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AGRICULTURAL CREDIT COOPERATIVES OF TURKEY CENTRAL UNION 

FESAS PROJECT - FORMAL EMPLOYMENT SUPPORT IN AGRICULTURAL SECTOR 

(PROJECT NO: P171543) 

PROCUREMENT OF CONSULTING SERVICES FOR GRIEVANCE MECHANISM 

(April, 2021) 

TERMS OF REFERENCE 

Project Component/Section: Component 3: Implementation Support and Institutional 

Capacity Building 

Project Sub-Component/section:  Component 3.2: Grievance Mechanism and Citizen 

Engagement 

Procurement Plan No:  CS3.2-01 

Name of Assignment/Task: Procurement of Consulting Services for Grievance 

Mechanism 

Objective of Assignment/ Task: Provision of Technical Assistance to Farmers Engaged in 

Contract Farming under the Project on Processes of Formally 

Employing Workers and Other Various Technical Assistance  

Duration of Assignment/ Task:  21 Months 

Estimated Cost: 100.000 € 

Type of Procurement 

/Consultancy:  

Consulting Services – Consulting Firm  

Procurement/Selection Method: Consultant's Qualification-Based Selection (CQS)   

Ex-Ante Review:  No 

 

A. BACKGROUND 

The civil war which broke out in Syria in 2011, as a result of the fierce response of Syrian regime to the 

civil uprising, has resulted in the emigration of civilians. The first group of Syrians arrived in Turkey on 

April 29, 2011. Since then, the number of Syrian refugees in Turkey has grown increasingly. None of the 

Syrians who arrived in Turkey has been sent back, but “temporary protection status” has been granted to 

them. This prolonged stay of Syrian refugees in Turkey has evolved into a migration crisis with multi-

dimensional economic, social, cultural and security implications. Turkey has managed the refugee crisis by 

taking initiative throughout the Syrian refugee crisis.  One reason for the increased tendency of Syrian 

refugees to stay in Turkey has been the aggravation of the civil war in their country, keeping them in Turkey 
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for approximately nine years now. However, the different language, culture and living styles of Syrian 

refugees make it difficult for them to integrate with Turkey. Ensuring the integration of Syrian refugees 

requires certain legal arrangements in addition to development social cohesion policies targeting refugees. 

In this scope, the EU has provided funds, in two tranches, within the framework of the Facility for Refugees 

in Turkey (FRiT) to help Turkey’s response to the refugee crisis. 

Based on the call for proposal issued by the EU within the framework of FRiT II on March 1, 2019, 

Agricultural Employment Support Project for Refugees and Turkish Citizens through Enhanced Market 

Linkages is a project implemented by Agriculture Credit Cooperatives (ACC), administered by the World 

Bank (WB) and financed by the European Union.  

The objective of the project is to support refugees and Turkish citizens to access sustainable livelihoods 

and employment opportunities in six provinces: Bursa, Izmir, Mersin, Adana, Adıyaman and Gaziantep. 

The Project aims to improve the conditions to create formal agricultural employment opportunities in these 

provinces through contract farming by providing technical and soft skill trainings, wage subsidy for formal 

employment, and technical assistance for farmers. The objective of the Project is to remove the barriers in 

reaching formal employment for both refugees and Turkish citizens working in agriculture. To this end, the 

project will train potential workers to improve their technical skills as well as their soft skills, and certify 

their acquired qualifications. It will then match these trained workers with farmers that enroll in the Project, 

and will cover all registration fees and part of net wages for workers that will be formally employed by the 

farmer. The Project offers to find potential beneficiaries (refugees and Turkish citizens who volunteer for 

working as agricultural workers); to register and profile them regarding their qualifications (physical and 

technical); to give technical and soft skill trainings; to match with the employer; to cover a part of formal 

employment expenses and wages. 

ACC has 211 primary cooperatives (PC) and 5 regional unions (RU) in the above listed project provinces. 

 Mersin Regional Union (Adana, Mersin) 

 Gaziantep Regional Union (Gaziantep) 

 Şanlıurfa Regional Union (Adıyaman) 

 İzmir Regional Union (İzmir) 

 Balıkesir Regional Union (Bursa) 

The project activities mentioned above will be conducted in the provinces with the help of these local 

organizations. In addition, it is planned that the Turkish Red Crescent (TRC) will assist in outreach activities 

to workers, and will pre-profile the subset of workers, particularly refugees, they will outreach in order to 

direct them to the best suited service for them.  

