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Simplified Labor Management Procedures for PAMOJA Project  
 
 



Background 

In accordance with the requirements of World Bank’s Environmental and Social Standard 2 (ESS2) on 

Labor and Working Conditions, a simplified LMP have been developed for the project. The LMP sets 

out the ways in which MoCDGWSGs will manage all project workers in relation to the associated risks 

and impacts. The objectives of the LMP are to: Identify the different types of project workers that are 

likely to be involved in the project; identify, analyse and evaluate the labor-related risks and impacts 

for project activities; provide procedures to meet the requirements of ESS 2 on Labor and Working 

Conditions, ESS 4 on Community Health and Safety, and applicable national legislation. 

The Labor Management Procedures apply to all project workers, irrespective of contracts being full-

time, part-time, temporary or casual. The types of workers that will be included in the project are 

listed below: 

 Direct workers – The implementation of PAMOJA Sub-projects will utilize direct workers 
working with the PAMOJA PIU as well as government civil servants at the MoCDGWSGs and 
LGAs level. Furthermore, the project will employ independent consultants who will be 
working on contractual bases with different time inputs as part of PAMOJA PIU. The 
estimated number of direct workers for each LGA will not exceed 20 including the 
management unit, technical unit, social, environmental, financial, procurement and 
administrative. Direct workers will be managed by MoCDGWSGs in accordance with the 
Tanzania Employment and Labour Relations Act of 2004, the Occupational Health and Safety 
Act, 2003; and the World Bank ESS 2. Timing of labor requirements: Direct project workers 
are eligible to work on full-time fixed renewable contracts for the duration of the entire 
project implementation. For the consultants, the duration of contracts will vary by 
assignment but generally, not less than one year.  

 Contracted workers – Contracted workers will be hired under the standard form of Contract 
for Construction/ Rehabilitation. The number of Sub-Projects will correspond to the number 
of Contractors with the possibility of one contractor being awarded multiple Sub-Projects. 
Each contractor might need engagement of multiple subcontractors. The subcontractors’ 
workforce will be also considered as contracted workers. The terms and conditions of 
contacts for all the contracted workers will adhere to the Tanzania Employment and Labour 
Relations Act of 2004, the Occupational Health and Safety Act, 2003; and the World Bank ESS 
2 and ESS 4. The labor requirement including the time schedule and deliverables will be as 
stipulated in their respective contracts. 

Timing of labor requirements: Contracted workers timing and labor requirements will vary by 

assignment. They will generally be for a minimum of six months and potentially for several 

years during project life cycle depending on the contract duration. 

 Community workers – The program may involve community workers especially for 
component 2 which aims at strengthening economic opportunities where the program will 
involve local communities and groups for program activities such as capacity and trainings. 

 Primary supply workers – This group of workers might be engaged on the project as certain 
supply of materials (i.e. aggregate and crushed stone, sand, timber, paints, electrical 
equipment etc.) will be required within PAMOJA project. The potential number is not 
possible to be provided as this will depend on the sourcing strategy and management by the 
Contractors/ Fundis. However, in case third parties qualifying as primary supply workers are 
to be engaged risks of potential child labor, forced labor ad serious safety issues which may 
arise in relation to primary suppliers shall be assessed. 



Labor Risks  

The following potential labor risks are identified under the project:  

 Violation of worker’s rights: Terms and conditions of employment of workers may not be 
consistent with national legislation or World Bank standards 

 Violation of worker’s rights: Non-discrimination and equal opportunity of workers may not 
be consistent with national legislation or World Bank standards 

 Use of child labor or forced labor OHS risks related to the potential use of pesticides and 
agrochemicals, which can have an adverse effect if they enter the body through inhalation, 
dermal absorption or ingestion or localized ill effects on contact with skin or eyes,  

 Risk related to civil works (construction/rehabilitation works) including exposure to 
hazardous materials (PCBs, asbestos, lead based paint), substances and process if they are 
not properly controlled, inhalation of dust, toxic fumes, noise, vibration, ergonomic hazards,   

 Health related risk due to poor indoor air quality, inadequate potable water and/or waste 
water disposal, communicable (covid 19) and non-communicable diseases 

