken to court. On the flip side, grievance 

mechanisms can be a source of new ideas and can help improve ways of working 

in general. Last but not least, every well-informed stakeholder knows that every 

organization needs a grievance mechanism. This is because there will always be 

things outside your control and grievance mechanisms are the only way to 

responsible manage that. Having an effective grievance mechanism demonstrates 

maturity and responsibility to your stakeholders, leading to better reputation and 

more stable relationships.  

 

Grievance mechanism testomony 

 



 
 

Example script: 

Here’s a testimony from one of the RA farms who have recently implemented a 

grievance mechanism and are able to see the business benefits. 

 

Why is there so much focus on grievance mechanisms now? 

 

 
 

This slide is worth spending a bit of time on, especially with senior staff. It is expected 

that people question why suddenly, a requirement comes in when they existed just 

fine before and without grievance mechanisms.  

 

Example script: 

You might be asking - why now?  

  

Grievance mechanisms, as well as some of these guidance documents, laws, tools 

and projects have been around for a long time, I am not suggesting all of it is very 

recent. But what is new is the depth of understanding around what GMs should look 

like and how they should work to be effective.  

  

In the last few years there has been an increased focus on clarifying to the business 

community how to behave responsibly and respect human rights. Part of this 

movement are new frameworks and guidance documents such as the UN Guiding 

Principles on Business and Human Rights or the OECD Guidelines for different 



industries and multinational enterprises, which all clarify the importance of grievance 

mechanisms.  

  

In short, organizations and their value chains cannot be responsible without effective 

grievance mechanisms because effective GMs are the only way to ensure people 

can speak up proactively about issues and that issues don’t fall through the cracks. 

These guidance documents have inspired drafting of new laws and development of 

new tools, especially those leveraging technology. There’s also been a clear shift 

from a compliance approach to corporate responsibility to continuous improvement 

and capacity building, as demonstrated by successful industry projects such as 

Better Work or ACT.  

  

Although not every single country in the world has laws requiring grievance 

mechanisms, the reality is that not complying with the already existing laws makes it 

extremely hard to operate globally. RA is a global organization and as such, it is 

required to ensure effective GMs are in place in their supply chain and at large 

farms everywhere.  

  

Besides it being a legal requirement, we also believe that when implemented well, 

grievance mechanism are one of the most powerful tools to create a thriving and 

successful business.  

 

Requirement 1.5 of the Rainforest Alliance’s Sustainable Agriculture Standard 

 

 
 

The point of this slide is to show the participants that the requirement is only one 

page long. The actual main requirement is highlighted in yellow – showing that in it’s 

core it is quite straightforward, the trick is in making it effective and for each and 

every site individually.  

 

Definitely don’t spend time here to read the requirement, reassure the participants 

the training will cover this in detail.  

 

Example script: 

Here is the new standard on RA grievance mechanisms – how many of you have 

seen it?  

  



This is the full wording – as you can see it isn’t much (only one page) but it contains a 

lot of detail. It is important for standards to be precise and hence their wording can 

often be very formal. At RA we know we need to help our members understand what 

our standards mean in practice and we have issued a detailed guidance on how to 

implement the standard.  

  

However, we realize our members need help understanding what it means 

specifically for them. How you communicate with workers and which tools you use 

can be completely different to the farm or site next door to you and that is absolutely 

fine. While the freedom our standards offer means there is no one way of meeting 

them, it also means working out the best approach for you takes continuous learning 

and improvement. This is why we are offering practical training to make sure you are 

able to understand and implement it in your own way. 

  

The training’s ultimate objective is to put this new standard into practice at your site 

in a meaningful and manageable way for you specifically. 

 

 

What are the key elements of the Requirement 1.5? 

 

 
 

This slide summarizes the key content of the new standard in a simpler format. Read 

out the requirements and ask if there are any questions. This is a good point to pause 

and reflect as if you get a positive reaction on this slide then you should have the 

openness you need for the training. 

 

 

What are the key elements of the Requirement 1.5? 

 



 
 

 

This is to explain why there is another requirement from RA and how that relates to all 

other requirements. This slide should demonstrate that the new standard strengthens 

the existing ones and helps them be more effective. 

 

Example script: 

Apart from the requirement for operating grievance mechanisms being required by 

laws and international standards, technically the requirement TO HAVE a grievance 

mechanism is also already included in the Sustainable Agriculture Standard. It is also 

already required as part of the Assess and Address process. But the new Standard 

1.5 specifies WHAT it needs to include and HOW it needs to work.  

 
 
What will the training cover? 

 

 
 
The training is designed to answer these questions for you. Read them out and see if 

the participants have any questions. Ask if anyone has any specific concerns they 

would like to address in the training.  

 
What is the training agenda? 

 



 

 
Let the room read the plan to see how the training content is divided. Emphasize the 

reason it takes two days (or 2x 8 hours) is to be able to go into a lot of detail, 

examples, case studies and discussions.  

 

Who should participate in the training? 

 

 
Talk through this slide to understand the site’s specific set up and confirm with them 

who should participate. The more people participate the better.  

 

 
TRAINING DAY 1 

 

 
 



Objectives 

 

 
 
Explain what you want the participants to have learnt by the end of the day.  

Mention that you will welcome any questions but some of them you might need to 

‘park’ if they will be covered in detail on training day 2.  

 

Example script: 

The training content has been split into Understanding GMs and Implementing and 

Operating GMs. We want to use today to understand the rationale and the benefits 

behind grievance mechanisms. Within this, there are four main topics we want to 

cover today – grievances and grievance mechanisms (what they are, what they are 

not, what they look like, who can use them and so on). By the end of the day, we 

want to be able to say that we have learnt about all these areas of grievance 

mechanisms and understand them well.  

 
Agenda 

 

 

 
This slide is to be filled by the trainer for each site individually, outlining the timings. 

You don’t have to use it, but it is usually helpful to give the participants an idea 

about when breaks will be in case they have other responsibilities that day they 

needs to manage.  

 

Introductions and expectations 

 



 

 

This is everyone’s chance to get familiar with who is in the room and for you to get to 

know your audience a little. The third point about first thing that comes to mind is 

also your warm-up / icebreaker. You could make it more fun by asking a training 

non-related question – for example, “What is a one thing that made you smile 

today?” or “your favourite food”.  