The ACC will have a number of service providers to support the implementation of the Project and to 

deliver Project services. One of the service providers will be contracted for the Project’s grievance 
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mechanism. This service provider will establish and implement the grievance mechanism (GM) which is 

specifically designed for the project. It will receive and record the complaints/requests/questions/concerns 

from the project stakeholders (including the beneficiaries, employees, project-affected parties) and will 

provide the necessary referrals. This Terms of Reference (ToR) is for the Procurement of Consulting 

Services for Grievance Mechanism. The purpose of this document is to explain how grievances will be 

taken, to describe the steps in the grievance management process, to recommend timeframes and required 

resources, and to describe key roles and responsibilities in grievance management by ACC and its main 

Contractor. 

B. DEFINITIONS 

EU European Union 

WB World Bank 

ACC Agricultural Credit Cooperatives of Turkey 

FRiT EU Facility for Refugees in Turkey 

GM Grievance Mechanism 

ESF Environmental and Social Framework (of World Bank) 

ESSs Environmental and Social Standards 

PIU Project Implementation Unit 

Project Formal Employment Support in Agricultural Sector – FESAS 

Consultant The firm/institution/company responsible for GM 

C. OBJECTIVE 

The World Bank’s Environmental and Social Framework’s (ESF) Environment and Social Standard (ESS) 

10, “Stakeholder Engagement and Information Disclosure”, prescribes that “the Borrower will respond to 

concerns and grievances of project-affected parties related to the environmental and social performance of 

the project in a timely manner. For this purpose, the ACC has proposed a grievance mechanism to receive 

and facilitate resolution of such concerns and grievances under the project in compliance with the 

environmental and social safeguard procedures of the project, as set out in the Project Operations Manual, 

the ESF documents and the Environmental and Social Commitment Plan (ESCP). The objective of 

grievance mechanism (GM) is to address concerns promptly and effectively, in a transparent manner that 

is culturally appropriate and readily accessible to all project-affected parties, at no cost and without 

retribution. GM will be proportionate to the potential risks and impacts of the project.  

Within the scope of the project,  the current grievance mechanism of the Agricultural Credit Cooperatives 

will be adapted to the specific needs of the project in order to collect and evaluate 

complaints/requests/questions/concerns of farmers and workers to be employed within the project (direct, 
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contracted and community workers), stakeholders, and other project-affected parties. The GM will be 

established in Turkish, English and Arabic languages to prevent language barriers and to be accessible and 

inclusive. The mechanism will also allow for anonymous complaints to be raised and addressed. 

The purpose of this consultancy service is to (a) support the ACC in establishing an accessible, transparent, 

efficient and harmonized GM for beneficiaries, project-affected people and other stakeholders interested in 

FESAS Project, (b) provide clarity, predictability and uniformity on how grievances, complaints, and 

concerns will be received, assessed, sorted, resolved, and monitored under the project, (c) define the specific 

actions in the consideration and resolution of grievances clearly.  

D. SCOPE OF THE ASSIGNMENT 

Project Grievance Mechanism will include the followings; 

 Procedures for receiving complaints such as Call Center, comment/complaint form, suggestion boxes, 

e-mail, website, 

 Timeframes envisaged responding to complaints, 

 A log to record and monitor the timely resolution of complaints, 

 Establishment of a responsible unit for grievance resolution, recording, and monitoring, 

 Categorization of complaints (working conditions, financial, child/forced labor), legal issues (Sexual 

Exploitation and Abuse/Sexual Harassment (SEA/SH), robbery, etc.), and other issues which categorize 

complaints and concerns to address them effectively. 

This section details the scope, principles, responsibilities and processes associated with the project’s GM. 

Also, it will be used to guide ACC’s GM Consultant to implement, monitor and evaluate their specific best 

practice grievance mechanisms.  

 The project’s GM will be inclusive but not limited to project beneficiaries, Project affected parties, 

institutional stakeholders and other parties that wish to address their concerns and complaints to ACC 

in all Project provinces. 