 Risks related to man-made or natural disasters (fires, etc.). 
 Sexual exploitation and abuse/sexual harassment (SEA/SH) risks for workers 
 SEA/SH risks for community members, from workers from outside the project areas  
 Conflicts between workers and communities 
 Transmission of COVID-19 among workers or nearby communities, especially if workers are 

not hired locally and arrive to civil works locations from elsewhere or if COVID-19 specific 
precautions are not in place at work sites and worker accommodation sites 

Relevant National Labor Legislation 

The Employment and Labour Relations Act (2004) and Labour Institutions Act (subsidiary legislations) 

and accompanying regulations provide legal framework for managing labour issues and advancing 

workers’ rights in Tanzania. The following are supreme applicable subsidiary legislations include: 

 The Employment and Labour Relations (Code of Good Practice) Rules, 2007, Government 

Gazette, Notice No. 42 of 2007 

 The Employment and Labour Relations (Forms) Rules, 2007, Government Gazette, Notice No 

65 of 2007 

 The Employment and Labour Relations (General) Regulations, 2017, Government Notice 47 

of 2017 

The Employment and Labour Relation Act - 2004 (ELRA) has provision on employment matters in 

terms of employment standards i.e. maximum hours of work, minimum acceptable pay within the 

construction industry, night work standards, right to break during working day, leave and fair 

terminations, prohibition of child labor, prohibition of forced labor, freedom of association, leave 

provisions - annual, sick and holidays, dispute resolution/ grievance management, contractual 

arrangements, terms and working conditions and prohibition of discriminations. PIT, contractors, 

and consultants executing WS4G and engage labourers will be required to observe employment 

standards as stipulated in the requirements of Employment and Labour Relation Act – 2004.  

Employment and Labour Relation Act - 2004 covers the entire scope of the minimum terms as 

follows: 



 Working hours: employee may work for nine (9) hours inclusive of a one (1) hour meal break 

per workday; forty-five (45) hours a week; and a maximum of six (6) days a week. 

 Overtime hours: are to be paid at a rate of one and one half (1 V2) times the employee's 

wage for any hours worked over a standard workday (9 hours inclusive of a 1 hour meal 

break)/week (45 hours). Employees are prohibited from working more than fifty (50) hours 

of overtime over a four-week cycle. Overtime is not to exceed ten (10) hours a week. 

 Total hours: Workers may work twelve hours in a day, however, this must not exceed the 

forty-five (45) hour limit of working hours a week. Tanzanian law limits work to twelve (12) 

working hours per day, inclusive of ordinary and overtime working hours. Employees are 

entitled receive pay for all public holidays. When employees are obligated to work on a 

public holiday, the worker is entitled to double their basic wage for each hour worked. 

 Night work: are to be compensated at least five percent (5%) of their basic wage or overtime 

wage for each hour worked at night. However, some categories of workers are prohibited 

from night work including pregnant workers two months before delivery, mothers two 

months after delivery, children under the age of eighteen (18) and anyone medically certified 

as unfit for night work. 

 Rest Periods: employees are entitled to a sixty (60) minute break over a five (5) hour period 

of consecutive work. Employers must allow workers to have a daily rest of up to twelve (12) 

hours between ending and commencing work; and a weekly rest of up to twenty-four (24) 

hours. 

 Deductions: An employer is not authorized to make deductions from an employee's salary 

unless permissible by law, contractually agreed to, or court ordered. 

 Leave: Annual leave (28 days inclusive of public holidays), sick leave (126 days in a 36 month 

cycle), maternity (84 days in a 36 month cycle), and paternity leave (3 days) and 

compassionate Leave (Family Responsibility Leave usually 4 days). However, other types of 

leave may be negotiated through collective bargaining and documented. 

 Termination: Both parties to a contract have the right to terminate employment. The 

Employment Act requires that all forms of termination be documented in writing and 

adequate period of notice be given prior to terminating employment. 

Terms such as prohibition of forced labor, prohibition of child labor, prohibition of discriminations 

and maximum hours of work also applies to community workers. The legislation requirements 

presented in the Tanzania Employment and Labour Relations Act (2004) conform to guidance 

provided in WB Environmental and Social Framework (ESF) and Environmental and Social Standard 2 

(ESS 2). 

