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Glossary of Terms 

  

Complainant An individual, group or community that submit a Grievance 

Complaint Discontent about TAP or Contractor operations or activities expressed by an individual, group 

or community 

Concern  An issue arising from TAP’s or the Contractor’s activities or operations, which has the potential 

to cause an impact to an individual, group or community 

Consequence The direct or indirect outcome of change and the stakeholder’s ability to manage this change. 

The higher the consequence of change, the less likely a stakeholder will be able to manage 

this change 

Contractor Engineering, Procurement and Construction (EPC) contractors and their sub-contractors 

Contractor Worker 

Grievance Mechanism 

Worker dispute or grievance mechanism implemented by Contractors for their workers and 

subcontractors. TAP Industrial Relations Function will interface and assist with resolution as 

required 

Direct Reporting Line Employees direct management reporting. In-country Grievance Coordinator shall have direct 

reporting lines to TAP Albania Project Manager  

ESMS Environmental and Social Management System 

Functional Reporting 

Line 
Employee’s functional management reporting. In-country Grievance Coordinator has a func-

tional reporting line to Social Performance and Grievance Advisor 

Grievance A concern or complaint raised by an individual, a group within affected communities or any 

other stakeholder resulting from either material or perceived impact caused by TAP’s or Con-

tractor activities or operations.  

Grievance Resolution 

Process 

Grievance management steps outlined in Grievance Administration Flow and approved by in-

country grievance management procedures. 

Grievance Task Force Ad-hoc team tasked with resolving high risk/severity grievances, led by Country Manager or 

Project Manager. Includes the Community Liaison Coordinators (CLC’s), Contractor Liaison 

Officers (CLO’s), Social Field Monitors (SFM’s), in-country Grievance Coordinators and Social 

and Grievance Performance Advisor 

Incident An incident is related to Health, Safety and Environment (HSE) and described as “A grievance 

related to a discrete event which leads to, or had the potential to lead to, injury, and loss of life, 

damage to assets (including non-TAP assets) or to the environment.” Incidents will be handled 

according to Project ESSH Incident Procedure 

Procedure TAP Albania Third Party Grievance Procedure 

Project The Trans Adriatic Pipeline Project 

Request A request is normally neutral and indicates that the stakeholder is asking for information or 

possibly some material assistance or a certain precaution action, but implies nothing about 

their attitude to the Project. 

Severity The degree in which a stakeholder or Project will experience change or consequence of an 

action or activity. The severity rating of a grievance is based on the potential consequence 

(actual or potential) of the grievance in relation to various impacts. 

Stakeholder and 

Grievance Manage-

ment Tool (SGMT) 

An electronic software program that enables TAP to effectively record, track and manage third 

party grievances as they arise and facilitates real time information flow to relevant TAP and 

Contractor work-streams 

TAP Worker Griev-

ance Mechanism 

Refers to TAP HR dispute resolution mechanism for TAP employees 
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Third Party  Includes but not limited to general members of public, residents of impacted communities, pro-

ject affected people (PAPs), institutional stakeholders and other parties that wish to address 

their concerns and complaints to TAP and its Contractors in all project locations 

Third Party Grievance 

Mechanism 

The grievance process implemented by TAP for addressing/managing/resolving external 

stakeholder grievances. “Third Party” definition is inclusive but not limited to general members 

of public, residents of impacted communities, Project affected people (PAPs), institutional 

stakeholders and other parties that wish to address their concerns and complaints to TAP and 

its Contractors in all Project locations.   

Third Party Worker All parties who are not direct TAP employees, Secondees or Shareholders and for whom sep-

arate contractual obligations, conditions and processes apply 

Worker A person who has employment contract with TAP, its Contractor or Sub-Contractor. 

Work-stream Manager A work-stream manager is the person responsible for delivering a specific work scope, the 

work-stream manager is the single point of contact relating to the investigation and resolution 

of grievances stemming from their work scope. Work-stream managers will be responsible for 

assigning resources to investigate a grievance and to propose remediation measures to re-

solve a grievance within GMF timeframes 
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List of Acronyms and Abbreviations 

CLC TAP Community Liaison Coordinator 

CLO Contractor Community Liaison Officer 

CSR Corporate Social Responsibility 

Contractor GC Contractor’s Grievance Coordinator 

E&S Environmental and Social  

ERP External Review Panel 

GC TAP Grievance Coordinator 

GM Grievance Mechanism (include GMF and GP) 

GMF TAP Grievance Management Framework 

GMT TAP Grievance Management Team 

GP Grievance Procedure 

GRP Grievance Resolution Process 

GTF Grievance Task Force 

HR Human Resources 

HSS Health, Safety and Security 

LEA Land Easement and Acquisition 

MoM Minutes of the Meeting 

PAP Project Affected People 

PD Project Director  

PEP Project Execution Plan 

SEI Social and Environmental Investment  

SFM TAP Social Field Monitor 

SGMT Stakeholder and Grievance Management Tool 

SLA Securing Land Access 

TAP Trans Adriatic Pipeline AG 
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1. Introduction 

1.1. Purpose and Objectives  

Trans Adriatic Pipeline AG seeks to build strong relationships with stakeholders and manage the 

impacts of its business activities on affected communities via a range of stakeholder engagement, 

compliance and impact mitigation processes. However, TAP recognises that a formal grievance 

management process needs to be in place to address public and community concerns, complaints 

and requests related to TAP’s operations.  