 The GM applies to all Project activities in all project provinces throughout all phases of Project 

implementation. 

 The project’s GM does not replace any national and international recourse channels including 

independent legal advice, national judicial system and any other alternative complaint and dispute 

resolution mechanisms available to project affected people and other stakeholders. 

 The preparation of these GM protocols will also include considerations linked to sensitive grievances 

such as those related to sexual exploitation and abuse/sexual harassment and anonymous grievances. 

 The Consultant will set up, implement and manage the GM designed by the PIU and approved by the 

World Bank. All work and transactions will be monitored and controlled by the PIU Social Safeguard 

Specialist. The work and operations to be done by the consultant are as follows; 
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 Receipt and acknowledgement of complaints/requests/questions/concerns that are classified as 

grievances by Project’s GM, 

 Providing response to basic questions (how to apply, criteria to be involved in project, where to 

apply, etc.) via frequently asked questions list to be developed by the Consultant in corporation 

with the ACC PIU 

 Forwarding received complaints/requests/questions/concerns to PIU responsible staff (Social 

Safeguard Specialist) 

 Reporting, monitoring and evaluation of addressed complaints/requests/questions/concerns and 

 Process of periodic reviews of the GM and procedures. 

 GM will be developed and implemented by the consultant as described in the project documents. The 

related project documents (Labor Management Procedures and Stakeholder Engagement Plan) will be 

provided to the awarded consultant by the PIU. The GM of the project has a number of features to be 

effective, including: multiple feedback receiving channels and places to receive feedback; fixed service 

standards for feedback resolution; fast and clear processing rules and procedures (including review of 

procedures and monitoring systems); and an effective and timely feedback response system to inform 

complainants about any action taken. 

 The project GM follow a value chain, which comprises of six steps (see  These six steps are the overall 

picture of the grievance mechanism for all the steps to be carried out by both the consultant and the 

ACC. 

 ). These six steps are the overall picture of the grievance mechanism for all the steps to be carried out 

by both the consultant and the ACC. 

 

Figure 1 – Grievance Mechanism Value Chain 

The steps that will be under the responsibility of the Consultant within the steps of the project's grievance 

mechanism are described in detail in Table 1. 

Table 1. Steps of GM under the Responsibility of the Consultant 

 
STEP OF THE 

GM 
DESCRIPTION 
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1 Grievance intake 

- Grievance intake channels that will be available under the project and how 

they will be made accessible to all project-affected parties, including 

vulnerable and disadvantaged groups 

- Development of a standardized complaint form to be made available and 

used in relevant project locations, where appropriate 

2 

Grievance 

receipt, sorting 

and processing 

- Criteria to be used to establish the eligibility of complaints and to prioritize 

specific types of grievances (for instance based on urgency and risk, or 

sensitivity of the grievance) 

- Categories of grievances likely to be received under the project 

- Data points to be captured in the grievance log (e.g. nature of the 

complaint, channel through which it was submitted, geographical location 

of the complaint, gender, age, etc.)  

3 

Grievance 

acknowledgment 

and follow-up 

- Acknowledgment procedures of the complaint  

- Communication of next steps and fixed service standards to the 

complainant (e.g. number of business days within which the complainant 

can expect to receive a response including a proposed resolution, etc.) 

4 
Provision of 

feedback 

- Appeals system for complainants that are dissatisfied with the response 

received and desire to contest it 

- Design and implementation of a complainant satisfaction survey to 

measure the degree of satisfaction of complainants with various aspects of 

the process (e.g. length of proceedings, quality of communication, etc.) and 

the proposed resolution of their grievance  

D.1. Grievance Intake Channels 

Hotline: The service provider shall be responsible for developing the existing hotline of ACC in accordance 

with the project requirements. Not only complaints/suggestions/questions from farmers or customers, but 

also concerns/complaints from project workers, stakeholders and project-affected parties will be accepted 

and recorded. The grievance hotline is operated from Monday to Friday, 9:00AM – 18:00PM by the 

Consultant. However, if a stakeholder/beneficiary/project-affected parties leave a grievance (in a voice-

message) outside the operating hours or at weekends, the Consultant will attempt to contact the stakeholder 

within 3 working days of receiving the original message to record the details of the grievance. Any 

information request which comes through the grievance hotline will be recorded by the Consultant. 