 Occupational health and safety 

The Occupational Health and Safety Act No.5 of 2003, have relevant clauses that are consistence with 

ESS2. Part IV Section 43 Safety Provision; Part V Section 54, 55 and 58 Health and Welfare Provisions; 

Part VI Section 61 (1a), 63 (a, b), and 65 Special Provision of the Act, provide procedures for the 

safety and health of workers at work and work places. Furthermore, the Act describes procedures for 

the protection of safety, health and welfare of persons other than workers in places of work. 

Specific, relevant and direct legislation on occupational safety and health is found under the 

Occupational Health and Safety Act of 2003. The Act is aimed at protecting against hazards to health 

and safety arising out of, or in connection to, work related-activities.  



The OSH Act sets standards that must be observed by employers to ensure that a workplace is safe 

and secure. Where no standards exist to deal with a particular issue, employers are bound by OSH 

Act's General Duty Clause which requires employers to provide a place of employment that is free 

from recognized hazards known to or are likely to cause harm, death or serious physical injury to its 

employees. 

Potentially dangerous devices or machinery must be securely fenced. All power operated devices 

must be powered off from transmission machinery. Employers must provide an employee with 

Personal Protective Equipment (PPE) to minimize risks. First aid kits, fire extinguishers and an 

evacuation plan must also be provided in case of emergency. For this particular case employers 

working for PAMOJA will be required to strictly observe the Occupational Health and Safety (First aid 

and Welfare Facilities) Rules, 2015 which provides guidance on types of welfare facilities to be given 

to workers by employers depending on nature of work they perform. 

 

Workers are obliged to act reasonably to reduce the risk of work-related injuries. Where loss or injury 

occurs by fault or negligence of the employee, the law makes them partly liable. Employees have the 

following duties under the OHS Act: 

 Take reasonable care for the health and safety of themselves and others who may be 

affected by his/her actions or omissions at work 

 Comply with employer health and safety regulations 

 Report to the employer or health and safety representative knowledge of any unsafe or 

unhealthy situation 

 Report immediately to the employer or health and safety representative any incident or 

accident which results in injury 

To ensure that the working environment is free of health and safety risks and hazards, the PAMOJA 

project shall ensure that appropriate mechanisms are put in place such as consideration of health 

and safety during sub-component designs; regular health and safety training to workers throughout 

the implementation phase; use of appropriate and adequate safety warning signage; regular 

monitoring and proper documentation and reporting of near misses, accidents and also provision of 

preventive and protection measures. Additionally, community workers who will be working under 

the PAMOJA subcomponents  

Worker Grievances  
 

The procedures currently in place to handle grievances in Implementing agencies will remain for 
Project staff. Contractors engaged in the Project will be required to present a workers’ grievance 
redress mechanism which responds to the minimum requirements in this LMP. On a monthly basis 
the Grievance focal person will review the records. National System will be used where worker 
concerns are not resolved, but the PIT will keep the records of resolutions and share with the Bank in 
the quarterly reports a summary of worker grievance management in the program. Workers 
grievances and their resolutions are confidential and are not to be revealed to a third party. Details 
on how GRM will be handled are provide under section 10.  
 

General Applicable Procedures 

MoCDGWSGs and contractors will apply the following guidelines when dealing with workers:  



 There will be no discrimination with respect to any aspects of the employment relationship, 
such as: Recruitment and hiring; compensation (including wages and benefits; working 
conditions and terms of employment; access to training; job assignment; promotion; 
termination of employment or retirement; or disciplinary practices.  

 Harassment, intimidation and/or exploitation will be prevented or addressed appropriately. 

 Special measures of protection and assistance to remedy discrimination or selection for a 
particular job will not be deemed as discrimination.  

 Vulnerable project workers will be provided with special protection.  

 MoCDGWSGs and contractors will provide job / employment contracts with clear terms and 
conditions including rights related to hours of work, wages, overtime, compensation and 
benefits, annual holiday and sick leave, maternity leave and family leave. Code of Conduct 
included in this LMP will be applicable for all project workers. 

 MoCDGWSGs will ensure compliance with the Code of Conduct including providing 
briefings/awareness raising on the Code. 