The Albania Third Party Grievance Procedure (the “Procedure”) provides stakeholders with such 

opportunity, which is described in this document.  

TAP aims to address all grievances and requests received, regardless of whether they stem from 

material issues or from perceptions, or whether the Complainant is named or anonymous. Any 

stakeholder who considers himself or herself affected by TAP’s activities will have access to this 

Procedure at no cost or retribution.  

The purpose of the Procedure is to address, manage, resolve and document grievances raised by 

stakeholders in relation to TAP’s activities. It describes the scope, specifies roles and responsibili-

ties and details the steps for the Grievance Management Process.  

This Procedure has the following objectives: 

▪ Establish a prompt, consistent and fair mechanism for receiving, investigating and respond-

ing to grievances from third parties 

▪ Ensure the proper documentation of grievances and any corrective actions taken and 

▪ Contribute to continuous improvement in social performance through the analysis of trends 

and the preparation and dissemination of lessons learned. 

TAP seeks to foster trust in the process and its outcomes. To this end, the Procedure will be com-

municated in an understandable manner to the affected stakeholder groups. Confidentiality will be 

respected, and TAP will take all reasonable steps to protect parties to the process from retaliation.  

This document is subject to changes and updates based on experience and feedback from stake-

holders, audit findings and lessons learned.  

1.2. Requests versus Grievances 

TAP recognises that its activities will lead to different interaction with stakeholders and as such this 

procedure is focused on feedback from stakeholders and Project Affected people (PAPs) received 

in a form of request, concern or complaint. As per this document, the terms ‘grievance’, ‘complaint’ 

and ‘concern’ are interchangeable and refer not only to negative impact (material issues or percep-

tions) that have already happened or are happening but also to future and possible negative im-

pacts. 

A request is normally a neutral engagement and indicates that the stakeholder is asking for infor-

mation or, possibly, some material assistance, but implies nothing about their attitude to the Project.  

A grievance indicates a negative impact or perception on the part of the Complainant. Requests 

for information, which are not related to grievances or concerns, will be recorded, tracked and 

managed by the Community Liaison Coordinator (CLC) and by the Social Field Monitor (SFM) in the 

SGMT via MoMs.  
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The CLCs and SFMs aim to create a better stakeholder experience by providing a timely response 

to communications with TAP. All requests that are not easily resolved will be directed to the relevant 

TAP work-streams1 or the relevant Contractor. The CLC and SFM are responsible for providing 

feedback to stakeholders about progress with resolution of requests and grievances by the TAP 

functions or Contractors. 

If the CLC or the SFM receive a Grievance, this shall be submitted to the Grievance Coordinator 

who is responsible for managing the Grievance resolution process.  

Requests for different types of information shall be managed as follows: 

▪ General Project information will be sent to the Country Office/Stakeholder Engagement 

team 

▪ LEA related information will be sent to the Land Management team 

▪ Payment information will be sent to Finance and Accounting 

▪ Construction information will be sent to the relevant Contractor’s CLO 

▪ Government relations related information will be sent to the TAP’s Government Affairs or 

External Communications teams.  

 

Any requests for information which are neither related to grievances, nor captured in the grievance 

process, will be sent to the relevant TAP work-stream or Contractor to be addressed. The Griev-

ance Coordinator will not follow up on non-grievance related information requests as they are han-

dled by TAP outside of the scope of this Procedure. 

1.3. Scope  

This procedure is applicable to the Albanian section of the TAP Project and complies with the 

scope, principles, responsibilities and processes provided in TAP’s Grievance Management 

Framework (GMF) (CPL00-PMT-601-Y-TVO-0001). All incoming grievances will be recorded, 

tracked and managed by the Grievance Coordinator in a centralized grievance management data-

base Stakeholder and Grievance Management Tool (SGMT), that allows an ongoing information 

flow and enables TAP to understand and monitor its impacts over the course of the Project. 

This Third-Party Grievance Management Procedure is aimed at providing effective grievance re-

sponse based on grievance resolution principles outlined in TAP GMF. However, if the Complainant 

is not satisfied with the outcomes of the internal resolution process, where the grievances are me-

dium to high severity, an additional review by the External Review Panel (ERP) will be considered 

and offered to the Complainant.  

This Procedure does not replace the statutory rights of the Complainants to undertake legal pro-

ceedings or to approach an independent, objective appeal mechanism.  These rights remain unaf-

fected by their participation in the TAP grievance management process.   

                                                 
1 For the right identification of each work-stream, please refer to TAP’s Grievance Management Framework (CPL00-PMT-601-Y-TVO-
0001).   
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2. Roles and Responsibilities 

The roles and responsibilities of key personnel involved in TAP grievance management are de-

tailed in Table 1 below. 

Table 1: Roles and Responsibilities  

Role Responsibility 

Project Director (TAP 
Headquarters) 

Overall accountable for Project implementation including grievance manage-
ment. 

TAP E&S Manager 
(TAP Headquarters) 

Budget  and decision-making support for grievance management work-stream.  
Review Grievance Framework and Procedural documents. Oversee Expert Re-
view Panel and approve specialist involvement for E&S grievances. 