Incoming calls related to the project will be recorded by the Consultant via the form in ANNEX-1. Calls 

will be received in Turkish, Arabic, and English. A FAQ will be prepared with the supervision of ACC for 

incoming calls to this hotline. Topics/questions covered by the FAQ will be replied and closed by the 

Consultant. All calls covered by the FAQ will also be recorded and reported.  

Besides, the hotline will be receiving different types of complaints/suggestions/questions from different 

stakeholders. Some of these would be relevant for the project and some of them will be irrelevant. The 

Consultant should be capable of filtering the complaints/suggestions/questions as project relevant and 

irrelevant and report all of these to the ACC.  
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E-mail: Complaints/suggestions/questions about the project can also be received via e-mail address. The 

consultant will create a project specific e-mail address to which these complaints can be forwarded. The 

consultant will also record, classify and report the complaints received via this e-mail address. 

Website: Complaints/suggestions/questions about the project will be received through the contact forms 

which exists in the project’s website (http://www.fesas.org/). Forms will also be available in Turkish, 

Arabic and English languages. Incoming forms will be directly delivered to the e-mail address above 

mentioned and created by the Consultant. Complaints directed from the website will be recorded, classified 

and reported by the consultant. 

Verbal Grievances Received: Grievances received verbally will also be processed. Verbal grievances can 

be made to Regional Union and Primary Cooperative staff, Field Officers and the Turkish Red Crescent 

Staff. Verbally made grievances will be recorded via the form in ANNEX 1 and forwarded to the Consultant 

via Field Officers. The consultant will record, classify and report grievances delivered by the field officers 

of ACC. 

Complaint Boxes:  The project will also accept complaints submitted via hardcopy forms. The Consultant 

will prepare complaint boxes for these forms to be placed in Primary Cooperatives, Regional Unions and 

the Turkish Red Crescent Community Centers in the project provinces. Complaints sent to the complaint 

box via the hardcopy forms will be forwarded to the GM Consultant by the field officers. The consultant 

will record, classify and report grievances delivered by the field officers of ACC.  

D.2. Assessing and Assigning Severity 

Grievances are defined according to three severity levels: low, medium and high. The severity rating of a 

grievance is based on the potential consequence (actual or potential) of the grievance in relation to its’:  

 Social impact; 

 Health 

 Safety 

 Security 

 Livelihoods 

 Income 

 Amenity/Lifestyle 

 Access to services  

 Access to project information 

 Social Relations/Community Cohesion 

 Labor and working conditions (child labor, forced labor, etc.) 

 Environmental impact;  
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 Environmental quality 

 Natural resources 

 Impact on ACC corporate reputation  

 Impact on Project implementation schedule  

 Impact on the project to achieve its’ targets, successful implementation 

 Compatibility of the project implementation with the relevant Environmental and Social Standards 

of the ESF 

Categorization of severity may partially be determined by Complainant vulnerability: similar effects may 

have different impacts on vulnerable/disadvantaged individual/groups and non-vulnerable 

individuals/groups. Severity level is determined by the highest level of impact associated with the 

grievance. Each severity level is described in the Table 2 Hata! Başvuru kaynağı bulunamadı.Hata! 

Başvuru kaynağı bulunamadı.Hata! Başvuru kaynağı bulunamadı.below. The Consultant will receive 

supervision from the ACC to determine the severity of the complaints received.   

Table 2. The Level of Severity of the Complaints 

IMPACT 
LEVEL OF SEVERITY 

LOW MEDIUM HIGH 

Social Impact 

Minimal impact, likely 

to have little real effect. 

Mitigation is easily 

achieved; compensation 

unlikely to be 

necessary. 

Impact is real but not 

substantial or long-

lasting. Mitigation is both 

feasible and easily 

achieved; compensation 

likely to be moderate. 

Significant impact and 

potentially long-lasting. 

Mitigation is likely to be 

difficult: expensive, time 

consuming and requiring 

difficult negotiation; 

compensation may be 

significant. 

Environmental 

Impact 

Minimal impact, likely 

to have little real effect. 