 MoCDGWSGs and contractors will ensure compliance with occupational health and safety 
procedures and COVID-19 specific procedures (see below) including that the workers are 
properly trained in application of the standards that are relevant to the work.  

 MoCDGWSGs and retained contractors will ensure no person under the age of 18 shall be 
employed. Age verification of all workers will be conducted by the contractors. 

 MoCDGWSGs will recruit contractors and labor locally to the extent that they are available. 

 Workers shall be recruited voluntarily, and no worker is forced or coerced into work. 

 MoCDGWSGs will supervise and monitor to ensure compliance with the above requirements. 

 All workers will be made aware of the Worker’s Grievance Mechanism (see below) to raise 
work related grievances, including any sensitive and serious grievances on SEA/SH.  

 

Occupational Health and Safety (OHS) Procedures 

 

The objective of the procedure is to achieve and maintain a healthy and safe work environment for 

all project workers (contracted workers and community workers) and the host community.  

 

 On procurement for contractors, MoCDGWSGs will avail Table 3 of the ESMF, ESCOPs and WB 
General EHSG o the aspiring contractors so that contractors include the budgetary 
requirements for OHS measures in their respective bids.  

 The contractor will develop and maintain an OHS management system that is consistent with 
the scope of work, which must include measures and procedures to address all the following 
topics listed below and in accordance with local legislation and GIIP (as defined by World 
Bank Group General EHSGs). The management system must be consistent with the duration 
of contract and this LMP. 

 Contractor will conduct workplace hazards identification and adopt all applicable E&S risk 
mitigation measures in accordance with local legislation requirements and WBG EHSGs.  

 Contractor designates a responsible person to oversee OHS related issues at the project site 
and define OHS roles and responsibilities for task leaders and contract managers. 

 Contractor should put in place processes for workers to report work situations that they 
believe are not safe or healthy, and to remove themselves from a work situation which they 
have reasonable justification to believe presents an imminent and serious danger to their life 
or health, without fear of retaliation. 



 Contractor provides preventive and protective measures, including modification, 
substitution, or elimination of hazardous conditions or substances informed by assessment 
and plan. Whenever PPEs are required for the work, it must be provided at no cost for the 
workers. 

 Contractor should assess workers’ exposure to hazardous agents (noise, vibration, heat, cold, 
vapors, chemicals, airborne contaminants etc.) and adopt adequate control measures in 
accordance with local regulations and WB EHSGs.  

 Contractors provides facilities appropriate to the circumstances of the work, including access 
to canteens, hygiene facilities, and appropriate areas for rest. Where accommodation 
services are provided to project workers, policies will be put in place and implemented on 
the management and quality of accommodation to protect and promote the health, safety, 
and well-being of the project workers, and to provide access to or provision of services that 
accommodate their physical, social and cultural needs.  

 Contractor provides for appropriate training/induction of project workers and maintenance 
of training records on OHS subjects.  

 Contractor documents and reports on occupational incidents, diseases and incidents as per 
ESMF guidance.  

 Contractor provides emergency prevention and preparedness and response arrangements to 
emergency situations including and not limited to workplace accidents, workplace illnesses, 
flooding, fire outbreak, disease outbreak, labor unrest and security.  

 Contractor provides remedies for adverse impacts such as occupational injuries, deaths, 
disability and disease in accordance with local regulatory requirements and Good 
International Industry Practices. 

 Contractor shall maintain all such record for activities related to the safety health and 
environmental management for inspection by MoCDGWSGs or the World Bank. 

 Surfaces, structures and installations should be easy to clean and maintain, and not allow for 
accumulation of hazardous compounds. 

 Buildings should be structurally safe, provide appropriate protection against the climate, and 
have acceptable light and noise conditions. 

 Fire resistant, noise-absorbing materials should, to the extent feasible, be used for cladding 
on ceilings and walls. 

 Floors should be level, even, and non-skid. 

 The space provided for each worker, and in total, should be adequate for safe execution of all 
activities, including transport and interim storage of materials and products. 

 Passages to emergency exits should be unobstructed at all times. Exits should be clearly 
marked to be visible in total darkness.  

 Equipping facilities with fire detectors, alarm systems, and fire-fighting equipment. The 
equipment should be maintained in good working order and be readily accessible. It should 
be adequate for the dimensions and use of the premises, equipment installed, physical and 
chemical properties of substances present, and the maximum number of people present. 

