
Sustainable Wildlife
Management (SWM)

grievance redress mechanism

 

WHAT IS A GRM? 
GRM means grievance redress mechanism. Anyone negatively affected by a project can use the GRM to 
complain. The GRM will help to find a satisfactory resolution.

The SWM Project is mainly being implemented in the Rupununi, Region 9, Guyana. However, some 
activities are also being implemented on the coast in Georgetown. 

All complaints must be made in writing. Complaints can be first reported via telephone (call, text message or 
WhatsApp) or email. This must be followed by a letter written to the site manager at the SWM Office in Lethem. If 
writing is difficult, the site manager can help or can find someone trustworthy to assist you with writing. If the 
complaint involves the site manager or country coordinator, it must be submitted to the site coordinator. See contact 
details in the last page of this document.

WHY IS IT IMPORTANT?
Trust is important to the Sustainable Wildlife Management Programme and its partners. Everyone’s voice 
should be heard so that  we can work together to achieve our goals.

Strong environmental and social standards are central to the SWM Programme. By providing a way to let 
us know when things aren’t right, we can address issues effectively and maintain these standards. 

We work as part of the community. The GRM gives individuals and groups of people, local and indigenous 
communities, and organizations impacted by the project an effective, timely, accessible and transparent 
process for expressing concerns about the project.

WHAT LOCATION(s) DOES THE GRM INVOLVE?

HOW DO I MAKE A COMPLAINT? WHOM DO I TELL?

 

 

 

SUPPORTED BY



WHAT CAN I MAKE A COMPLAINT ABOUT? 

Natural resource management: This is the way people manage natural resources such as water, soils, land and the forest. 
Natural resources should be managed in a sustainable way so that they can be used for generations to come. A complaint 
can be made about any SWM activity that is negatively impacting or might negatively impact, directly or indirectly, natural 
resources. A complaint can also be made when natural resources are badly managed.

Biodiversity, ecosystems and critical habitats: FAO and SWM aim to manage ecosystems sustainably to maintain the 
services and benefits they provide. A complaint can be made about any SWM activity that could affect biodiversity, the 
ecosystem and its functions, including damage to the habitat. 

Plant genetic resources for food and agriculture: FAO and SWM aim to promote sustainable crop production and 
improvements. Complaints can be made about any SWM activities that could negatively impact the range (diversity) of 
plants that are used or could be used in agriculture. These include crops for food, livestock fodder and fibre. 

Animal-livestock and aquatic-genetic resources for food and agriculture:  FAO and SWM aim to promote the sustainable 
management of livestock and aquatic genetic resources, preventing the loss of valuable genetic diversity. Complaints can 
be made about SWM activities that could negatively impact animal species, such as cattle, poultry and pigs, that are used 
for food. Complaints can also be made about activities that affect aquatic plants, animals and microorganisms used in 
aquaculture and fisheries.

Pest and pesticide management: This involves the use of chemicals or biological materials to control pests and weeds. SWM 
aims to reduce pesticide use and ensure the health and safety of farming communities, consumers and the environment. 
Complaints can be made about pesticides being overused or used unsafely. They can also be made about SWM activities 
that indirectly increase pesticide use, such as establishing irrigation schemes or intensifying crops.   

Involuntary resettlement and displacement of people: This involves moving people from their homes or causing them to 
lose assets leading to a loss of income or livelihood. This can be full or partial, permanent or temporary. FAO and SWM do 
not allow forced eviction. They work to minimize adverse social and economic impacts from restrictions on land or resource 
use and from land or resource acquisition. Complaints can be made if you have been forced to move or have suffered 
financial loss due to restrictions placed on the land.

Decent work: This is productive work for women and men in conditions of freedom, equity, security and human dignity. 
FAO and SWM promote direct action to foster decent rural employment, fair treatment, non-discrimination and equal 
opportunity for all workers. Complaints can be made about any SWM activity that may affect decent work for women and 
men, adults and youth.

Gender equality: This is giving men, women, boys and girls equal rights, responsibilities and opportunities. FAO and SWM 
seek to strengthen women’s and men’s participation in development programmes. Complaints can be made if you believe 
the views of any group haven’t been sufficiently considered or if there are barriers to any gender fully participating in the 
programme.

Indigenous peoples and cultural heritage: FAO and SWM ensure that the United Nations Declaration on the Rights of 
Indigenous Peoples is respected in all projects and activities. A complaint can be made about any SWM activity that 
negatively affects indigenous peoples’ rights, their lands, natural resources, territories, livelihoods, knowledge, social 
fabric, traditions, governance systems and culture or heritage.