Mitigation is easily 

achieved; compensation 

unlikely to be 

necessary. 

Impact is real but not 

substantial or long-

lasting. Mitigation is both 

feasible and easily 

achieved; compensation 

likely to be moderate. 

Significant impact and 

potentially long-lasting. 

Mitigation is likely to be 

difficult: expensive, time 

consuming and requiring 

difficult negotiation; 

compensation may be 

significant. 

Impact on 

ACC’s 

corporate 

reputation 

No Impact 
Local or Moderate 

Reputation Damage 

Significant Loss of 

Stakeholder/Public Trust 

Impact on 

Project schedule 
No Delay Moderate Delays  

Significant 

Disruption/Suspension 

Effects on 

operations 
No Effect 

May require some limited 

or local adjustment in 

planning and activities 

May require substantial or 

widespread change in 

planning and activities 
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D.3. Categorizing Grievances 

To assist the Consultant in correctly assessing and escalating grievances to the correct work-streams the 

following grievance categories have been identified: 

a) Technical Support: These grievances/questions/concerns will result from design and procedures 

of the project and its activities. 

b) Employment: These grievances will result from unclear employment practices or alleged breaches 

in employment and Human Rights Practices either by ACC or the Contractors or farmers who are 

project employers. The following sub-categories will apply:  

- General 

- Working Hours/Conditions 

- Salary/Wage 

- Child/Forced Labor 

- Other 

c) Occupational Health and Safety: Any event which leads to or has the potential to lead to injury, 

loss of life, damage to assets (including non-ACC assets) or to the environment. 

d) Gender-Based Violence, Sexual Abuse and Exploitation and Sexual Harassment: The 

grievances those are related to gender-based violence, sexual abuse and exploitation (SEA) and 

sexual harassment (SH). The GM will allow submission of anonymous grievances on GBV, 

SEA/SH related issues. 

e) Environment: These grievances will result from activities deemed to have adverse impacts on the 

local environment and biodiversity.  

f) Social: This category will also include grievances related to any potential conflicts/tension to arise 

in the community due to project activities. 

g) Stakeholder Engagement: These grievances will result from a lack of stakeholder consultation or 

a general lack of information for community stakeholders. 

h) Multi-category grievances: These grievances will result in two or more categories and require 

several work streams to address them. 

D.4. Follow-Up and Close Out 

Complaints/suggestions/questions of each complainant are evaluated fairly and objectively by ACC PIU. 

The ACC PIU will discuss possible remediation measures and come to an agreement on the appropriateness 

of the measure and the proposed timing of its implementation. Following the remediation measure has been 

implemented by the ACC PIU, the Consultant will close the grievance resolution process after feedback 

received, and no further actions are required. After the remediation actions are implemented for the 
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complaints, the Consultant will receive feedback from the Complainant and the complaint will be closed 

after the satisfaction has been confirmed. This pre-closure monitoring will aim at verification of remediation 

measure and its effectiveness. According to the feedback, the complaint will be closed as “Successful-

Closed” “Referral-Closed”, “Unsuccessful-Closed”. If the action taken for the complaints / suggestions / 

questions of the complainant could not resolve the concern of the complainant, it is evaluated as 

"unsuccessful-closed". The consultant will include in the reports “unsuccessful-closed” cases to the ACC 

PIU together with the explanations of being unsuccessful. "Not Available". If the source of grievance is not 

informed about the solution, and no feedback is received from it, the registration is closed as “not available”. 

D.5. Applicable Timeframe  

Below timeframes are associated with the project’s GM. It is important to note that these timeframes are 

indicative and will be better defined once the GM process has begun. 

ACTION TIMEFRAME 

Registry of grievance in database 

Within 3 Working Days for those coming from 

hotline, website and e-mail. 