 Provision of manual firefighting equipment that is easily accessible and simple to use 

 Fire and emergency alarm systems that are both audible and Visible 

 Adequate lavatory facilities (toilets and washing areas) should be provided for the number of 
people expected to work in the facility and allowances made for segregated facilities, or for 
indicating whether the toilet facility is “In Use” or “Vacant”. Toilet facilities should also be 
provided with adequate supplies of hot and cold running water, soap, and hand drying 
devices. 

 Adequate supplies of potable drinking water should be provided from a fountain with an 
upward jet or with a sanitary means of collecting the water for the purposes of drinking 



 Where there is potential for exposure to substances poisonous by ingestion, suitable 
arrangements are to be made for provision of clean eating areas where workers are not 
exposed to the hazardous or noxious substances 

 Workplaces should, to the degree feasible, receive natural light and be supplemented with 
sufficient artificial illumination to promote workers’ safety and health, and enable safe 
equipment operation. Supplemental ‘task lighting’ may be required where specific visual 
acuity requirements should be met. 

 Passageways for pedestrians and vehicles within and outside buildings should be segregated 
and provide for easy, safe, and appropriate access 

 The employer should ensure that qualified first-aid can be provided at all times. 
Appropriately equipped first-aid stations should be easily accessible throughout the place of 
work 

 Sufficient fresh air should be supplied for indoor and confined work spaces. Factors to be 
considered in ventilation design include physical activity, substances in use, and process 
related emissions. Air distribution systems should be designed so as not to expose workers to 
draughts 

 Provisions should be made to provide OHS orientation training to all new employees to 
ensure they are apprised of the basic site rules of work at / on the site and of personal 
protection and preventing injury to fellow employees. 

 No employee should be exposed to a noise level greater than 85 dB(A) for a duration of more 
than 8 hours per day without hearing protection. In addition, no unprotected ear should be 
exposed to a peak sound pressure level (instantaneous) of more than 140 dB(C). 

 Marking all energized electrical devices and lines with warning signs 

 The use of asbestos containing materials (ACM) should be avoided in new buildings or as a 
new material in remodeling or renovation activities.  

 Existing facilities with ACM should develop an asbestos management plan which clearly 
identifies the locations where the ACM is present, its condition (e.g. whether it is in friable 
form with the potential to release fibers), procedures for monitoring its condition, 
procedures to access the locations where ACM is present to avoid damage, and training of 
staff who can potentially come into contact with the material to avoid damage and prevent 
exposure. The plan should be made available to all persons involved in operations and 
maintenance activities.  

 Repair or removal and disposal of existing ACM in buildings should only be performed by 
specially trained personnel following Tanzania requirements. 
 

COVID-19 Procedures 

 Contractors should ensure that workers are hired locally to the extent possible. 

 Contractors should provide training to all workers on signs and symptoms of COVID-19, how 
it is spread, how to protect themselves (including regular handwashing and social distancing) 
and what to do if they or other people have symptoms, as well as policies and procedures 
listed here. Training of workers should be conducted regularly, providing workers with a clear 
understanding of how they are expected to behave and carry out their work duties. Training 
should address issues of discrimination or prejudice if a worker becomes ill and provide an 
understanding of the trajectory of the virus, where workers return to work following 
infection.  

 A summary of basic guidelines and COVID-19 symptoms should be displayed at all civil works 
sites, with images and text in relevant ethnic languages. 

 Workers who are sick or showing possible symptoms should not be allowed on work site, 
should be isolated and referred to local medical facilities immediately. 



 Contractors should review worker accommodation arrangements to see if they are adequate 

and designed to reduce contact with the community. 

 Contractors should review work arrangements, tasks and hours to allow social distancing.  

 Contractors should provide workers with appropriate forms of personal protective 
equipment. 

 Contractors should ensure handwashing facilities supplied with soap, disposable paper 
towels and closed waste bins exist at key places at the work site. 

 MoCDGWSGs and contractors should together implement a communication strategy with 
the community in relation to COVID-19 issues on the site.  

 

Contractor Management Procedures  

 

The objective of this procedure is to ensure that MoCDGWSGs has contractual power to administer 

oversight and action against contractors for non-compliance with the LMP.  

