Information on

Grievance Mechanism

Background

Within the context of the Beirut Housing Rehabilitation and Cultural and
Creative Industries Recovery project, BERYT, UN-Habitat has_established

a Grievance Mechanism (GM) which will ensure that stakeholders have the
opportunity to provide feedback, submit enquiries and requests for information,
as well as submit complaints related to the project.

Survivors of sexual exploitation and abuse (SEA) will be referred to service
providers specialized in providing support to survivors of SEA. Referrals will be

consent-based.

Any allegations of SEA will immediately be referred to the UN Office of Internal
Oversight Services (OI0OS) for investigation, whether the allegations are
towards UN-staff, contractors or implementing partners.

Main message

UN-Habitat encourages stakeholder involvement
related to the BERYT project and provides various
channels for stakeholders to provide feedback,
make an enquiry, a request or complaint. The GM
should be accessible to all groups that may have
opinions or issues with the project.

This can be done through UN-Habitat's website,
WhatsApp, e-mail, physically using the complaint
boxes or in person with BERYT partners.

‘Who can provide feedback,
inquiry/request or complaint
related to the project?

Anyone who is affected by or has an opinion about the project may submit feedback, make an enquiry, a request
or complaint related to this project. This could involve but is not limited to, complaints about air pollution,
vibration, noise, generation of waste and debris, access to the residence, work, or services, consumption of energy
and water, health and safety hazards, community health and safety, labour influx or lack of sufficient information

and communication related to project activities and the GM.

Complaints may also include exclusion of marginalized groups/discrimination of refugees, migrants, poor
Lebanese households, persons with disabilities, LGBTQl+ community, female-headed households and the elderly.

Anyone who has been subject to or suspects any form of sexual exploitation and abuse or sexual harassment
by anyone involved with the project can also provide feedback, make an enquiry, a request or complaint.
Any complaint will be directly referred to trained investigators and/or experienced service providers via the

Environmental‘and Social Safeguards (ESS) Team.
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All feedback, enquiries, requests or
complaints may be delivered anonymously.
All personal data will remain confidential and
will not be shared with external parties.

Complainants can choose to submit their .
grievances anonymously. If contact details How to submit feedbaCkS

are provided, the project will directly contact make an enquiry,
the complainant via their preferred methods .

of contact. If the complainant prefers to a request Ol: complalnt
submit complaint anonymously, the project to UN-Habitat?

may not be able to provide direct feedback to

the complainant.

Step 1:
Identify preferred method to provide feedback, make an enquiry, a request or complaint

Suggestion and Complaint Box Hotline/WhatsApp

- Boxes will be emptied on a weekly basis Call us or send a message via
- Use it for sensitive and anonymous feedback/complaints WhatsApp at +961 81 582 376
- QR code for a map indicating box locations

Help and Information Desk Website/E-mail Public Hearing/Meeting

For verbal or written feedback/ - Use this for urgent and Information about these public

complaint reach out to the BERYT immediate issues meetings will be announced

Office located in Mar Mikhael - Contact us at https://bitly/GMEng W on UN-Habitat's website and
or send an e-mail to: social media
unhabitat-lb-gm@un.org

Step 2:

Provide feedback, make an enquiry, a request or complaint by filling the online form on:
https://bit.ly/BERYTGMEng

or send an e-mail to: unhabitat-lb-gm@un.org. It is also possible to leave a message
on WhatsApp or provide a written note in one of the project’'s complaints boxes. To
learn more about the location of these boxes, please scan the following QR code.

Step 3:
Provide all, or as much as possible of the information requested. Please be as detailed as possible to facilitate review.

'Step 4: ’
If the complainant has shared contact details, a notification that the complaint has been registered will be sent.

What happens next?

~ All feedback, enquiry, request or complaint will be registered with UN-Habitat. Complaints and enquiries require
follow-up and investigation. The result of the investigation and any applicable action will be shared with
complainant if contact details are available.

Response time

The response time is within 17 days of receiving the complaint. Once a complaint has been received, the
complainant will receive an automatic reply containing information about the next steps andiresponse time.
Final note:

All feedback, enquiries, requests or complaints are important to the project and will be, taken seriously.

The Lebanon Financing Facility (LFF) is a multi-donor trust fund administered by the World Bank to kickstart the immediate
socio-economic recovery of vulnerable populations and businesses affected by the Port of Beirut explosion of August 2020
and to support the Government of Lebanon catalyze reforms and prepare for medium-term recovery and reconstruction
The LFF is kindly supported by Canada, Denmark, the European Union, France, Germany and Norway.
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