 

If people mention any specific questions or expectations at this point, it is useful to 

write them down on a board or at least note them down yourself to make sure they 

get answered during the training.  It is useful to come back to this slide at the end of 

the day to check whether expectations and objectives were met.  

 

 

What is a grievance? 

 

 

 

Before you reveal the definition, ask the participants to say what they think it is in 

their own words. See how close to the definition you can get with everyone’s help. 

Then reveal and read out the definition and rest of the slide. 

 

Examples of grievances from different areas of life 

 



 
 

Thinking about grievance mechanisms from a bigger perspective helps the 

participants see their purpose. 

 

Example script: 

Grievances exist in many areas of our lives – we all can get negatively affected by 

activities of other actors around us which can harm us. Inequality and violations of 

rights are unfortunately part of life but so is right to dignity, which is why grievance 

mechanisms are needed. 

 

 

What can workplace grievance mechanisms look like? 

 

 
 
 
Use the pictures to prompt a discussion. Can the participants guess what the grievances are 
and how they differ from each other? 
 
 



 
 
Use this slide as a confirmation what was discussed on the previous one by reading 

out the slide or letting people read it. Ask the participants if they can think of any 

other examples and / or what kind of grievances they get most often (if they are 

already managing a system). 

 
 

Grievances can come in many formats 
 

 
 

Example script: 

As well as carrying different types of messages, the same grievance can have many 

formats. It is the message they carry that matters the most. Sometimes that means 

investigating more to fully understand what the issues is, sometimes they can be 

‘leads’ more than clear issues.  

 

Read out the content to provide examples.  

 

What sets grievances apart from regular communication? 

 



 
 
This is an important question to answer and it might come up a lot during the 

training. 

 

Example script: 

Grievance mechanisms are an important part of communication system in any 

workplace. Information is exchanged on daily basis and can refer to problems. So 

what makes a grievance a grievance? There are two criteria that must be met. 

 

 

What do we mean by negative effects? 

 

 

 

 

 
 

Example script: 

But what do we mean by “negative effects” or “negative Impacts”? Individually, we 

might perceive different things as negative, but grievances are not about personal 

opinions or preferences. They are firmly rooted in laws and international standards 

and apply the same to everyone. Remembering this should help you distinguish the 

two apart. 

 

Exercise: Are these grievances? Why? Why not? 



 

 
 
Let the room read these grievances off the screen. The ask them to pair up with a 

neighbour and discuss for 5 minutes. Then discuss the correct answers together.  

 

Situation 1 is not a grievance, it is a personal preference, and the person might feel 

that they are being negatively affected, but their rights are not being violated.  

Situation 2 is a grievance, even though the person has a specific circumstances 

(family responsibility). The issue is that she was unlawfully fired and her right to family 

was violated.  

 

 

Who can raise grievances? 

 

 

 
 

Example script: 

Grievances can be raised by the affected rightsholders, be it individually or in a 

group. They can also be raised by whistle-blowers. Does everyone know the term? 

Whistle-blower is someone who is aware of the grievance or a concern but isn’t 

affected directly.  

 

Who are rightsholders? 

 



 
 

Example script: 

Before we move on, let’s clarify who rightsholders are because we will use the term a 

lot. Rightsholders are individuals who holds certain rights. For example, al of us have 

human rights, but women and children have specific rights due to their status. When 

we say rightsholders, we refer to people who your organization could affect 

negatively. But because they have rights, they can complain and demand a 

remedy.  

 

 

Whose grievances is your organization responsible for? 

 

 
 

Example script: 

Anyone who’s complaint meets the criteria we discussed can and should raise a 

grievance, but the question is who should handle it? There might be many affected 

individuals in your organization’s proximity, so who are you responsible for? 

 

You are responsible for anyone who is affected by your organization’s policies or 

activities in any way. Your organization can affect people it is in direct contact with, 

such as its employees and workers (called direct impacts) but it can also affect 

people who are not in direct contact, such as community members (indirect 

impacts). Your organization is responsible for both types of impacts.  

 



Share the below printout with the participants and asked them to take 5 minutes to 

read it to get an idea of the types of grievances that might come from different 

stakeholders. 

 

 
 

 
 

Have these case studies printed out in advance and bring several copies. Split the 

room into 3 groups and give each group one scenario. Ask them to discuss in each 

group, answer the questions and then present their answers to the rest of the room. 

Give the groups 10 minutes to discuss and take another 10min to go over the case 

studies together.  

 

(It is a good idea to ask the groups to self-select a time keeper and a presenter by 

themselves. (time keepers make sure that the discussion doesn’t over-run and the 

group covers everything in the time that is given). 

 



Case studies (1-3) 
 

 
 
Use these slides while the groups present, to always have the case study talked about 
displayed on the screen for the other groups to see. 
 

What is a grievance mechanism? 

 

 
 
Start with only showing the title of the slide and asking if the participants can explain 

it in their own words, then reveal the definition.  

 

Example script: 

So what are grievance mechanisms? How would you describe them in your own 

words? Can anyone give me an example? 

 

Let the room respond, then read out the definition and the rest of the slide. If the 

participants get it right straight away you can just say “Exactly, you are right”, read 

out the rest of the slide and move on. If you find the audience is a bit lost it might 

help to say something like “Grievance mechanisms – sounds serious doesn’t it! But it’s 

really just a formal name for a complaint process.”  

 
What do grievance mechanisms consist of? 

 



 
 
There are so many examples of grievance mechanisms out there that it is useful to 

see them through a framework, or something they all have in common. 
 

Example script: 

 

Every grievance mechanism will need a tool(s), or something that physically enables 

the communication between two parties to flow. It will also need a process, or series 

of steps that tell everyone how to use the tools and what happens when a grievance 

is submitted. Finally, governance is needed to make it clear who is responsible for 

what to make the system work.  

 

Let’s look at some examples. 

 
 

What are some examples of grievance tools? 

 

 
 

Example script: 

Grievances could be submitted verbally during a conversation or on a phone, they 

could be written down in an email, letter or a form, or they could be submitted 

through a smartphone app. In the most serious cases, grievances can be filed 

through the legal system. 

 
Sample grievance mechanism process 



 

 

 
Example script: 

So what are the steps that need to be taken when handling a grievance? This is an 

example process (read it out one by one). There might be slight differences in how 

these are done at your site but you should think about all of these different actions. 