 

 MoCDGWSGs will make available relevant documentation to inform the contractor about 
requirements for effective implementation of the LMP.  

 MoCDGWSGs will include the provisions of the ESMF, LMP and other relevant documents 
into the specification section of the bidding documents. The contractors will be required to 
comply with these specifications. 

 Contractor will raise worker awareness on the Code and Conduct. 

 Contractor will show evidence of OHS and Emergency Preparedness procedures. 

 MoCDGWSGs will monitor contract’s E&S performance during its regular site visits utilizing 
contactor reporting or external monitoring/supervision consultants where available. Where 
appropriate, MoCDGWSGs may withhold contractor’s payment or apply other contractual 
remedies as appropriate until corrective action(s) is/are implemented on significant non-
compliance with the LMP, such as failure to notify MoCDGWSGs of incidents and accidents.  
 

Procedures for Primary Suppliers 

The objective of the procedure is to ensure that labor-related risks, especially child and forced labor 

as well as serious safety issues to the project from primary supply workers are managed. 

MoCDGWSGs and all contractors will undertake the following measures:  

 

 Procure supplies from legally constituted suppliers.  

 To the extent feasible, conduct due diligence to ensure that primary suppliers conduct age 
verifications, employ workers without any force or coercion, and maintain basic OHS 
systems.  

 

Procedures for Community Workers 

The program may involve community workers especially for component 2 which aims at 

strengthening economic opportunities where the program will involve local communities and groups 

for program activities such as capacity and trainings. . The objective of this procedure is to ensure the 

community workers offer their labor voluntarily and that they agree to the terms and conditions of 



employment. MoCDGWSGs and contractors using community workers will apply the following 

guidelines when dealing with community workers:  

 

 MoCDGWSGs will develop standard working times, remuneration systems (depending on the 
type of work), methods of payment, timing of payment, and community worker Code of 
Conduct, which will apply to all project activities.  

 MoCDGWSGs and contractors should consult communities and document their community 
meetings where members agree to conditions of community worker recruitment. The 
agreement should include details on nature of work, working times, age restrictions (18 and 
above), remuneration amount, method of payment, timing of payment, individual signatory 
or representative signatory of meeting resolution 

 Contractors will have the terms and conditions discussed, explained, negotiated and 
documented through joint community meetings, with each community employee showing 
consent through signing the attendance register of the meeting which made the 
employment resolutions.  

 MoCDGWSGs and contractors train community workers on key LMP issues, including SEA/SH, 
OHS, COVID-19, Community Health and Safety, safe use of equipment and lifting techniques, 
and the relevant grievance mechanisms. 

 

Worker Accommodation 

 

If accommodations are provided for workers, contractors will ensure that they are provided in good 

hygiene standards, with fresh drinking water, clean beds, restrooms and showers, clean bedrooms, 

good illumination, lockers, proper ventilation, safe electrical installation, fire and lightening 

protection, separate cooking and eating areas. There will be separate facilities provided for men and 

women. The contractors will be liable to comply with "Workers’ Accommodation: Processes and 

Standards: A guidance Note" by IFC and the EBRD. 

 

Institutional Arrangement for Implementation of the LMP  

 

MoCDGWSGs will carry the main responsibility for the implementation and monitoring of the LMP. 

[Responsible parties at the implementing agency] will identify subproject activities, prepare 

subproject designs and bidding documents, as well as procure contractors. [Responsible parties at 

the implementing agency] will be responsible for contractor and site supervision, technical quality 

assurance, certification, and payment of works. [Responsible parties at the implementing agency] 

will ensure that labor management procedures are integrated into the specification section of the 

bidding documents and the procurement contracts. 

  

Grievance Mechanism 

 

There will be a specific Workers Grievance Mechanism (Worker GM) for project workers as per the 

process outlined below. This considers culturally appropriate ways of handling the concerns of direct 



and contracted workers. Processes for documenting complaints and concerns have been specified, 

including time commitments to resolve issues. Workers will be informed about the relevant Worker 

GM upon their recruitment and their right to redress, confidentiality and protection against any 

reprisals from the employer will be stated in the contract. 