In-country E&S Man-
ager 

Provides support to grievance management process and technical assistance 
required during review and verification of grievance resolution outcomes. 

Social and Grievance 
Performance Advisor 
(SGPA) 

Facilitate timely resolution of grievances in all project countries. Provide capacity 
building support to in-country Grievance Coordinators. Advise on specialist en-
gagement for Environmental and Social grievances. Analyse trends and prepare 
reports on grievance management progress. Initiates External Review process 
and obtains clearance from TAP E&S Compliance Assurance Manager. 

In-country Grievance 
Coordinators (GC) 

Responsible for ensuring effective operation of grievance management process 
including registration, investigation and resolution of grievances. Conduct griev-
ance reporting. Submits proposals for and requests external review process by 
External Review Panel. 

TAP Human Re-
sources Department 
(HR) 

Responsible for ensuring transparent employment practices at TAP and ensur-
ing a clear and well communicated complaint/grievance process for TAP em-
ployees. 

Industrial Relations 
Manager (IR) 

Support workers grievance process both within TAP and Contractors. Represent 
TAP in discussions with Contractors relating to workers grievances which may 
affect TAP or pose a risk to TAP. 

Community Liaison 
Coordinators (CLC) 

Public Interface. Communicate grievance management process to communities. 
Monitor Contractor grievance management. Grievance reporting and resolution 
monitoring 

Social Field Monitor 
(SFM) 

Communicate grievance management process to communities. Provide griev-
ance management assistance to GC as required. Monitor Contractor grievance 
management. Grievance reporting and resolution monitoring. 

TAP Grievance Man-
agement team (GMT) 

Tier 1 resolution process, normally comprised of in-country Grievance Coordina-
tor, Social Performance and Grievance Advisor and responsible work streams. 

Grievance Task Force 
(GTF) 

Tier 1 grievance resolution team established to manage High Severity/Risk 
grievances and represent TAP in external grievance resolution process initiated 
by stakeholders known as 3rd Tier grievance review. 

LEA Interface Advisors Responsible for coordinating the resolution of Land Easement and Acquisition 
specific information requests.  
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Role Responsibility 

External Review Panel 
(ERP) 

Tier 2 grievance resolution process involving external expert party to review 
grievance resolution outcomes of Tier 1 process where complainants are not 
satisfied or question the outcomes of medium and high severity grievance reso-
lution, requesting additional mediation or arbitration.  

 

2.1. TAP Grievance vs Contractor Grievances 

 

For the purposes of clarity: TAP has the overall accountability for all its activities and operations in 

the Project whilst the Contractors have specific responsibilities in relation to managing grievances 

arising from their activities. The Contractors are therefore required to implement a robust and ap-

propriate Third Party and Worker Grievance Mechanism based on TAP GMF. 

TAP also requires the Contractors to liaise closely with TAP’s grievance management team to 

ensure a robust grievance management process.  

Contractor related grievances are managed according to the Contractor’s Third-Party and Worker 

Grievance Mechanism. For cases where the Contractor is unable to effectively manage a griev-

ance, TAP’s grievance management team provides assistance to the Contractor.  

All high and medium severity grievances closed by  Contractors without mutually agreed remedia-

tion will be reviewed by TAP Grievance Coordinator and external review process triggered as re-

quired. Additional information on this is provided in the TAP GMF. 
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3. TAP Grievance Management Process: Overview 

TAP have adopted a two-tier grievance management approach which allows grievances to be re-

solved as they arise and as effectively as possible. TAP’s and its Contractors’ internal grievance 

resolution processes are aimed at effective grievance response based on principles outlines in TAP 

GMF.  

Internal grievance resolution process known as Third Party Grievance process or Tier 1 process is 

implemented by established in-country grievance management team and ad hoc multi-disciplinary 

Grievance Task Force.   

However, in cases where the Complainant is still not satisfied with the outcomes of the internal 

resolution process and where the grievances are medium to high severity, the additional external 

review by an External Review Panel (ERP) called Tier 2 will be considered and offered to the 

Complainant.  

Figure 1 below provides the overview of TAP two-tier grievance management approach. 

 

Figure 1: TAP Grievance Management Process: Overview 

 

1. Receive Grievance

2. Assess and Assign

3. Acknowledge

4. Investigate

5.  Respond to Stakeholder

8. Follow up, Close out and 
Monitor 

6.  Agreement reached?

Yes

No

1. Initiate ERP

2. Acknowledge

3. Review Tier 1 Resolution 
Outcome 

4.  Propose resolution

5.  Respond to Stakeholder

6.  Agreement reached?Yes

No

7. Close out and Monitor

Tier 1 (Internal) 
Resolution Process 

Tier 2 (External) 
Resolution Process 

7. Implement Remediation

Medium and High Severity 
Grievances 

ERP Rejected by 
Complainant

No

 

 



 TAP AG 

Doc. no.: 
AAL00-PMT-601-Y-TPG-0001 Rev. No.: 1 

Contractor Logo Doc. Title: Albania Third Party Grievance Procedure Page: 12 of 27 

 

4. Third Party Grievance Process: Tier 1  

4.1. Channels for submitting and receiving a grievance 

Complainants will be able to submit a grievance in the following ways:  

• By speaking to a TAP or Contractor employee 

• By speaking directly to a TAP CLC, Social Field Monitor or Contractor CLO  

• By submitting the online grievance form on TAP’s grievance website page 

• By submitting a completed grievance form in one of the grievance boxes in TAP’s regional 

offices and/or the Contractors construction camps and/or work areas (Complainant can opt 

out from signing the carbon copy, which will not affect grievance registration and pro-

cessing) 

• By calling TAP’s grievance hotline or 

• By sending an e-mail, letter and/or fax to TAP 

Where necessary, complainants will be assisted by the Grievance Coordinator, the TAP CLC or 

Social Field Monitor to complete and submit grievance forms or to access information on the griev-

ance management process.  