We will cover this in detail on day 2.  

 

What do we mean by governance? 

 

 
 

Read out the questions first.  

 

Example script: 

Governance is about who is responsible for what. This can look different depending 

on what type of grievance mechanism we are talking about.  

 

What might governance for enterprise level grievance mechanism look like? 

 



 
 

Example script: 

For example, an enterprise level grievance mechanism (the type of grievance 

mechanism you would operate within your organization) available for all types of 

rightsholders should have a grievance committee to manage the day to day, have 

a supportive management overseeing the system and perhaps could have a buyer 

or a local expert receive regular updates on how the mechanism functions.  

 

 

Why are grievance mechanisms needed? 

 

 
 

 
This and the next are useful slides to explain why grievance mechanism even exist in 

the first place. A lot of the times we talk about requirements but what about the 

logical reason why something is needed? In case of grievance mechanisms, the 

shortest answer is because we don’t live in a perfect world and things do go wrong.  

 

  

Grievance mechanisms in the world of work 

 



 
 
Example script: 

If we translate this to the word of work, here are some reasons why grievance 

mechanisms are needed. (read out the lists) 

 

Can you think of others? 

 

What benefits do grievance mechanisms bring? 

 

 
 

Example script: 

The single most important reason as well as benefit of grievance mechanisms is to 

bring remedy to affected stakeholders. It is important to remember that GMs are not 

filling a nice to have or ad-on function, their existence is based on fixing something 

that shouldn’t be happening because people have a right to live in dignity and 

exercise their rights.  

 

For example, if your wages are delayed, you need this to be fixed because it has 

considerable consequences on your and your family’s life. But you don’t need to 

wait for something to happen to raise a grievance. It is important that negative 

affects are avoided as much as possible, for instance - your health and wellbeing 

needs to be protected in the workplace to avoid your suffering from an accident or 

a long-term health impact, ideally BEFORE something happens.  



 

What benefits do grievance mechanisms bring? 

 

 
 
Example script: 

However, there are other, business-related benefits too. Grievance mechanisms can 

alert you to something that needs your attention before they even happen or get 

worse. This can help avoid disruption to your business and related cost, including 

fines and fees, in the worst case by being taken to court. ON a flip side, grievance 

mechanisms can be a source of new ideas and can help improve ways of working 

in general. Last but not least, every well-informed stakeholder knows that every 

organization needs a grievance mechanism. This is because there will always be 

things outside your control and grievance mechanisms are the only way to 

responsible manage that. Having an effective grievance mechanism demonstrates 

maturity and responsibility to your stakeholders, leading to better reputation and 

more stable relationships.  

 

Grievance mechanism testimony 

 

 
 

Example script: 

Here’s a testimony from one of the RA farms who have recently implemented a 

grievance mechanism and are able to see the business benefits. 



 

 

Why is there so much focus on grievance mechanisms now? 

 

 
 

The content used for presenting this slide in the initial meeting with the management 

is too heavy, but the slide still has valuable content to mention. During the training, it 

is enough to say something like the below. (If you need to explain in more depth, see 

the script for the slide in the initial meeting section of this deck) 

  

Example script: 

Grievance mechanisms are not a new concept but are essential for building fair 

supply chains and workplaces. Today they are required by international standards 

and even some laws, because they are key for social sustainability projects and 

initiatives to be effective and sustainable.  

 

 

Grievance mechanisms as part of good communication system 

 

 
 

This is a long message but an important one.  

 

Example script: 



Grievance mechanisms shouldn’t exist in isolation, they are an important part of a 

good communication system.  

   

Grievance mechanisms shouldn’t exist on their own, otherwise they will not be 

trusted and won’t work. Similarly, good communication won’t be able to be 

sustained without effective grievance mechanism to reinforce its existence and act 

as a safety net. When both exist together and one fails, the other one picks it up and 

vice versa. When you invest in implementing strong grievance mechanisms you are 

investing in much more than a complaints process. 

 

Grievance mechanisms should be a two-way communication, meaning they should 

be used as an indicator of trust, as a feedback loop to check effectiveness of 

decisions and actions and function on every-day basic level too. The better the 

every-day communication is, the more trust rightsholders will have in the grievance 

mechanisms. On the flip side, the more effective a grievance mechanism is, the 

better the every-day communication will be. 

 

 

Exercise 

 

 
 
Either tell this as a story, or let the participants read it themselves on the screen and 

ten discuss for 5 minutes. Ask them what they think about the success at XYZ. 
 
Types of grievance mechanisms 

 

This whole section explains the environment in which the grievance mechanism co-

exist. I can be very useful for sites that have existing mechanisms implemented, and 

especially those that already engage with different mechanisms. It is also useful to 

see what their strengths and limitations are. However, it might be too detailed for 

smaller or less experienced sites. Adjust the time spent depending on their individual 

circumstances.  

 

 



 
 
This is to mention that there are other types of grievance mechanisms that 

rightsholders can use if certificate holder level mechanisms fail. This is important to 

be aware of as if a site fails to take grievances seriously and act, having to 

participate in a dispute resolution through the other mechanism can use a lot of the 

certificate holders resources. For example, if a group of workers led by a trade union 

decide to complain to the country ombudsman.  

 

Example script: 

Our training focuses on certificate-holder level grievance mechanisms but it is worth 

being aware of the other types of mechanisms that exist, in case where your 

company needs to participate in a dispute resolution through other means. 

There are a number of different avenues a rightsholder might decide to raise their 

grievance and seek remedy. The available channels can be put into three general 

buckets. The state based are either part of the legal system including courts and 

tribunals (judicial) or run by the government and their agencies such as 

inspectorates or ombudsman (non-judicial). The second group are called 

operational, this is because organizations are running them themselves in and for 

their supply chains. Other include all types of mechanisms where the handling party 

is not responsible for creating the impacts on rightsholders but is holding the 

responsible party accountable, such as an NGO. Then there are initiatives several 

actors collaborate (multi-stakeholder).  

The RA requirement 1.5 asks certificate holders to have an effective mechanism in 

place which in most cases is the operational type, but sometimes can be a multi-

stakeholder initiative. 