This GRM does not apply to:

 Complaints relating to projects that are not being run by the SWM Programme or to issues arising after the SWM 
Programme has ended that cannot reasonably be considered results of the project.

 Complaints raising issues that have already been reviewed unless significant new information is available or there has 
been a significant change in circumstances.

A complaint can be made about the individual behaviour of consultants, rangers, surveyors or other staff working for SWM 
or its partners (Caiman House, North Rupununi District Development Board [NRDDB], Rupununi Livestock Producers' 
Association [RLPA], South Rupununi District Council [SRDC], South Rupununi Conservation Society [SRCS] or Visit Rupununi 
[VR]). When the complaint is related to allegations of human rights violations, fraud, corruption or other types of 
misconduct, the site coordinator will report it to The Food and Agriculture Organization of the United Nations [FAO] Office 
impact General.

A complaint can also be made about SWM-funded activities or project activities that have a negative impact on social or 
environmental matters. These include:



HOW TO MAKE A COMPLAINT
WHO CAN MAKE A COMPLAINT?

WHEN SHOULD I MAKE A COMPLAINT?
As soon as possible: The complaint should be made as 
soon as a negative impact is noticed or predicted.

As much detail as possible. Names, designations (positions such as Community 
Health Worker [CHW] or toshao or farmer), addresses and contact information of 
the complainants and or their representative(s) must be included. The facts on which 
the complaint is based should be described:what happened or is happening, when it 
happened (time/date/how many times), where (location) and who was involved. Any 
attempts to resolve the issue before making the complaint should be included.

WHAT SHOULD I INCLUDE IN A COMPLAINT?

HOW TO SUBMIT A COMPLAINT?  
All complaints must be made in writing, but complaints may first be reported 
verbally (spoken), via telephone (text message or WhatsApp) or email, but must 
be followed by a written letter to the site manager. If writing is difficult the site 
manager will assist with writing or find someone trustworthy to assist with 
writing. The site manager must sign the written complaint within two to five 
working days and must record it in the grievance logbook. If the complaint 
involves the site manager or country coordinator, it must be submitted to the site 
coordinator. The site manager will respond, acknowledging receipt and providing 
a tentative date for the resolution of the issue.

ANYONE who believes that they have been or may be negatively affected by SWM 
project activities can make a complaint. This includes individuals, groups of people, 
representatives of people or groups (such as local and indigenous communities), 
organizations (such as the NRDDB or SRDC) or associations (such as the RLPA or 
SRCS).
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HOW IS A COMPLAINT HANDLED?

DISCLAIMER: This document was produced with the �nancial assistance of the European Union. The views expressed herein can in no way be taken to re�ect the o�cial opinion of the EU.

Contact
Hannah Andries
Site manager - Sustainable Wildlife Management O�ce
Email address - andries1988h@gmail.com
www.swm-programme.info/country-guyana
Sustainable Wildlife Management (SWM) Programme
174, Lethem, Region 9, Guyana

Nathalie van Vliet
Site coordinator
Email address - nathalievanvliet@yahoo.com
www.swm-programme.info/country-guyana
Sustainable Wildlife Management (SWM) Programme
9, rues de barrys, 30570 Valleraugue France

Contact

1 REGISTER THE COMPLAINT
The site manager must sign the written complaint within two to �ve 

working days and must record it in the grievance logbook. All complaints 
should be submitted to the site manager in Lethem.

5 AGREEMENT ON RESOLUTION PROCESS

The site manager will work with the site coordinator and 
country coordinator to reach an acceptable resolution.

6 IMPLEMENT AGREED RESPONSE
If an acceptable resolution is reached, the solution will be 

carried out.

 ASSESS
The site manager will ensure the complaint meets the formal requirements and check whether the 

complaint is admissible.

2

 INFORM AND ACKNOWLEDGE

The site manager will immediately inform the site coordinator and country coordinator of any complaint 
raised. They will work together to review and resolve the issue. The site manager will inform the respective 
community’s village council via telephone (if this is an option) or email  (if this is an option), followed by a 

letter. If the complaint involves a village council, the site coordinator will inform the project management unit.

RESOLVING THE ISSUE

3

4
The site manager will work with the site coordinator and country coordinator to review and resolve the 

problem. The village council will be invited to participate in the resolution process,
if the complaint involves community member(s) or a village council.

If complainant does not receive a response 
within the proposed time, or is not satis�ed 

with the outcome, he/she can refer the 
matter directly to the PMU (second level) in a 

letter of appeal. The site coordinator may 
also refer the matter directly to the PMU if 
he/she is unable to address the complaint.

No
agreement

Further action : Complaint referred to 
Programme Management Unit (PMU) 

by letter of appeal

Help us communicate about this GRM within your community or your members.
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