Grievances may be submitted in Albanian, English, Greek (for grievances from PAPs living near 

the Albanian-Greek border) and all minority languages officially recognized by the Albanian gov-

ernment and must identify the individual(s) or organisation(s) submitting the grievance. A Com-

plainant submitting a grievance may request that their identity is kept confidential, unless they rep-

resent an organisation. The request for confidentiality and the reasons for the request must be 

submitted with the grievance. All reasonable efforts will be made to maintain the confidentiality 

requested.  

TAP will endeavour to resolve any grievances with complainants in good faith, transparently and in 

a timely manner. It is understood that complainants may refer the grievance to an alternative third-

party body (the national judicial system, an arbitrator or other available mechanisms of alternative 

dispute resolution) at any point in the process. 

The Grievance hotline is staffed Monday – Friday 09:00 – 18:00 by the Grievance Coordinator, 

however if a Complainant leaves a grievance (in a voice-message) outside the operating hours or 

on weekends the Grievance Coordinator will attempt to contact the Complainant the following work-

ing day to record the details of the grievance but not later than 3 working days of receiving the 

original message. 

4.2. 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: 

• Social and Environmental impact, including: 

o Health 

o Safety 

o Security 

o Livelihoods 
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o Income 

o Amenity / Lifestyle 

o Access to services 

o Social Relations/ Community Cohesion 

o Environmental quality 

o Natural resources 

• Impact on TAP corporate reputation 

• Impact on Project schedule  

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

may impact differently on vulnerable and non-vulnerable households. Severity level is determined 

by the highest level of impact associated with the grievance. Each severity level is described in the 

Table 2 below: 

Table 2: Grievance severity matrix 

 
Impact 

 
Consequence/ Severity 

 

 
Low 

 

 
Medium 

 

 
High 

 

Social and Environmental 

Minimal impact, likely 
to have little real effect.  
Mitigation is easily 
achieved; compensa-
tion unlikely to be nec-
essary. 

Impact is real but not sub-
stantial or long-lasting. 
Mitigation is both feasible 
and easily achieved; com-
pensation likely to be 
moderate. 

Significant impact and potentially 
long-lasting.  Mitigation is likely to 
be difficult: expensive, time con-
suming and requiring difficult ne-
gotiation; compensation may be 
significant. 

Corporate reputation No Impact 
Local or Moderate Repu-
tation Damage 

Significant Loss of Shareholder/ 
Public Trust 

Project schedule 
No Delay 
 

Moderate Delays  Significant Disruption 

Input required for resolu-
tion 

Local: frequently in-
field discussion with 
complainant 

Local/ National: may re-
quire technical input from 
relevant work stream and 
Project Manager decision 

Project: may require Corporate 
level input and decision- making 

Effect on construction 
and operations 

No effect 

May require some limited 
or local adjustment in con-
struction planning and op-
erations 

May require substantial or wide-
spread change in construction 
planning and operations 

4.3. Assigning grievance category  

Grievance Coordinator applies following categories when a new grievance received: 

a) Technical and Design Assurance and Support: these grievances will result from engineering 
design planning activities which have a potentially negative impact on stakeholders 

b) Construction: these grievances will result from pipeline construction activities including dust, 
noise, vibration and any damages caused during construction. In addition, the following sub-cate-
gories will be employed: 

b.1 Nuisance (dust, noise, vibration, light pollution, wastewater, etc.) 
b.2 Accidental damage 
b.3 Access roads construction 
b.4 Reinstatement 
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c) Land Easement and Acquisition (LEA) activities: these grievances will result from LEA and se-
curing land access (SLA) activities. In addition, the following sub-categories will be employed: 

c.1 Land entry process 
c.2 Compensation rate/methodology dispute  
c.3 Compensation payment delay 
c.4 Land exit process 
c.5 Boundary marking or boundary dispute 
c.6 Land titling and ownership disputes 

d) Livelihood Restoration activities: these grievances will result from a failure to deliver livelihood 
restoration activities or from a failure of TAP affected stakeholders to restore their livelihoods. In 
addition, the following sub-categories will be employed: 

d.1 LATS program acceptance / qualification 
d.2 LATS – Farm support 
d.3 LATS – Business support 
d.4 Vulnerable assistance 
d.5 Construction impact on agricultural productivity or animal welfare 
d.6 Other livelihood impacts 

e) Legal and Compliance: Grievances with legal ramifications for TAP and those alleging 
breaches of TAP’s Code of Conduct, Anti-Bribery and Ethical behaviour commitments 

f) Social Conduct in the Communities: these grievances will result from unfavourable interactions 
between TAP or Contractor employees in the community environment 

g) Community safety and security: 

g.1 Transport: these grievances will result from transport related activities  
g.2 Accommodation: these grievances will result from activities taking place around the Contractor 

camps or Contractor accommodation 
g.3 Pipeline: these grievances will result from safety concerns expressed by individuals and com-

munities located near pipeline construction sites. 