Within 7 Working Days for those coming from 

complaint boxes 

Acknowledge Grievance Within 2 Working Days 

Issue grievance feedback explaining time required for 

resolution and on-going progress if not yet resolved 
Within 30 Working Days 

Issue grievance feedback when mitigation established 

within the assigned timeframes 
Within 30 Working Days 

E. DELIVERABLES AND TIMELINE  

The proposed timeline for each deliverable is given below:  

DELIVERABLES PROPOSED DELIVERY DATE 

Formation of the team End of June 

Formation of technical infrastructure End of June 

Formation of e-mail address End of June 

Development of existing ACC Hotline End of June 

Development of FAQ in collaboration with ACC End of June 

Delivery of complaint boxes End of June 

Note: The above deliverables can be broken down further into “draft deliverables” and “final 

deliverables” based on the needs of the project. 
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Contractors will conduct regular assessments of Grievance Mechanism to ensure that the mechanism is up 

to date and adequate to manage grievances. These assessments will also include regular audits conducted 

by ACC PIU. 

F. QUALIFICATIONS AND RESPONSIBILITIES OF THE CONSULTANT AND KEY STAFF 

This section provides an overview of the qualifications and responsibilities of the Consultant. The 

Consultant is expected to provide development and implementation support for the project GM. While ACC 

has overall accountability for all its activities and operations in the Project, the Consultant have specific 

responsibilities in relation to managing grievances arising from project activities. These responsibilities 

include:  

 to set up a team composed of adequately trained and experienced grievance management personnel 

for receive, follow-up and manage grievances, 

 to ensure close cooperation with ACC PIU; including weekly coordination and monthly grievance 

reporting, 

 to consult ACC PIU immediately on the management of the grievances with High Severity, and 

 to register and regularly document the grievances for monitoring and reporting purposes in line 

with timeframe and the classification requirements requested by the ACC PIU. 

The qualifications that the Consultant should have are as follows; 

 Strong management skills and experience with the preparation and implementation of grievance 

mechanism or customer relation modules is required.  

 Experience in the international funded projects is an asset. 

 Experience in agricultural sector in Turkey is an asset 

 Having at-least two work completion certifications in similar projects/areas is required. 

 At least one English-speaking person and one Arabic-speaking person is required in the team to be 

able to provide multi-lingual service throughout the contract. 

The Consultant is expected to set up a team in which three key staff exist. The qualifications that the ket 

staff should have are as follows; 

Position Number 

F.1. Team Leader 1 

F.2. Call Center Specialist 2 

F.1. Team Leader 

Qualifications: 

 Bachelor’s degree 
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 Master/doctorate degree is an asset 

 Minimum 2 years of experience in managing a team of call center specialists  

 Experience and knowledge in correspondence, report writing, review and research techniques and 

strategic management understanding 

 Excellent reporting and MS Office skills 

 Comfortable using computers. 

Responsibilities: 

 Ensuring and maintaining a positive, empathetic, and professional attitude toward beneficiaries at 

all times. 

 Responding promptly to beneficiary inquiries. 

 Acknowledging complaints. 

 Knowing the project activities inside and out so that you can answer questions. 

 Keeping records of beneficiary interactions, transactions, comments, and complaints. 

 Communicating and coordinating with ACC PIU as necessary. 

 Ensuring regular and accurate reporting 

 Providing feedback on the efficiency of the grievance mechanism process. 

F.2. Call Center Specialist 1 

Qualifications: 

 Proven customer support experience 

 Strong phone contact handling skills and active listening 

 Familiarity with GM systems and practices 

 High orientation and ability to adapt/respond to different types of characters 

 Excellent communication and presentation skills 

 Excellent oral and written communications skills in English and Turkish 

 Ability to multi-task, prioritize and manage time effectively 

 High school diploma or equivalent; bachelor’s degree preferred 

Responsibilities: 

 Open and maintain beneficiary accounts by recording account information 

 Contribute to team effort by accomplishing related results as needed 

 Manage large amounts of incoming calls 

 Identify and assess beneficiaries' needs to achieve satisfaction 

 Build sustainable relationships of trust through open and interactive communication 

 Provide accurate, valid and complete information by using the right methods/tools 
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 Keep records of beneficiary interactions, process beneficiary accounts and file documents 

 Follow communication procedures, guidelines and policies 

 Record and report to the Team Leader complaints via phone, email, mail or social media 

 Use telephones to reach out to beneficiaries and verify account information 

 Greet beneficiary warmly and ascertain problem or reason for calling 

 Cancel or upgrade accounts 

 Inform beneficiary of project activities and services 

 Close out or open call records 

F.3. Call Center Specialist 2 

Qualifications: 

