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*Process  Description  Time  

 - Phone, letter or email 

- Recorded grievance 

through the grievance 

form/log 

- Completion and 

submission of a 

grievance form/letter 

- Face-to-face meeting 

with the aggrieved 

stakeholder  

24 hours – 48 hours (urgency 

may apply when profiled as 

such) 

 - Receipt of complaint 

through proper 

communication 

medium for recording  

24 hours (urgency may apply 

when profiled as such) 

 - Assess and profile 

complaint 

- Consult with critical 

parties  

- Visit on need 

basis/discuss with 

stakeholder 

36 - 72 hours after receipt of 

grievance (urgency may apply 

when profiled as such) 

 - Identification of further 

action  

- Response to complaint 

considering resources 

required  

14 days after receipt of 

grievances (urgency may 

apply when profiled as such) 

Receiving and Logging 

Grievances  

Acknowledgement of 

Grievance  

Assesses, Profiling and 

Investigation  

Grievance Resolution  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 - Confirmation with 

complainant that issue 

is closed, establish the 

follow-up and a sign-off 

established 

21 days after receipt of 

grievance (urgency may apply 

when profiled as such) 

  3 months depending on the 

level of significance  

Sign-off  

Grievance Monitoring  
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CECM – URBAN 
DEVELOPMENT 

 
CEC 

 

 

 