h) Cultural Heritage: these grievances will result from the failure to protect cultural heritage areas 

i) HSSE Incidents: any event which leads to or has the potential to lead to injury, loss of life, 

damage to assets (including non-TAP assets) or to the environment. These incidents will be 

managed directly by TAP’s In-country HSSE Function 

j) Environment: these grievances will result from activities deemed detrimental to the local environ-

ment and biodiversity 

k) Employment: these grievances will result from unclear employment practices either by TAP or the 
Contractors or alleged breaches in employment and Human Rights Practices. Employment griev-
ances directed at TAP will be dealt with by the TAP Industrial Relations and Human Resources 
Department. The following sub-categories will apply: 

k.1 Recruitment 
k.2 Retrenchment 
k.3 Welfare 
k.4 General HR 
k.5 Remuneration and working hours 

l) Stakeholder Engagement: these grievances will result from a lack of stakeholder consultation or 

a general lack of information for community stakeholders  
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m) Corporate Social Responsibility2: these grievances will result from the implementation of TAP’s 

CSR or Community Investment activities 

n) Multi-category grievances: these grievances will result in two or more categories and require 

several work streams to address them 

o) Extra-judicial letters: these are formal letters submitted to TAP or Contractor by complainant’s 
lawyers requesting immediate remediation actions before Complainant decides to use other legal 
or judicial channels. Such letters can relate to any of the Project execution activities and fall into 
any of the above described categories and are normally dealt by TAP’s and/or Contractor’s Legal 
functions.     

If during the assessment process the Grievance Coordinator determines that a particular grievance 

fits into more than one grievance category, these additional assessment steps will be followed: 

▪ Double check the assessment with another Grievance Management team member 
▪ Clearly identify the different categories involved and outline the reasons 
▪ Register each grievance category as separate grievance (each with its own grievance num-

ber) but with the same PAPID Number3 
▪ Re-assess the severity and consequence of each grievance (separately) and 
▪ Follow the standard grievance resolution process. 

 

By clearly identifying all affected categories, the Grievance Coordinator ensures that each griev-

ance is appropriately investigated by the relevant work-stream. 

4.4. Tier 1 Grievance Resolution Process: administrative steps  

1. Confirmation of receipt: For grievances received in the field, the CLC will verbally 

acknowledge the receipt of the grievance. For grievances received through a phone call, 

email, post and fax, the Grievance Coordinator will issue an acknowledgement receipt form 

within 7 working days of receiving the grievance, via the same channel that the grievance was 

received (e.g. if grievance was received via an email, the acknowledgment will be via an email). 

The acknowledgment receipt will explain the appropriate process to be followed to resolve the 

grievance and the expected timeframe for the resolution.  If possible, the Grievance Coordinator 

will make a follow up calls to ensure the Complainants understand the grievance process to be 

followed.  

2. Register grievances in grievance database (SGMT): The Grievance Coordinator will 

register all grievances. Each case will receive a unique registration number in the grievance 

database to enable tracking. A brief description of the case will be translated into the English 

language to allow internal work-stream managers to investigate the grievance. The English 

translation is also needed for reporting purposes.  

3. Verification: The Grievance Coordinator will verify that the grievance is related to the TAP 

project. If the grievance is not related to the TAP Project or the Construction activities, the Griev-

ance Coordinator will send a rejection letter to the Complainant indicating this point. The Griev-

ance Coordinator will also verify the severity of the grievance and register the grievance appro-

priately.  

                                                 
2 Questions or recommendations relating to strategic investment or TAP’s broader Corporate Social responsibility (CSR) activities will be man-
aged directly by the Commercial Department. 
3 The PAPID Number is a unique identifying number associated with each stakeholder.  
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4. Categorizing: The Grievance Coordinator will categorize each grievance according to: 

▪ geographical region  

▪ the work-stream responsible for resolving the grievance 

▪ the type of aggrieved party (individual, group, Non-Governmental Organization) etc. 

▪ the category of grievance and indicate frequency of the grievance (first time or repeti-

tive) 

▪ the severity and consequence4.  

The severity and consequence of a grievance will determine the resolution process to be 

followed. Therefore, it is imperative that the Grievance Coordinator ensures that grievances 

are appropriately categorized. Medium and high severity grievances have a specific resolu-

tion process which will be triggered by the severity rating.  

5. Assigning cases to the appropriate work-streams: The Grievance Coordinator will 

send the grievance to the relevant work-stream Managers (or Contractor) for investigation 

and resolution. The work-stream Managers will be informed of the applicable timeframes for 

resolving the type of grievance and the format of the official response required. The Contrac-

tor will inform TAP of the investigation process and resolution outcome of all grievances it 

addresses. This information will form part of the Grievance monthly, quarterly and annual 

reporting requirements. 

6. Investigating Grievances: The in-country Grievance Coordinator will provide the full 

grievance file (evidence trail) to the relevant work-stream manager to aid the investigation 

process. If appropriate, the in-country Grievance Coordinator will provide the relevant work-

stream manager practical advice on how to manage the grievance. Figure 2 below outlines 

the generic administrative flow for handling grievances and Table 4 describes the key steps. 