 Proven customer support experience 

 Strong phone contact handling skills and active listening 

 Familiarity with GM systems and practices 

 High orientation and ability to adapt/respond to different types of characters 

 Excellent communication and presentation skills 

 Excellent oral and written communications skills in Arabic and Turkish 

 Ability to multi-task, prioritize and manage time effectively 

 High school diploma or equivalent; bachelor’s degree preferred 

Responsibilities: 

 Open and maintain beneficiary accounts by recording account information 

 Contribute to team effort by accomplishing related results as needed 

 Manage large amounts of incoming calls 

 Identify and assess beneficiaries' needs to achieve satisfaction 

 Build sustainable relationships of trust through open and interactive communication 

 Provide accurate, valid and complete information by using the right methods/tools 

 Keep records of beneficiary interactions, process beneficiary accounts and file documents 

 Follow communication procedures, guidelines and policies 

 Record and report to the Team Leader complaints via phone, email, mail or social media 

 Use telephones to reach out to beneficiaries and verify account information 

 Greet beneficiaries warmly and ascertain problem or reason for calling 

 Cancel or upgrade accounts 

 Inform beneficiary of project activities and services 

 Close out or open call records 
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G. REPORTING OBLIGATIONS OF THE CONSULTANT 

G.1. Inception Report (within 30 Days after Contract signing) 

An inception report will be prepared for ACC at the end of the first month after start of services. 

In this scope, the service provider will deliver a detailed plan about the further stages of the 

service step by step. This detailed plan will include but not limited to the topics listed below; 

- Summary of services to be given 

- Detailed Work Plan with actual dates and distribution of person-month efforts/inputs by key 

staff in the Consultant’s office 

- Titles and brief explanations of the relevant Legislation and Procedures on grievances, if any. 

- Details of technical infrastructure of the hotline, e-mail address and receipt, sorting, reporting 

systems required by the GM,  

- Human resources structure (team organigram, qualifications and responsibilities etc.) 

- Reporting Schedule (to be finalized in cooperation with the Consultant and the ACC) 

- Proposed of GM operation flow (receiving, sorting, processing, forwarding etc.) 

- Potential risks of services 

- Expectations from ACC Central Union 

G.2. Weekly Report 

All complaints received from Monday morning to Sunday evening will be reported to the ACC collectively 

on the following Monday, the first day of the following week. The Weekly Reports should include but not 

limited to the issues listed below; 

- details of the grievances received,  

- gender, grievance category, stakeholder category, level of severity, province,  segregated 

analysis of the grievances,  

- current status of the complaint,  

- technical problems experienced (if any),  

- actions taken, and 

- evaluation of the week (problems encountered during the week in terms of technical 

infrastructure, human resources, suggestions, lessons learned etc.) 
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G.3. Monthly Report 

Monthly reports will be submitted to the ACC every 30 days after the GM is established and activated. 

Monthly Reports will include, at minimum, an executive summary, summary of activities carried out until 

the date of report, details of grievances within specific categories (gender, province, category of complaint, 

stakeholder category, etc.), demographic information of beneficiaries, problems encountered in terms of 

technical infrastructure, human resources etc., actions taken to solve problems encountered, suggestions. 

Each Monthly Report is expected to be submitted together with its proof documents (e.g.: signature sheets 

of the GM team, photos, list and details of the grievances, etc.). 

G.4. Semi-Annual Report 

The Semi-annual Reports will be submitted to the ACC in the 6th month of the year. Semi-annual Reports 

will include, at minimum, an executive summary, summary of activities carried out until the date of report, 

details of grievances within specific categories (gender, province, category of complaint, category of the 

complainant), demographic information of beneficiaries, problems encountered in terms of technical 

infrastructure, human resources etc., actions taken solve problems encountered, suggestions. Each report is 

expected to be submitted together with evidencing documents (e.g.: signature sheets of the GM team, 

photos). 