 

Routine Grievances 

The process for the Worker GM is as follows:  

 Any worker may report their grievance in person, by phone, text message, mail or email 
(including anonymously if required) to the contractor as the initial focal point for information 
and raising grievances. For complaints that were satisfactorily resolved by the aggrieved 
worker or contractor within one week of receipt of complaint, the incident and resultant 
resolution will be logged and reported monthly to the [responsible parties at the 
implementing agency].  

 If the grievance is not resolved within one week, the contractor (or the complainant directly) 
will refer the issue to the [responsible parties at the implementing agency – this may be site 
level, local, regional]. The [responsible parties at the implementing agency – this may be site 
level, local, regional] will work to address and resolve the complaint and inform the worker 
as promptly as possible, in particular if the complaint is related to something urgent that may 
cause harm or exposure to the person, such as lack of PPE needed to prevent COVID-19 
transmission. For non-urgent complaints, the [responsible parties at the implementing 
agency – this may be site level, local, regional] will aim to resolve complaints withing 2 
weeks. For complaints that were satisfactorily resolved by the [responsible parties at the 
implementing agency – this may be site level, local, regional], the incident and resultant 
resolution will be logged by [responsible parties at the implementing agency – this may be 
site level, local, regional] and reported monthly to [national level responsible parties at the 
implementing agency] as part of regular reporting. Where the complaint has not been 
resolved, the [responsible parties at the implementing agency – this may be site level, local, 
regional] will refer to [national level responsible parties at the implementing agency]  for 
further action or resolution.  

The workers will preserve all rights to refer matters to relevant judicial proceedings as 

provided under national labor law.  

At [national level responsible parties at the implementing agency] level, each grievance record 

should be allocated a unique number reflecting year, sequence and township of received complaint. 

Complaint records (letter, email, record of conversation) should be stored together, electronically or 

in hard copy. The [the implementing agency] will appoint a Worker GM Focal Person, who will be 

responsible for undertaking a monthly review of all grievances to analyze and respond to any 

common issues arising. The Focal Person will also be responsible for oversight, monitoring and 

reporting on the Worker GM.  

Serious Grievances 

 

In case a worker experiences serious mistreatment such as harassment, intimidation, abuse, 

violence, discrimination or injustice at the workplace, the worker may raise the case, verbally or in 



writing directly to the contractor or [implementing agency – at different levels]. The contractor will 

immediately refer the case to MoCDGWSGs. The MoCDGWSGs will immediately investigate the case 

respecting confidentiality and anonymity of the worker.  

 

Upon project effectiveness, the MoCDGWSGs will designate a Focal Person or Persons for Serious 

Grievances. These Focal Persons will receive training in investigating serious grievances, relevant laws 

and regulations, and World Bank standards including the rights of people who file a grievance. 

MoCDGWSGs and the World Bank will jointly develop culturally-sensitive and locally-appropriate 

roles and responsibilities, and procedures. 

  

In case a direct worker or civil servant has a serious grievance, the staff may directly contact verbally 

or in writing the Focal Person for Serious Grievances.  

 

All complaints received will be filed and kept confidential. For statistical purposes, cases will be 

anonymized and bundled to avoid identification of persons involved.  

 

Code of Conduct  

 

 Treat women, children (persons under the age of 18), and men with respect regardless of 

ethnicity, language, religion, political or other opinion, national, social origin, citizenship 

status, property, disability, birth or other status. 

 Do not use language or behaviour towards women, children or men that is inappropriate, 

harassing, abusive, sexually provocative, demeaning or culturally inappropriate. 

 Do not participate in sexual activity with community members. 

 Do not engage in sexual favors or other forms of humiliating, degrading or exploitative 

behaviour. 

 Do not engage in any activity that will constitute payment for sex with members of the 

communities surrounding the workplace. 

 Report through the Worker GM suspected or actual gender-based violence against a person 

of any gender by a fellow worker or any breaches of this Code of Conduct. 

 Use any computers, mobile phones, or video and digital cameras appropriately, and never to 

exploit or harass women, children or a vulnerable person through these mediums.  

 Comply with all relevant local legislation. 

 Engaging in any of the prohibited activities above can be cause for termination of 

employment, criminal liability, and/or other sanctions. 
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