 

 

The grievance channels landscape 

 



 
 

Example script: 

These mechanisms operate at different levels and have a natural hierarchy. This 

hierarchy is sometimes called an escalation process. This means that it’s always best 

for rightsholders to try and get remedy through the less informal and local options 

and only go through the more formal routes if the less formal ones fail.  

 

With simple grievances where solution can be agreed between parties easily, 

grievance committee is able to manage it by simply following the grievance 

process.  Where this is not possible, the best and most preferred method to resolve 

workplace grievances is through a process called Social Dialogue. It is typically 

facilitated by either a worker council or trade unions and is about negotiation and 

finding common ground between two parties. Where Social Dialogue is not possible, 

grievances may need to be escalated higher. On a local and regional level, trade 

unions, local labour bureau or NGO and grassroots channels might be used. If the 

grievance is to do with local law, in extreme cases the grievance can be used to file 

a lawsuit. If these options aren’t suitable or don’t work, the grievance can be 

escalated to a national level, to an ombudsman, a multi-stakeholder initiative or an 

OECD complaints mechanism. At the highest global level, grievances can be 

escalated to the ILO complaints mechanism, international brands, international 

courts and tribunals or IndustriALL, the global union confederation. The power and 

mandate of these actors differs from one another and while in theory the 

complainant may be free to choose from several avenues, it is important to consider 

their strengths and limitations.  

 

The most successful route for resolving issues isn’t the same for all issues. For 

example, an issue with an incorrect payment of wages will be resolved quicker 

through an operational mechanism because the site management is who needs to 

correct the payment. However, if the issue is about maternity benefits not being 

provided to female workers, it might be necessary to escalate the issue to a 

mechanism at a national level, especially if the issue is systematic throughout the 

whole industry. 

 

 

Trade unions 

 



 
 
Example script: 

So let’s talk about trade unions first. Trade unions are not a grievance mechanism, 

their role is much more than that but they can be one of the channels. Trade unions 

exist to represent workers and help them get remedy in cases when their rights are 

violated, so they are often the first receivers of grievances. They can also help with 

various aspects of assessing other grievance mechanisms, for example they can 

accompany workers during a grievance process or use other grievance 

mechanisms themselves to help workers get remedy.  

  

Trade unions are an excellent grievance channel for your organization if they exist 

where you are. They have the resources (staff with skills and mandate) to support 

workers with grievances and in many cases can be the best and most effective 

route to remedy. Another unique thing about them is that they can negotiate 

collective agreements with other actors, for instance with governments (on wages) 

or even brands as some of the recent examples show (H&M and IndustriALL 

agreement) However, they are not active everywhere and can usually only support 

their members. This means that even if there is an active trade union at your site, 

there might be workers who cannot use this channel and will still need a different 

one.  

 

Why should you involve 

 

 

 



The intention here is to motivate the participants to involve trade unions and use 

their expertise.  

 

Example script: 

If you have an active union at your site, they will be one of your key stakeholders to 

engage. This is because…..(read out the slide) On the other hand, not involving an 

active trade union in your GM design and operation can cause confusion among 

rightsholders and overall decrease the rate at which your mechanism is used.  

 

Having said this, there might be instances where the trade union suggested course 

of action might be different from your organization. Remember, difference in opinion 

can happen but what is most important is to focus on dialogue and making sure that 

the course of action is always chosen based on what is best for the affected 

rightsholders. For example, a trade union might ask you to instruct workers to always 

contact them first, before using another grievance mechanism. But this might not be 

the best course of action for migrant workers or those who are not trade union 

members. It is important to explain to the trade union representatives that you need 

to look out for the highest good for all your rightsholders and that while you will 

always listen to their advice, sometimes you need them to compromise and support 

your decisions.  

 

Worker Council 

 

 
 

Example script: 

Workers councils fulfil a similar role to trade unions but they operate internally within 

workplaces. Similarly, to trade unions, they are able to support workers with raising 

grievances and helping remedy for workers, including informally and without 

escalating them higher. In some countries, worker councils are mandated by law.  

 
What is social dialogue? 

 



 
 
Example script: 

Both trade unions and worker councils use social dialogue to facilitate remedy. This 

includes identifying the remedy options, agreeing on the option that all sides are 

happy with, making sure the process is completed and so on.  

 

Social dialogue is one of the most important and most powerful methods of resolving 

issues in the workplace in a collaborative and effective way. This is because when 

you have different stakeholders find a solution together, it is most likely to be 

implemented quickly and be effective. 

 

In some countries social dialogue is protected by law, meaning that if an employer 

is requested to participate in it by the trade union or worker council, the employer 

will break a law if they refuse. The law usually mandates that the employer must 

participate in good faith, meaning they must be prepared to find and implement 

solutions, not only participate in talking, and so on. 

 
 

Grassroots initiatives and NGOs 

 

 
 

Example script: 

Religious organizations or charities tend to act as grievance channels by operating 

in the community and providing different types of support to their members / general 

public. While they might not advertise themselves as grievance channels, they can 



be an excellent way for rightsholders to raise their grievance with someone who is 

impartial and who they trust.  

 

It can be very valuable for certificate holders to have relationships with organizations 

in their vicinity as in addition to acting as grievance channels, they are often best 

suited with remediation. For example, remediation of child labour would best be 

supported by a child rights NGO.  

 

Example of a charity grievance mechanism 

 

 
 
Example script: 

One groups of individuals for whom often the local and enterprise level mechanisms 

don’t work, who need to reach out elsewhere are migrant workers. Migrant workers 

have particular circumstances such as they speak different languages and often 

don’t speak the local language. They are usually not protected by law to the same 

extent as local workers and are usually not covered by trade unions. Grassroots or 

charity grievance mechanisms work very well for migrant workers because these 

are organisations who have it in their mandate to support these groups of 

rightsholders, therefore tend to have some of the best expertise on their needs as 

well as highly skilled staff to support these people.  

 

One example of such mechanism is run by a UK charity called Unseen who run a 

hotline within the UK available to anyone (including members of public) to raise a 

concern about someone who could be a victim of modern slavery. This mechanism 

works well because it offers anyone the chance to use it, it is independently run and 

it collaborates with other actors, for instance government (by referring victims to 

national protection mechanism and reporting the perpetrators to the police) as well 

as businesses (when brands seek advice on remediation for instance). 