7. Logging and Communicating Grievance Outcomes: Once a resolution or remedia-

tion measure to a grievance has been agreed by the relevant TAP work-stream, the work-

stream Manager will send the detail of the remediation measure to the Grievance Coordinator 

to be recorded in the database. The Grievance Coordinator will:  

▪ Immediately discuss the proposed resolution/remediation with the Complainant and 

agree the timing of the remediation process; 

▪ Send a rejection letter in cases when a grievance has been assessed as unjustified or 

not related to TAP or its Contractors, or has been rejected for any other sound reason. 

The letter will explain the grounds for rejection; 

▪ If the case is complex and the resolution will take longer than anticipated, inform the 

stakeholder of the reasons for the delay and indicate when the resolution is expected;  

▪ Analyse whether it is a repetitive grievance and if it is, inform the Grievance manage-

ment team to trigger appropriate actions to prevent further similar grievances. 

For more complex cases the Grievance Task Force, supported by external parties, may en-

gage with the stakeholder.  

8. Implementing Remediation Measures and Close out: The implementation of reme-

diation measures will start immediately after the Complainant has been consulted about the 

proposed remediation measure and has agreed that they are appropriate. The remediation 

                                                 
4  As it may be risky and not always possible to classify a case prior to investigation, the Grievance Coordinator will give a first rec-

ommendation, and if needed, re-classify after the investigation. 
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measures will be implemented by the TAP work-stream or Contractors responsible for ad-

dressing the grievance and will be completed within agreed timeframes. If financial compen-

sation is part of remediating the grievance, payments will be made within a maximum 30-day 

period5. The Grievance Coordinator will monitor the implementation process by requesting 

regional CLC or Social Field Monitor to visit the site and obtaining the feedback from the 

Complainant on the implemented remediation measures. When the Complainant is satisfied 

with the remediation measure implemented, the TAP CLC or Social Field Monitor will confirm 

the closure of the grievance with the stakeholder. The TAP CLC or Social Field Monitor must 

record this confirmation for reporting and audit purposes and provide the documented feed-

back to the Grievance Coordinator for archiving in the Grievance database. 

9. Closing the Grievance Resolution Process: When the stakeholder has accepted the 

proposed resolution, and is satisfied with the remediation measure implemented, the TAP 

CLC or Social Field Monitor will request the stakeholder to sign a grievance close out form. 

The Grievance Coordinator will upload the signed agreement as an attachment into the griev-

ance system and the case will be marked as resolved/closed. The TAP CLC or Social Field 

Monitor will visit or call the complainant (as appropriate) within 1 month of the completion of 

the remediation measure to obtain feedback on the success of the remediation measures in 

addressing the grievance. 

10. Referral to External Review Process by ERP: If after internal grievance resolution 

process parties did not come to mutually acceptable remediation on grievances with medium 

and high severity, grievance coordinator proposes External Review Process by ERP. This 

would require additional internal approvals and acceptance by the complainant. More details 

on the process provided in relevant section of the Procedure. 

Table 3 below summarises grievance management steps under Tier 1 Third Party Grievance Pro-

cedure.  

Table 3: Tier 1 Grievance Management Steps 

Step Grievance Activity Description 

1 Receive Receive grievances thourgh all available avenues (phone, text, email, 
grievance forms, websites, Contractor, CLC, SFM’s etc) 

2 Assess & Assign Assess whether grievance is related to TAP. Assess severity (check for 
Stakeholder Engagement evidence). Assign to relevant work-stream 

3 Acknowledge Send Acknowledgement to stakeholder/complainant. Provide outline of 
grievance resolution process 

4 Investigate Relevant work-stream investigates grievance and proposes remediation 
measures 

5 Respond to 
stakeholder 

Discuss grievance remediation proposal with Stakeholder and detail 
implementation plan 

                                                 
5     Example: Payment to farmers for buying seedlings or crops which were destroyed accidentally by project trucks 
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Step Grievance Activity Description 

6 Reach agreement 
with stakeholder 

Stakeholder agrees - TAP & stakeholder agree terms of resolution. TAP 
implement remediation actions or pays grievance compensation if 
remediation is not feasable. 

Stakeholder disagrees – trigger Tier 2 External Review Process for 
medium and high severity grievances upon agreement with the 
Complainant  

7 Remediation Implement remediation actions and where remediation is not feasable 
compensate 

8 Follow up, close 
out and monitor 

Follow up on remediation, document closure and continue monitor as 
required 
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Figure 2: Tier 1 Administrative Steps  

Receive Enquiry
(Grievance Submission Lines (TAP/CTR staff / 
CLCs / Letter / Email / Phone / Text / Internet)

Register Grievance/ 
Acknowledge Receipt

Log and Assess

Is it grievance?

Yes

No

Log / Register and 
generate grievance 

ID

Inform Stakeholder / No 
further action

Acknowledge receipt to 
Shareholder

Is it CoC / Bribery 
Allegation / Compliance 

Issue?

