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APPENDIX - 1: Process Flowchart for Managing External Grievances 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Reported to ECC (160) 
Received by letter or 
published in Media 

HSE Group reviews and 
forwards the grievance to the 

concerned HSE Team 

Grievance by External Stakeholder/Party 

Reported through KOC 
Website or Social Media 

Receiver reports to Information Team, who records the grievance in the Register with contact details 

If it is a Social issue, inform 
TL Local Relations for action 

If it is an HSE issue, inform 
Manager HSE for action 

If it is a Security issue, inform 
Manager Security for action 

TL Local Relations reviews 
and forwards the grievance to 
the concerned Planning Team 

Security Group reviews and 
forwards the grievance to the 

concerned Security Team 

Pertinent Planning/HSE/Security Team reviews the grievance 

Pertinent 
Planning/HSE/Security Team 
forwards the grievance to the 
responsible Controlling Team 

for Action 
(Informs Corporate/ Asset PSM 

Team for PSM related issues) 

 

Grievance valid 

Recommends resolution back 
to the Controlling Team 

Justification 
Satisfactory 

Yes 

Yes No 

No 

Re-assigns the grievance to the 
appropriate Controlling Team 

Not Valid Not 
Applicable 

Responsible Controlling Team 
investigates the grievance 

 

Complaint Valid 
& Applicable 

Pertinent Planning/HSE/Security 
Team reviews the Justification 

(Not Applicable or Invalid) 
 

Responsible Controlling Team takes necessary action(s) to resolve the grievance 

Responsible Controlling Team updates status in the System 

Concerned Planning/HSE/Security Team reviews the Action 

Action accepted 

Yes 

No 

Close resolution in System 

Yes 

No 

System notifies TL Local Relations / Manager HSE / Manager Security (as per the case 
Social/HSE/security) on the closure, who verifies and approves the resolution in the System 

Information Team posts the resolution in the Website and also notifies the external Stakeholder/ Party 

of the resolution for their grievance 

System notifies Information Team of the resolution 

1 WD 

1 WD 

Note-1:  WD = Working Day;   AP = Action Plan  

2 WD 

 Weekly 
update 

 15 WD max. 
for a 

grievance 

5 WD / AP 

3 WD 
1 WD 

1 WD 

Note-2:  This process will be available in KOC internet webpage.  

Start  
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Appendix - 2: External Grievance Reporting Form Template 

External Grievance Report 

S
e

c
ti

o
n

 A
 

(R
e

fe
r 

N
o

te
 2

) 

Name of the 
Reporter:2 

 Name of Entity 
(if applicable):2 

 

Contact No.:2  E-mail ID:2  

Confidentiality 
requested:2  Yes  No 

S
e

c
ti

o
n

 B
 

Date:   

Location of 
Grievance 

 

Time:  

S
e

c
ti

o
n

 C
 Description(s) of 

the Grievance: 
 

Attachment: 
*Note: any attachment, i.e., photos or materials can be added for 
providing the details of the Grievance. 

Notes:  

1. This External Grievance Reporting form shall be available in the KOC Website for reporting 
grievances by external stakeholders/parties. 

2. This information shall be maintained confidential in case the reporter request so. 
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Appendix - 3: External Grievances Register Template 

External Grievances Register 

SI # 
Name of the 

Reporter* 

Name of 
Entity (if 

applicable)* 

Contact 
No.* 

Date Time Location Description Resolution Status 

1    
 

     

2    
 

     

3    
 

     

4    
 

     

5    
 

     

6    
 

     

7    
 

     

8    
 

     

9    
 

     

10    
 

     

*Note: This information shall be confidential and available/visible only for Information Team, in case the reporter request so. 