 

Buyers / Brands 

 



 
 
Example script: 

Many brands nowadays operate a global grievance mechanism for their supply 

chain. In some countries, companies are even required to do this by law. Sometimes 

these are operated directly by the brand (such as an email address) and sometimes 

they are run by external providers (such as a hotline provider).  

 

If your buyer asks you to make their grievance channel available to your workforce, 

it is important to do it. It offers a channel for rightsholders directly to the brand which 

while far away, are usually keen to listen and learn about their suppliers and farms. It 

is important for their learning as well as for the rightsholders to have a way to 

escalate their grievances if they cannot access remedy another way.  

 

However, you know your site best and should feel empowered to speak up and let 

the buyer know if you feel there is something about their mechanism that isn’t 

working well. For example, if a hotline isn’t actually connecting you with anyone. Or, 

if several of your buyers ask you to offer their channels to your site, this can become 

confusing for the people – how are you supposed to choose between several buyer 

channels? Or are you supposed to use all of them? 

 

Your role is to monitor what works best for your site and communicate back with 

your buyers about what is effective in your experience and what is not. This is an 

example of stakeholder engagement which we will talk about on Day 2. You could 

even use the grievance channel to communicate this type of situation to the brand! 

😊 

 
Example of a brand / buyer grievance channel 



 
 

Multi-stakeholder initiatives 

 
 

 
 
Example script: 

Multi-stakeholder grievance channels involve several stakeholders and can take 

many forms and shapes. For example, they can combine the effort and participation 

of several buyers, local government, industry experts and other, such as in the case 

of the Bangladesh Accord.  

 

On a smaller scale, multi-stakeholder initiative could involve your site, a local NGO, 

and Rainforest Alliance.  

 

 The effectiveness Criteria 

 



 
 
 
 
Example script: 

You’ve probably heard me say the word “effective” many times – but what does it 

mean? 

  

This is one of the most important parts of the training. At the end of the day, no matter 

how much effort you put into implementing a grievance mechanism at your site, if 

it’s not being effective, you won’t meet the RA standard requirement.  

  

These criteria have been defined by international standards and outline the 

framework for best practice. Let’s look at what they mean in practice. 
 

The following slides have two versions - each criteria has a slide with bullet points, as 

well as a slide with a quote. The bullet points use language which is accurate and 

taken from the guidance on how grievance mechanisms should operate. But the 

content can be heavy. The slides with quotes try to demonstrate what we mean by 

the criteria. You have two options to present – either go slide by slide and read out 

both, or if you feel the bullet points are too complex only present the slides with the 

quotes. 

At the end of the effectiveness slides, give out a handout to the participants with an 

effectiveness checklist. Essentially, all the criteria have been combined in the 

checklist into simple questions to offer a more manageable way to a)assess 

effectiveness of the grievance mechanism in place b) understand where the gaps 

are and how to improve it. 

 
Legitimate 

 



 
 

 
 

Accessible 

 

 
 



 

 

Transparent and predictable 

 

 
 

 
Equitable and Rights-compatible 

 



 

 
 

Based on engagement and lead to learning 

 

 
 



 
 

Awareness of rights 

 

 
 
Example script: 

Apart from the criteria set in the UN Guiding Principles on Business and Human Rights 

as well as OECD Guidelines for Multinational Enterprises, there are a few more factors 

that should be considered when thinking about what makes grievance mechanisms 

effective. Awareness of rights is what helps people recognize when something is 

wrong. Awareness raising about people’s rights should therefore be part of every 

workplace. 

 

Culture and local context 

 



 
 

Example script: 

Similarly to our knowledge of our rights, our culture shapes how we judge something 

as “wrong” or “right”. We can’t change the culture around us but by becoming 

aware of the biases it may instill in us, we become better able to recognize negative 

impacts on people even if they are considered “normal”.  

 

This is a lot of information, so RA has created a tool to help you – the Effectiveness 

Checklist summarized all of the questions you are encouraged to ask yourself when 

assessing the effectiveness of you mechanism. You can see a printout of it in front if 

you but you can always find it in the resource section too.  

 
 

Exercise 

 

 
 

The intention of this case study is for the participants to think about what is working, 

why and why not, instead of just thinking about what is in place. In several of the 

case studies RA commissioned one of the learnings has been that keeping the ‘old’ 

in-person channel such as approaching the administrators or supervisors directly was 

very important. Trusting a new channel can take time even if it’s a more anonymous 

one. Try lead the group into questioning how trust was being built to use the hotline 

in addition to informing the farmers and sharing the posters. Was there training? 



What happened with the two grievances? Showing the farmers that the hotline 

works by resolving the two cases could be a good way of increasing use. 

 

Before the end of the day don’t forget to check with the room if their expectations 

were met, if you have answered / clarified anything that was on the board from the 

expectation discussion at the beginning of the day and if there are any questions 

about today’s content. You can roll it into one with this exercise before you warp up 

for the day.  

 
 

 
 

Objectives  

 

 
 
You already know the participants well so you don’t need to spend much time here 

today. Set expectations by explaining what the training will cover today. 

 
 
 



 
 
 

Trainer to confirm timings for the day. It is recommended there are at least three 

breaks – a longer lunch breaks (at least 30 minutes) and two smaller breaks (at least 

15 minutes each) to give participants a chance to eat, refresh their mind, use the 

restroom... 

 

Recap of day 1 

 

 
 
It is useful to get people to try and remember what they learnt on day 1 as a warm 

up and as a way to prepare them for the practical side of the training. Do this as a 

room discussion and type the summary on a board or directly into your ppt slides for 

everyone to see.  

 
Exercise 

 



 
 

Today is about putting learning the practical aspect of grievance mechanism and 

crucially, knowing how to meet the Standard 1.5. This is a good moment to ask 

people to read it as their minds are fresh and it will help them absorb the rest of the 

day. Make sure you have the printed-out copies for everyone. Once the participants 

complete both activities, have a room discussion – this is useful for you to gauge 

what parts of the standard they are struggling most with. 

 

 

Why is a Grievance Committee needed? 

 

 
 

It is expected that will be one of the questions but understanding the need for and 

setting up a grievance committee is the first step in the process of designing and 

implementing a grievance mechanism.  