G.5. Annual Report 

The Annual Report will be submitted to the ACC by 31st of December. The Annual Report will include, at 

minimum, an executive summary, summary of activities carried out until the date of report, details of 

grievances within specific categories (gender, province, category of complaint, category of the 

complainant), demographic information of beneficiaries, problems encountered in terms of technical 

infrastructure, human resources etc., actions taken solve problems encountered, suggestions and assessment 

of the respective year (including lessons-learned). Each report is expected to be submitted together with 

evidencing documents (e.g.: signature sheets of the GM team, photos). 

H. SERVICES AND FACILITIES TO BE PROVIDED BY THE ACC 

 A detailed presentation on the project  

 Documents developed for the Project (Stakeholder Engagement Plan-SEP, Environemntal and 

Social Management Framework-ESMF, Labor Management Procedures-LMP) 

 FAQ list (will be prepared in coordination with the Consultant) 

 A complaint receiving form English, Turkish and Arabic to be used while receiving a grievance 

(see Annex 1 as an template to be developed and updated) 
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 A complaint closure form in English, Turkish and Arabic (see Annex 2 as an template to be 

developed and updated) 

İ. PAYMENT PLAN 

 

Month 0 1 3 4 

Activity 

Signing  
Monthly Reports (17 

months approximately) 

Semi-Annual Reports (2 

Reports) 

Annual Reports (2 

Reports) Inception  

Report 

Payment %20   %50  %10  %20 

Total  
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ANNEX 1 – SAMPLE GRIEVANCE FORM 

 

ŞİKAYET FORMU 

 

Tarih: ../../…. (gg/aa/yy)       Şikayet Kayıt Yeri: ……….............. 

Şikayet No: …………. 

Şikayet Alma Kanalı (Lütfen uygun kutuyu işaretleyin): 

Yazılı  Sözlü  Telefon  E-posta  İnternet Sitesi  

Şikayetçi Bilgileri: 

Ad-Soyad (opsiyonel): …………….    Cinsiyet: …………………… 

Adres: ………………      E-posta: ……………………. 

Telefon: ………………. 

Şikayetin Yeri: 

Köy/Belde/İlçe/İl: ………………………..   İlgili Kooperatif: ……………... 

Şikayetçinin Kategorisi (Lütfen uygun seçeneği işaretleyin):    

a) Proje Faydalanıcıları (Çiftçi) 

b) Proje Faydalanıcıları (İşçi) 

c) Proje Uygulayıcıları 

d) Fon Sağlayıcı 

e) Diğer İlgili Kişiler (Lütfen belirtin)   ………………………………………… 

Şikayetin Kategorisi (Lütfen uygun seçeneği işaretleyin): 

a) Proje Faaliyetleri 

b) İstihdam (Genel, Çalışma saatleri/koşulları, Maaş, Çocuk/Zorla çalıştırma, Diğer) 

c) İş Sağlığı ve Güvenliği 

d) Cinsiyete Dayalı Şiddet - Sömürü, İstismar 

e) Çevresel  

f) Paydaş Katılımı 

g) Diğer (lütfen belirtin)    …………………………………………. 

Şikayet Detayları: 

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

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

Alan/Hazırlayan: …………………..     İmza: ……………….. 
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ANNEX 2 – SAMPLE GRIEVANCE CLOSURE FORM 

 

 

ŞİKAYET KAPATMA FORMU 

 

 

Köy/Belde/İlçe/İl: ………………………..    İlgili Kooperatif: .................... 

 

 

1) Şikayet No: 

2) Şikayet Sahibinin Adı Soyadı: 

3) Şikayet Tarihi: 

4) Şikayet Özeti: 

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

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

…………………………………………… 

5) Düzeltme Yöntemi (Lütfen uygun kutucuğu işaretleyin): 

 

Dahili 

Düzeltme 
 

Paydaş Katılım

  
 Yönlendirme  Uygun Değil  

6) Düzeltme Özeti: 

 

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

…………………………………… 

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

…. 

 

 

7) Düzeltme Sonucu (Lütfen uygun kutucuğu işaretleyin): 

 

Başarılı  
Başarısız - 

Yönlendirme 
 

Başarısız - 

Kapatma 
 Uygun Değil  

       

 

8) Şikayet Kapatma Tarihi: ../../…. (gg/aa/yy) 

 

9) Şikayet Yönetimi Sorumlusunun Adı Soyadı/Görevi: ……………………….. 

 

 