Relevant workstream 
investigation

Yes

No

Submit to TAP 
Compliance Officer for 

Review

Compliance 
Investigation

Implement Mitigation 
Measures

Record outcome / 
findings

Propose remediation 
measure

Request grievance 
remediation budget 

from PM

Discuss with 
Stakeholder / 

Agreement reached?
Yes

No

Close Grievance

Make Payment
 (as required)

Reporting / Auditing

Review remediation 
measure (Grievance 

Working Group)
Grievance Task Force

Address in-situ 
(if possible)

 



 TAP AG 

Doc. no.: 
AAL00-PMT-601-Y-TPG-0001 

Rev. 

No.: 
1 

Contractor Logo Doc. Title: Albania Third Party Grievance Procedure Page: 20 of 25 

 

4.5. Tier 1 Grievance Resolution Process: applicable timeframes  

Below timeframes are associated with TAP Tier 1 Third Party Grievance Management procedure. It 

is important to note that these timeframes are indicative and will be better defined once the grievance 

investigation process has begun. The in-country Grievance Coordinator will also inform the work-

stream manager or GTF of the applicable timeframes in which a response and remediation measure 

needs to be defined to resolve a grievance. These timeframes are commensurate with the severity 

and consequence level of the submitted grievances. 

Table 4: Tier 1 Applicable Timeframes  

Action Timeframe Responsible Party 

Register grievance in SGMT Within 7 working days Grievance Coordinator 

Acknowledge Grievance Within 7 working days Grievance Coordinator 

Issue grievance rejection letter 
(if required) 

Within 30 calendar days Grievance Coordinator 

Issue grievance feedback ex-
plaining time required for res-
olution and on-going progress 
(if not yet resolved) 

After 30 calendar days Grievance Coordinator 

Issue grievance resolution letter On agreement of grievance re-
mediation action 

 

Grievance Coordinator 

Issue grievance feedback 
when mitigation established 
within the assigned 
timeframes 

30/60/90 days  

(see case and severity levels) 

Grievance Coordinator (with 
support of the CLC and/or the 
SFM)  

Approve and issue compensa-
tion payments 

30 days after signing agree-
ment 

In-country Project Manager and 
responsible work-stream 

Post resolution monitoring Within 30 days after resolution 
closure 

Grievance Coordinator (with 
support of the CLC and/or the 
SFM) 

Table 5: Links between Severity and Timeframe 

Grievance Severity Timeframe Responsible 

Low  Up to 30 days Grievance Coordinator 

Medium  Up to 60 days Grievance Coordinator and Re-
sponsible Work Stream 

High  Up to 90 days  

(depending on complexity) 

Grievance Task Force 
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5. External Review Process: Tier 2  

5.1. Tier 2: External Review Panel (ERP) 

TAP Grievance Coordinator will have visibility and monitor outcomes of internal resolution process 

(Tier 1) and ensure that the External Review Panel (ERP) arbitration is initiated for: 

• high and medium severity grievances that could not be resolved through internal Tier 1 griev-

ance resolution process  

• grievances where mutually acceptable resolution could not be reached.  

The ERP is known as Tier 2 grievance management process supported by TAP with involvement of 

external expert party, the Complainant and TAP grievance management team. The composition of 

the ERP is decided on case by case basis depending on nature of the grievance requiring involve-

ment of specialist advisors and endorsement of TAP management.  

5.2. Tier 2: Initiation of ERP  

TAP Grievance Coordinator submits grievances eligible for ERP to TAP Social Performance and 

Grievance Advisor requesting to initiate the external review process and obtain all required internal 

approvals before setting up ERP. All grievances proposed for external review shall be cleared with 

the complainants to confirm their consent for external mediation or arbitration. During external review 

process, the Complainant will be actively involved into review together with external expert special-

ised in the subject of the grievance.  

5.3. Tier 2 Grievance Resolution Process: grievance management steps 

Table 6: Tier 2 Grievance Management Steps 

Step Grievance Activity Description 

1 Initiate External 
Review  

External Review process is initiated by Grievance Coordinator via TAP 
Social Performance and Grievance Advsior. All required approvals 
received and documentation on the process and outcomes of the Tier 1 
resolution for external review prepared. 

2 Acknowledge Complainant is informed about additional mediation or arbitration process 
with their involvement and with support of external expert on the subject 
of the grievance agreed with the complainant.  

3 External review of 
Tier 1 resolution 
outcomes 

ERP will assess the investigation of the initial grievance and determine 
whether the Tier 1 outcome or proposed actions were appropriate, given 
the evidence provided.   

4 Propose resolution The ERP will issue results of verification process by external expert party 
either confirming outcomes of Tier 1 process or proposing alternative 
resolution where it finds that TAP has failed to redress the grievance. 

5 Respond to 
stakeholder  

ERP notifies the stakeholder via in-country Grievance Coordinator about 
the outcomes of Tier 2 review  
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Step Grievance Activity Description 

6 External review 
resolution 
agreement 

The process of required engagement and approvals in case of new 
proposed resolution accepted by all parties 

7 Close out and 
Follow up 

Implement remediation, document closure, follow up and monitor 

 

5.4.  Tier 2 Grievance Resolution Process: applicable timeframes 

Timeframes associated with the External Review Process (Tier 2) are provided below. It is important 

to note that these timeframes are indicative and will be better defined once the grievance investiga-

tion process has begun. It is also important to note that these timeframes will also vary according to 

the availability of external expert party and complexity of the grievance. In any case Grievance Co-

ordinator will keep Complainant updated on the progress and timeframes.  