 

Example script: 

Why do we need a committee? What is the benefit? Well, for things to happen it is 

important for them to be assigned to someone. Grievance committee has the 

mandate and therefore will make the time to manage the grievance system. The 

committee is also selected based on their skill set which means you already have 

the best people to deal with grievances identified. When grievances come in, you 

don’t have to scramble around or panic and interrupt others to figure out who should 

do what, you already have someone in charge. Last but not least, the committee is 



able to streamline response and remedy, meaning that the same grievance doesn’t 

have to simultaneously be handled by several managers if it’s affecting numerous 

workers. This can save an organization a lot of time, not mentioning the time saved 

from preventing the issue in the first place. 

 

 

Setting up a Grievance Committee 

 

 
 

Example script: 

Read out the requirements. It is preferrable to have more than two members while 

maintaining a balance between management and workers representation, as well 

as gender. If the site is large, it might be beneficial to appoint more than one 

representatives for each constituency or additional members from relevant 

departments, for instance the human resources department. 

 

 

Grievance Committee Selection Criteria 

 

 
 

Example script: 

The committee members should meet all of these criteria. 

⮚ Knowledgeable about certificate holder activities and about local, affected 

communities  



⮚ Completed, or agreed to complete before joining, the Rainforest Alliance 

online training on Assess-and-address, gender, and on the grievance 

mechanism as well as safe-guarding 

⮚ Considered impartial by management, workers, members and the 

community 

⮚ Approachable and easy to contact for management, workers, members and 

communities 

⮚ Understand the role that gender may play in the local context and do you 

have women as well as men on the committee?  

⮚ Understand what it means to be impartial and how a conflict of interest could 

affect their decision-making 
 

 

The key operating principles of the grievance committee 

 

 
 

Example script: 

There are two main principles under which the committee must operate as a whole. 

Read out the slide. 

 
What is conflict of interest? 

 

 
 
 



What to do about conflict of interest? 

 

 
 
Example script: 

Conflict of interest is more common than we think. We all play different roles in life 

and can have conflicts of interest. If a member of the Grievance Committee has any 

conflicts of interest, they should be known and noted down before they start  

Declared conflicts of interest should be regularly updated before each new 

grievance case is investigated. Avoid having the same person investigate a 

complaint as well as mediate it and decide o a remedy. If conflict of interest is too 

great, the committee member should step down temporarily from the committee. 

 

Stakeholder engagement – who are your stakeholders? 

 

 
 
Example script: 

The first thing you should do right at the beginning of designing a grievance 

mechanism is stakeholder engagement, which will help you understand better what 

you need and what will make your grievance mechanism successful. 

 

Stakeholders are any individuals or groups who can be in any way affected by your 

organization’s activity. Some stakeholders are likely to be affected more than others, 

such as your employees, while some are less likely to be affected, such as a one-off 

business partner. Stakeholder engagement is crucial in anything you do when it 



comes to effectiveness and grievance mechanisms are no exception. The way you 

engage, or rather what on, depends from stakeholder to stakeholder.  

 

For example, to make your grievance mechanism effective, it is important to 

understand upfront what the rightsholders in your stakeholder pool need, what they 

prefer, check with the rightsholders if they are able to use your mechanism and if it is 

bringing them the expected benefits. However, when engaging with experts the 

nature of your engagement is likely to be about them giving you advise about best 

practice and providing constructive feedback on your plans.  

 

Stakeholder engagement – what is stakeholder engagement? 

 

 

 

Example script: 

At the beginning of the process, you need to know who your stakeholders are, this is 

called stakeholder mapping. Once you know who they are, you should contact the 

most relevant ones to get help with your planning. Some stakeholders such as 

workers will be able to tell you practically what they need to be able to use the 

mechanism. Other stakeholders, such as local experts will be able to tell you what 

kind of issues, they see the most and hence the most successful reporting routes. 

Other businesses in the area might be able to tell you about their experience when 

setting up their mechanism and what their lessons learnt.  

 

Make decisions about your grievance mechanism design only after you have heard 

from your stakeholders. What’s important is that you continue that engagement, this 

shouldn’t be a one-off exercise. After the initial round continue asking stakeholders 

for their feedback and experience with your mechanism. Also don’t forget to re-map 

your stakeholders regularly as they might change over time (different groups of 

workers, new initiatives in the area etc.) 

 

 

Exercise – stakeholder engagement 



 
 

Internal stakeholders are those directly connected with your organization, such as 

your employees, workers, contractors working on site, investors and so on. 

 

External stakeholders are those not directly linked to your organization, such as the 

community, customers, buyers, government, civil society and so on. 

 

If the groups struggle, give them this print out from the Remediation guide to help 

them: 

 

 
 

Exercise – internal stakeholder needs 

 

The objective of this exercise is to practice your ability to identify the most relevant 

stakeholders and consider their needs for designing a grievance mechanism. Who 

needs to have their say? Who can provide you with the most needed information to 

make your decision? 

 

It’s best for participants to work in groups. There are several ways to use this 

template. Print this table in advance to hand out to participants so they can write 

directly in it or ask them to create the table in their notepad before you start. 

Alternatively, do this exercise all together and you can reveal the answers on the 



screen. Whatever way you choose, make sure the original template is empty, like 

this: 

 

 
 

At first, ask the participants to fill the column on the left and name all the stakeholder 

groups they can. It will look like this: 

 

 
 

Once the stakeholders are identified, ask the groups to think about their needs. Ask 

them to imagine they have interviewed them saying they are designing a new 

grievance mechanism for their workplace, what should they consider? And 

brainstorm the answers. The filled in template should look something like this: 

 

 
 



Check and compare the outcomes from each group together.  

 

External stakeholders 

 

 

 

 

Example script: 

Now let’s think briefly about your external stakeholders. You don’t need to go into 

such detail with your external stakeholders and you will probably not be able to 

consult them all, but you should still consider their needs. They are much further 

away from you and might not have a direct connection with you but they need to 

be able to raise an issue to you too. Their main needs are being able to find 

information about your grievance mechanism and being able to use it from far 

away. What could that be? (Online form, email or hotline number advertised on your 

website for instance?) 

