REPUBLIC OF ZAMBIA

SEPL TOWN COLy,

CHASEFU TOWN COUNCIL

G;{!EVANCE REDRESS MECHANISM (GRM) FOR CHASEFU TOWN COUNCIL
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INTRODUCTION
The Grievance Redress Mechanism (GRM) provides the framework for receiving and

managing all gricvances from stakeholders and parties dﬁe(ted by the activities of the
projects. It is set out to cover all operational locations and outlmcs the principles dnd provides
arrangements for receiving, resolving, and managing complaints from the community through
the Local Authori(y up to the PMU. It offers multiple avénues' for receiving Complaints as
well as the protocol for i‘cceivi11g and managing complaints from c_oﬁxmunilies in a safe,
cthlc.al conﬁdemml rcsponswc and non- stxgmatl/mg manner. The GRM will utilize these
exm(mg phannclb 1()1 reporting the complaints Wthh are outlined in LAs respectlve service
charters and str en;;tllen them as nueded.

OBJECTIVES

¥/ To provide a transparent and accessible platform for receiving and resolving
c<>>u,>1,plaint,_s A .

v To chhancc accounlability and improve seryice delivery

v T o promotc stakeholder engagement and bulld publlc trust

v' To address and resolve concerns of PloJu,L Affected Pu sons (PAPs) in a fair and

Timely manner.

MODES OF RECEIVING GRIEVANCES
There are many modes of receiving the grievances available which include but not limited to
walk-in complaints/suggestion box, telephone hotline, mobile GRM units/Outreach T'eams,

online platforms, social media and through community focal points or WDCs.

(a) Walk-In Complaints/ Suggestion Box.
Community members can visit Clw@fu Town council offices and lodge grievangces in
person or drop written complamts anonymoubly ina Suggestlon Box. This mode of
receiving grmvamcq Would help those W]lhout aceess lo phoncs or mtcmet and can

promote inclusivity in rural SC[UHgb
(b) Felephonc hotline/ call centre

A dedicated phone line for citizens to call and report issues directly to GRM ofﬁcers

on the following contacts: 0771182644 (Ms Niza, PRO), 0977525497 ( Mr Vernon,
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Asst.PRO). This would hdp real-time or urgent complaints, especially in areas with

llmlted hterdcy

(¢) Written submissions (letters/complaints)
Formal letters and predesigned complaint forms submitted to the council office or
ward development committees. This would help address the detailed, formal

grievances, including those that may require supporting documents.

(d) Communlty meetings/ public hearings
(omplamts are voiced during scheduled ward meetings. This mode would be more
ideal for collective concerns or project-related disputes that affect groups of people.
() Mﬁ,bile GRM Units/Outreach Teams _
GRM officers visit remote of project-affected areas to receive complaints directly
ﬁ'dm community members. This would help the Hard-to-Reach communities or areas
al’l'cL{tcd by infrastructure projects.
gl) Ohlﬁie Platforms/ email submissions
This" will deal witl{ gt'ievexllccs -"sul)mitted through designated Council email address or

thxough an onlinc form on Lhu official WCb%ItC% ;www.chasefucouncil.gov.zm or

towncounul@ gmdll com
(g¢) Social Media Channel

Monitoring of official council facecbook page; Chasefu Town Council

PROCESS OF HANDLING GRIEVANCE REDRESS MECI{ANISM

This Grievance Redress Mechanism is for the Chasefu Town CounCil and operational of

projects in Chasefu District. This. 1 cchq nism w:ll help to addlcss all issues, problems or

claims which might arise as a result of 11nple;1_p;,p‘t1n&2 this pgqect. In order to ensure

stakeholder participation, the grievance redress mechanism will be easily accessible,

confidential, transparent and culturally acceptable. A focal poim person will be appointed

with a responsibility of receiving complaims from clients, individuals and communities This

complaint will be escalated to thc right pcrson or departmont to mvemgate and handle within

the stipulated days as hlghhghtcd on the dmgram bpluw
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All correspondence must
be addressed to the
Council Secretary

In reply quote no..........

CIVIC CENTER

REPUBLIC OF ZAMBIA  TO BOX530282

CHASEFU TOWN COUNCIL CHASEFU
towncounclichasefu@gmall.com

EXTRACT COPY OF MINUTES OF FINANCE ORDINARY COUNCIL MEETINGS
HELD ON WEDNESDAY 16™ JULY, 2025 IN THE EMUSA SCHOOL HALL AT

12:30 HOURS.

