DEBSWANAL)

Public Complaints Procedure

|. Complaint received by

Debswana operation via:

Email Telephone/ Letter During a Meeting
Hotline

2. Complaints coordinated and recorded (using Complaints Log) by the Complaints Coordinator

v

3. Complaints Coordinator sends
acknowledgement of receipt of complaint
within two working days and outlines
how complaint will be processed.

4. Complaints delegated to relevant department and addressed accordingly

. Environment,
HR Production Procurement I etc. ]
Community |

5. Complaints Coordinator or relevant department provides response to complaint (including any proposed
mitigation measures) within two weeks of receipt of complaint

A

A

6. Complaints Coordinator checks to see if response is considered to be adequate by complainant

If complainant is happy with operation’s response

If complainant is not happy with operation’s response

v

Complaint resolved successfully

Key:

Internal processes

A 4

7. Consider convening a Grievance Review/
Appeal Panel

Interaction with the complainant