 

Strengths and limitations of different tools 

 

 
 
Example script: 

There is no right or wrong answer when it comes to choosing your grievance 

mechanism tool(s) but there is no denying there are more effective solutions and less 

effective ones. The trick is to find a balance and make it work for you. It is better to 

have more than one tool ,but it is not useful to have too many, it is the quality that 

counts. The most crucial thing is that the rightsholders can realistically use it and get 

remedy. But it is not enough that they can use it sometimes or for certain grievances 



only. The best grievance mechanisms that truly fulfil their purpose allow rightsholders 

to raise ANY grievances ANYTIME they choose, WHEN they choose to do it.  

 

If they can use it and if it brings them remedy, they will start to trust it. You might not 

get it right the first time and that is fine too. Keep reviewing how your system works 

and if you need to, change it! But keep in mind you must keep the rightsholders 

involved, that way they will understand why things are changing and will continue 

being engaged.  

 

This slide tries to show how some of the available tools compare in terms of their 

ease and effectiveness. As many things in life, the best things take time and effort. 

Probably the most common tools used for grievances is a suggestion or a complaints 

box. There is nothing wrong with having one, but evidence shows that its 

effectiveness is very low. Sure, it is free and easy to set up, but in reality, it doesn’t 

make people comfortable to use it or offer a truly anonymous solution and it is very 

clunky to operate. You shouldn’t rely on it solely. In contrast, the most effective 

solutions require time and effort, but not necessarily in a form of money. Multi-

stakeholder and community initiatives have the highest success rate because they 

are trusted and crucially, they are sustainable (if a local NGO is involved it is likely to 

continue supporting the rightsholders for a long time, even if your business moved to 

a different area). You can see from this graph that the more collaboration there is on 

a grievance mechanism the better its success rate. 

 

Balancing different needs 

 

 

 

Example script: 

So what has your engagement with stakeholders told you? How has it helped to 

identify the tools and their functionality you need? If you combine and categorize all 

the needs you found out about during your stakeholder engagement, you can see 

the strongest needs and trends more clearly. 

  

Remember, you are unlikely to find one tool that does it all if your stakeholders 

needs are very different and that is fine. It is best to have more than one tool to 

make sure rightsholders have more than one option, but not too many that it 

becomes confusing and creates double work. What online solution you go for 

depends on how sophisticated you want it to be and what your budget is. There are 

some very smart dashboards and phone apps or specialized hotline operators but 

equally, you can use simple and free of charge tools, such as survey monkey. Your 



offline solution needs to meet very specific need of the illiterate workers who might 

speak different languages. They are most likely to interact with someone who they 

know and trust. It would be beneficial for them to select a representative who could 

join the committee to be their voice. This could be supported by an independent 

external expert, for example a migrant worker or women’s NGO (whatever is most 

relevant) who would be able to support the on-site solution. 

 

Confidentiality & Anonymity 

 

 
 
Example script: 

All grievance mechanisms must be confidential, meaning that the identity of the 

complainant is protected. Anonymity means that the identity of the complainant isn’t 

known.  

 

The Requirement 1.5 specifies that anonymous grievances must be accepted. But 

they can only be accepted if you enable anonymous grievances to be submitted, 

so you need to think about whether any of your stakeholders has the ability to submit 

anonymous grievances. 

 

It is also important to acknowledge that sometimes anonymous grievance tools are 

seen as best. However, you need to enable submission of both. In most cases, 

knowing the complainant’s identity is needed to provide the quickest remedy. 

However, this must be delicately balanced with the risk of the individual suffering 

more harm as a result of raising the grievance, in a form of reprisal. It is 

recommended an anonymous grievance option is always here but it isn’t the only 

one, the complainant should always have the option to choose. 

 

Ask the room whether they can think if any examples for each. 

 

Exercise – anonymous case study 

 



 
 

This is to demonstrate the strengths and weaknesses of both approaches – open and 

anonymous. Both are important but are more suitable for different scenarios and 

need a different investigation strategy. The grievance committee members need to 

be aware of this and comfortable dealing with both.  

 

Split the room into two groups and ask them to discuss and write down a plan 

(15min). Then take a further 15 min to discuss the group’s plans together. Make sure 

you emphasize that confidentiality is required AT ALL TIMES, no matter what channel 

or mechanism is used. 

 

What is a grievance procedure? 

 

 
 
Example script: 

Grievance procedure is simply a set of agreed rules and steps that are followed one 

a grievance is received. It is important so that the grievance mechanism users know 

what to expect and for the grievance committee to know how to act in a reliable 

and consistent way.  

 

It is important to work to timelines set by the procedure, according to RA these are 

the recommended key timelines. 

 
Sample grievance mechanism process 

 



 
 
Example script: 

This is the summary of the process. (Read out the steps) 

Having a grievance process is important for many reasons, some of which are: 

- It outlines clearly what the grievance committee needs to when a grievance 

is submitted 
- It outlines what happens to the users when they submit a grievance and helps 

manage their expectations 
- Having the transparency increases the users trust in the system and makes it 

more effective 
- It helps ‘institutionalise the actions making them consistent for each case and 

reduce conflict of interest 
 

Let’s look at each step individually. 

 
Receive grievance and acknowledge receipt 

 

 
 
Example script: 

Assign a secretary responsible for monitoring new incoming grievances. This 

responsibility can be shared but someone should always be in charge at any time 

and be able to respond. Check if method of communication needs to be adjusted (if 

worker is illiterate for instance) 

 

Example of grievance recording template 

 



 
 

Example script: 

There is not one prescribed way to record grievances, but it is useful to record all 

grievances no matter what channel they came from in one format and one place. It 

is useful to give each grievance a unique number, record the date it was received, 

what type of grievance it was, how severe and so on.  

 

Also note this is not a full template, these are the details you are likely to record at 

this stage of the grievance process. As you collect more details, you should add 

those to the record.  

 

Safeguard vulnerable individuals 

 

 
 
Example script: 

Determining the severity of the case is essential to be able to provide safeguarding 

for anyone that might need it. This severity test has been designed by RA to help you 

determine if a case is severe. Ask yourself these four questions and if the answer to 

ANY of them is “yes”, you should report the case to senior management and provide 

safeguarding for the vulnerable individuals involved.  

 



 
 
Example script: 

How many of you are familiar with the term safeguarding?  

 

In severe cases, it might be necessary to remove an individual or several individuals 

from a situation they are in on order to ensure they don’t continue suffering harm. 