COUNCILLORS PRESESNT:

Chimwemwe Banda H.
Phiri Wickliffe
Mkandawire Salome
Banda Obote S.
Ngulube Gabriel
Gondwe Chilibwe
Kennedy Zimba
Chakwila Aaron
Chavula Bornface
Gondwe Malukuta
HRH Chief Phikalamaza

IN ATTENDANCE

Eng. Bwalya Kennedy
Mr. siamuntu Tommy

Mr. Jeff Mweenge

Mr. Augustine Kapembwa
Mr. Joseph Mwanza

Mr. Kahalawe Alfonso
Mr. Roman Chipemba
Mr. Aaron Kapepa

Mrs. Dorcus M. Mutenguna
Mrs. Lontia Phiri S.

Mr. Vernon Muwema
Ms. Christine Chanda

Mr. Milupi Edwin Milupi
Mr. Fred Mulenga

Mr. Aaron Kapepa

Mr. Kambani Tonga

Mr. Malizany Sakala

- Chasefu District - Council Chairperson
- Chizingizi Ward - Deputy Chairperson
- Kapilisanga Ward - Member
- Nkhanga Ward - Member
- Manda Hill Ward - Member
- Luwerezi Ward - Member
- Chaboli Ward - Member
- Membe Ward - Member
- Magodi Ward - Member
- Susa Ward - - Member

- Phakalamaza - Member

- Council Secretary

- Director Finance

- Director Planning

- Director I‘isheries and Livestock

- District Community Officer

- District Agricultural Coordinator
- Ag. Director IHealth

- Civil Engineer

- Chief Human Resource Officer

- Chief Administrative and Committee Officer
. Assistant Public Relations Officer
- Station Fire Officer

- Senior _ll,pgal Assistant

- Procurement Officer

- Civil Engineer

- IEducation Planner

- Ag. Internal Auditor



Mr. Luyando Mudenda
Mr. Banda Ozias

Mr. Glaswell Chilembo
Miss. Kamanga Niza
Ms. Maureen Anganile
Mr. Billiard Zulu

Mrs. Priscilla Tembo K

- Land Surveyor

- Social Welfare

- Senior Health Inspector
- Public Rcld‘uon Oﬁ icer
- DACA - :

- Profcssu)nal Assistant

- Administrative Officer

MS. Nkhoma Rhanphunildah - Ag Committee Clerk

BY INVITATION
Mr. Jimmy Phiri
Rev. Lovemore Nyirenda

- District Commissioner
Chasefu District

CALL OF ORDER :
The meeting was called to order at 12:0 houw followed by a
prayer Council Chairperson.

CM/18/07/25:

CM/ 28/07/25:

NOTICE OF MEETING.

The meeting was declared open at 12:07 hours and subsequently, the Council
Secretary Iing. Bwalya Kennedy read the notice convening the Meeting.
ZAMBIA DEVOLUTIQN SUP.,PORT,APR()GRAMME (ZDSP)

The Council Secretary presented for consideration of the Council that, The
ZDSP was a five-year program (2023-2027) with a total budget of US$ 21Q
million, executed through the Ministry o_f Tocal Government and Rural
Development (MLGRD), The ZDSP had set out criterions for the Local
Authorities to meet for any of them to had a share of the US $ 210 million, -

In 2023 Chasefu Town Council met the criteria and qualified for a share of the
US $ 210 million and was given Kwacha 2,600,000 which would be spent on
the installation of street lights in Emusa while for 2024 Chasefu would get
Kwacha 493,002.09.

For the Council to continue receiving these funds, there were certain
documents were to develop, among other 1cqu1remcntq and be able pubhsh
them before the deadline day set out by the ZDSP on our Chasefu Town
Council website https: //www chaseiucouncnl gov.zm which members were
free to access on their computer of Smdll phones.

In view of the above it was to submit to the Council the following documents
attached hereto for the approval. i

a) Stakeholder l-ingagcmeht Plan



b) Environmental, Social, Health and Safety Policy
¢) Grievance Redress Mechanism

In plenary on proposal by Councilor Malukuta Gondwe and duly seconded by
Councilor Banda Obote S. it was; ‘

RESOLVED THAT:

The Zambia Devolution Support Programme (ZDSP)be approved.

CERTIFIED TRUE COPY OF THE PRECCEDING OF THE ORDINARY COUNCIL
MEETING HELD ON 16™ JULY, 2025 AT 12:30 HOURS AT EMUSA SCHOOL
HALL. =S Z %
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