Table 7: Timeframes applicable to Tier 2 

Action Timeframe Responsible 

Initiate external review process and 
obtain all required internal approv-
als Within 30 calendar days since 

grievance closure by Tier 1 pro-
cess 

Grievance Coordinator and  

Social Performance and 
Grievance Advisor 

Confirm Complainant’s consent on 
external review process 

Grievance Coordinator 

Set Up External Review Panel (ERP) Within 30 calendar days upon 
obtaining consent from the Com-
plainant  

Grievance Coordinator and  

Social Performance and 
Grievance Advisor 

Issue external review resolution de-
cision 

Within 10 working days upon 
completion of external review 

External Expert with support 
of Social Performance and 
Grievance Advisor and Griev-
ance Coordinator  

Implement agreed remediation 
measures 

Dependent on the type of reme-
diation and terms of agreement 
reached with the complainant 

Responsible work stream 
within TAP or Contractor 
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6. Monitoring, Reporting and Reviews 

TAP is committed to preventing the recurrence of grievances. Therefore, the TAP Grievance Coor-

dinator will periodically review the grievance management process to eliminate systemic problems 

and to ensure that the resolution process is working efficiently and produces effective outcomes.  

Biannual external reviews of TAP GMF will take place. The overall grievance management perfor-

mance will be monitored and evaluated against the indicators below. 

Table 8: Grievance reporting indicators 

Commitment Indicator (the target is 100%) 

Efficiency  

 
(Timely resolution) 

▪ Total number and percentage of grievances received, logged, acknowl-
edged, processed, resolved and closed within set time frame of 30 
days (low severity) and 60-90 days (medium and high severity) 

▪ Number and percentage of grievances closed versus open 
▪ Number and percentage of outstanding non-resolved grievances  

 

Trends 

 

(Qualitative data) 

▪ Number and percentage of grievances received per categories  
▪ Number and percentage of grievances received per severity level 
▪ Number and percentage of grievances resolved versus rejected  
▪ Number and percentage of grievances per region/location 
▪ Number and percentage of grievances per receiving organization (TAP 

and Contractors) 
 

Effectiveness  

(Awareness, usage, satis-
faction of complainants) 

 

▪ Number and percentage of stakeholders satisfied with solution 
▪ Number and percentage of stakeholders satisfied with level and timing 

of information they received during a grievance process 
▪ Number and percentage of cases requesting external review or alterna-

tive third-party arbitration  

Contentious improve-
ment 

(Commitment to integrate 
procedural lessons 
learned) 

▪ Qualitative indicators shall be reported monthly and include root cause 
analysis, specific case examples and lessons learned.   

 

The above indicators will be used by TAP Grievance management teams in preparation of weekly 

and monthly reports. The regular grievance reporting, and analysis will inform revisions to the griev-

ance mechanism and TAP’s Grievance Framework more broadly. TAP will also monitor the efficacy 

and relevance of the Third-Party Grievance Mechanism and adjust the procedures and the grievance 

management tool, as required. 

  



 TAP AG 

Doc. no.: 
AAL00-PMT-601-Y-TPG-0001 Rev. No.: 1 

Contractor Logo Doc. Title: Albania Third Party Grievance Procedure Page: 24 of 27 

 

7. Confidentiality 

7.1. Duty of Confidentiality  

TAP is committed to protecting the identity of the Complainant and to handling personal information 

in accordance with legal requirements. This duty extends to all employees or representatives of TAP 

and its Contractors who participate in the Grievance management process.  

Information about a Complainant will be shared within TAP on a need-to-know basis and only to the 

extent necessary to complete a step under this Procedure. TAP will not share personal information 

with third parties unless required by law or authorised and by the Complainant.  

7.2. Personal Data  

Personal data contained in the Grievance register will be kept only as long as necessary to investi-

gate the complaint and implement a resolution. Personal data will then be either deleted or modified 

and transferred to an archive for a reasonable period pursuant to TAP’s Data Privacy Policy.  
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8. Conflicts of Interests 

A conflict of interests exists where there is a divergence between the interests of a TAP employee 

or Contractor and his or her responsibilities under this Procedure, such that an independent observer 

might reasonably question whether the actions of that person are influenced by his or her own inter-

ests. 

This Procedure seeks to manage potential conflicts of interest by segregating the roles and respon-

sibilities of individuals involved in the Grievance management process and avoiding placing individ-

uals in a position where conflicts could be perceived to arise. When a Grievance relates to a specific 

TAP or Contractor employee, that person will not play a role in the Grievance managing process.  
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9. Publishing Grievance Procedure 

To ensure that all our stakeholders (including TAP’s own employees and Contractors) are aware of 

how to access project related information or have the knowledge of how to submit grievances (if 

required), the following grievance submission information is available and published on TAP’s web-

site: https://www.tap-ag.al/ankesat  

 

Grievance Submission: Albania 

Email: Grievancealbania@tap-ag.com  

Postal address:  

C/O TAP Grievance Coordinator  

Building No.12 (ABA Business Centre), 9th Floor, Office No.906, Papa Gjon Pali II Street 

1010 Tirana, Albania 

Telephone: + 355 69 60 98 188 

SMS: +355 69 60 98 188 

  

https://www.tap-ag.al/ankesat
mailto:Grievancealbania@tap-ag.com
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10. Changes since last versions  

 
 