 

For example… 

 
Review and assess the case nature and severity 

 

 
 
Investigate to establish what has happened 

 



 
 
Communicate findings to all relevant parties 

 

 
 
Agree a remediation plan 

 

 
 
Example script: 

We will look at remediation in more detail in just a minute. This is just to give you an 

idea of this particular step in the process. 

 
Implement and monitor the remediation plan and communicate progress 



 

 
 
Monitoring and continuous improvement 

 

 
 
 
RA Grievance Mechanism Protocol 

 

 

 

Example script: 

Please make sure you familiarise yourself and refer to the full guidance explaining these 

steps in more detail. 

 
Exercise: Handling a greivance 

 



 
 
Make sure to bring a few copies of the Grievance Guide for the groups to be able to 

refer to. 

 
What is a remedy? 

 

 

 
Remedy for human rights violations 
 

 
 
Example: Remedy 

 



 
 
Remediation Protocol for Human Rights 

 

 
 
Preparing a human rights remediation plan 

 

 
 
Exercise step 1: Map remediation stakeholders and response 
 



 
 
Exercise step 2: Develop a remediation plan 

 

 
 

Collaborating with other committees 

 

 

Mandatory remediation steps 

 



 

 

When a case happens – response and remediation 

 

 

 

Severity test - reminder 

 

 

Exercise: Develop a remediation plan 

 



 

 

Scenario 1 

 

 

 

Scenario 2 

 

 

Scenario 3 

 

 



 

 

Non-human rights remediation process 

 

 

 

 

Promotion strategies 

 

 
 
How can you disseminate the information? 



 
 

Who can help you spread the information? 

 

 

 

Be creative! 

 

 

 

 

Poster examples 

 



 
 
There are many examples of posters and notices out there. You will see some printed 

out in front of you. Take 5 minutes to look at them thinking about if they meet the 

criteria we have spoken about and if you have any other impressions. Do you think 

they would attract the attention of the people that might need to use it?  

 

The point here is to help the participants see how to use different promotion 

strategies. Cramming too much information into a poster might make it to busy and 

people might not read it. Putting sensitive word on it such as “Harassment” might 

also make people uncomfortable to be seen reading it. Saying something simple 

and discreet but attention grabbing might be more effective. For instance -”Are you 

worried about something you have experienced or seen at work? Speak to a 

member of the Grievance Committee anytime.” 

 

RA poster example 

 

 
 
Best practice and lessons learnt 

 

 



 
 

Example script: 

Once your mechanism is in place, these are your most powerful promotion 

strategies because they build trust in the system. Pay attention to every message 

that comes in, even if it is not a grievance. Comments and questions can contain 

leads to grievances that have not been uncovered yet. Make sure that any 

information shared is confidential and doesn’t disclose anyone’s identity, even 

indirectly.  

 

 
Knowledge quiz (5 slides) 

 

 
 

 
 
 



 

 
 

 

 

 

 

Closing discussion 

 



 
 
 
 
 
 
 
 
 
 
 
Appendix 
 
GM Effectiveness Checklist 
 
This checklist can be used to assess the effectiveness of existing grievance systems and help 
identify the areas where the site / farm could strengthen their grievance mechanism(s). It is 
not a compliance tool and should be answered as honestly as possible in order to be 
accurate.  
 

Date  

Completed by  

 

Criteria Met? How?  More actions needed? 

LEGITIMATE    

Is conflict of interest checked 
when selecting grievance 
committee members? 

   

Is conflict of interest checked 
regularly for all grievance 
committee members? 

   

If conflict of interest is 
noticed, is it recorded? 

   

Are grievances kept strictly 
confidential from 
management (apart from the 

   



management grievance 
committee representative)? 

Is information given to 
rightsholders about grievance 
mechanisms accurate and 
honest? (Are their 
expectations managed well in 
terms of what grievances are 
admissible, what remedy is 
possible etc.?) 

   

Are rightsholders asked about 
their opinion on the design of 
the mechanism, consulted on 
the proposed remedy and 
otherwise included in the 
process? 

   

Do the grievance committee 
members have the right skills 
and training to fulfil their role 
well (do they meet the 
grievance committee 
selection criteria?) 

   

Do the grievance mechanisms 
in place consider what is 
possible, practical and what 
works best in the local 
context? 

   

Does the procedure protect 
vulnerable individuals, such as 
through facilitating 
safeguarding? 

   

ACCESSIBLE    

Are your grievance 
mechanisms available to all 
groups of rightsholders 
relevant to your organization?  

   

Are they free to use?    

Can rightsholders use them in 
their own languages? 

   

Are the mechanisms 
accessible to illiterate / low 
literacy individuals? 

   

Are the channels easy to use?    

Is training and awareness 
raising provided continuously 
about how to use the 
mechanisms? 

   



Are multiple channels used for 
awareness raising about the 
channels available and 
promotion?  

   

Can rightsholders choose 
which mechanism / channel 
they use? 

   

TRANSPARENT AND 
PREDICTABLE 

   

The procedure is 
communicated clearly to the 
rightsholders? 

   

Timelines, next steps and 
available outcomes are clearly 
defined and suitable? 

   

Are rightsholders informed on 
how confidentiality is 
protected? 

   

Are rightsholders informed 
about who is involved in the 
process? 

   

Are updates and outcomes 
are shared with relevant 
stakeholders? 

   

EQUITTABLE AND RIGHTS-
COMPATIBLE 

   

Is the process and outcomes 
in line with international 
human rights standards (and 
avoid creating further harm)? 

   

Are rightsholders included in 
the process (can access 
information, can comment, 
challenge or withdraw)? 

   

Are rightsholders consulted 
on the remedy? 

   

Does the process and remedy 
consider the specific 
vulnerabilities and needs of 
women and children? 

   

BASED ON ENGAGEMENT 
AND LEAD TO LEARNING 

   

Have any improvements been 
made to the mechanism(s) 
since they’ve been put into 
place? 

   



Can other parties 
(rightsholders, external 
experts) comment on 
information and decisions in 
the process? 

   

Is your organization 
committed to continuously 
improve the current 
mechanism? Is there a plan? 

   

AWARENESS OF RIGHTS    

Are rightsholders aware of 
their rights? 

   

Is training on rights provided 
to the workforce?  

   

CULTURE AND LOCAL 
CONTEXT 

   

Have you ever found it hard to 
comply with international 
standards because in the local 
context the practices are not 
considered to be violations? 

   

 


