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Grievance
policy

Enables individuals in the Zantchito Entrepreneurship
programme to formally report inconsistencies or
concerns, aligning with UNDP Malawi's existing corporate

policies and ensuring visibility at all incubators.
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Grievance
Policy

This grievance policy and its procedures are intended as a
mechanism by which an individual, who is engaged with the
Zantchito Skills for Jobs — Entrepreneurship and Access to
Finance programme (hereafter Zantchito Entrepreneurship), may
formally notify an inconsistency or report a concern relating to a
breach of the programme policies, procedures or processes.

This policy is intended to complement and align with the
existing corporate policies of the implementing organisation of
Zantchito Entrepreneurship, the United Nations Development
Programme (UNDP) in Malawi.

This grievance policy will be shared with all incubators involved
in the Zantchito Entrepreneurship programme, and a grievance
poster will be displayed at each incubator.
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Process for raising a grievance

In the event of an individual wishing to raise a grievance, the following process

will be applied:

m Engagement with the specific incubator

An individual who has a grievance, should raise the matter with their Business
Development Officer/Incubation Manager immediately either verbally or in
writing (see Appendix 1). This will be recorded, and the matter discussed with
the incubator team and notified to the Zantchito Entrepreneurship programme
team and an agreed course of action will be recommended. All reasonable
attempts will be made to address the grievance within 5 working days of the

grievance being raised.

m Engagement with the programme team

If the grievance remains either unresolved or that the individual who submitted
the grievance is unsatisfied with the response, then a formal written grievance
form should be submitted to (see
Appendix 2). The Team Leader of Zantchito Entrepreneurship will coordinate

a discussion with the Programme Director of Cadmus UK (and where
appropriate, the Cadmus Head of Operations and Compliance) to agree the

appropriate course of action.
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https://entrepreneurship.zantchitomalawi.org/wp-content/uploads/2024/06/Greviance-Policy-Appendix-1.pdf
https://entrepreneurship.zantchitomalawi.org/wp-content/uploads/2024/06/Greviance-Policy-Appendix-2.pdf
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A response will be provided within 5 working days (unless an extended period

of time is agreed upon by both parties) which may include:

e A meeting to understand the grievance in more detail

e Provide a clarification if there is a requirement for this

e Undertake an objective investigation

e Propose a course of action that is jointly agreed by the incubate and the
programme

e Escalate the issue to the programme donors

Any grievance raised will be recorded by the programme team.

Escalation to the programme donors

Where grievances are not adequately resolved via the programme grievance
response channels, or where the nature of the grievance is complex, or
indicates misconduct relating to sexual abuse, exploitation or harassment or
fraud and corruption, or serious misconduct, the grievance will be escalated to
Zantchito’s funding donors (UNDP and/or the European Union as applicable).
This will be communicated to the individual who has raised the grievance

SRS ST EVA including the subsequent response process that will
be adopted.

The process for acknowledging, assessing, and addressing grievances escalated

to the donor(s) will be aligned with the procedures of the respective donor.
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Anonymous reporting

Concerns relating to sexual exploitation, abuse or harassment may also be

reported to the donor directly at F{S o qiestielerete (Tl bhete SRRl

Individuals may also report concerns related to
sexual harassment, abuse and harassment, fraud or

raise grievances anonymously using Cadmus’ groups

confidential hotline: JEy ER/ NN SEREVIOT PV L7 K0l

Protection

Zantchito Entrepreneurship is committed to the protection from retaliation of
any individual who reports a grievance or undertakes a whistleblowing action,

provided the grievance report is made:

e ingood faith;

¢ in the reasonable belief of the individual raising the grievance that the
concern constitutes unethical behaviour, or a breach of an applicable policy
or procedures or the law; and

e is made by the individual to an appropriate person or in line with

procedures described in this policy

There is no time limit for grievances to be reported. However, for grievances to
be eligible for response under this policy, they should be related to a new issue,
not previously reported and addressed to in accordance with this policy, unless
significant new information is available or there has been a significant change

in circumstances.



g}

GRIEVANCE POLICY & PROCEDURE

Reporting, Response and Resolution

Any grievance will be treated in a confidential and sensitive manner. If
anonymous complaints are submitted, they will also follow the same
procedure. The identity of the individual raising the grievance may be kept
confidential so long as it does not hinder or frustrate any due investigation,
where applicable. However, the investigation process may reveal the source of
the information and the individual raising the grievance may need to provide a

statement as part of the evidence required.

All grievances brought to our attention will be treated seriously and in
accordance with this policy, corporate UNDP disciplinary procedures and the
relevant laws and regulations. Where required, we will conduct a thorough
investigation. In the course of an investigation, we will ensure that any person
accused of alleged misconduct is fairly treated at all times and has the right

to present his or her own account of events as early as possible during the
investigation. We will provide feedback to those who report a grievance or
undertake a whistleblowing action within 5 working days of a report being
made or after each stage of the response process. Such feedback will include
what steps have been taken, including during an investigation and to address
the concern. Under certain circumstances, however, there may be a delay in
giving feedback or a limit to what can be shared based on nature of the case, to

protect any potential victim or due to legal precedents.

Note: Timescales provided have been fixed to ensure that grievances are dealt

with quickly, however these may be extended by agreement.
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Appendix 1

e
@ Notification of a grievance with the individual's specific incubator

Dear

I wish to take a formal grievance out against

in line with the programme’s grievance policy and procedure on

The details of my grievance are shown below:

Yours sincerely,

-

Appendix 2

s

@ Notification of a grievance to the Zantchito Entrepreneurship
programme team

Dear

On my grievance against was heard by

I am not satisfied with the outcome of this meeting and would like to escalate the matter
to yourself for a further hearing of my grievance, in line with the programme’s grievance
policy and procedure.

I enclose a copy of the original grievance letter/email regarding this matter and other
correspondence and information related to it.

Yours sincerely,




Entrepreneurship
and Access to Finance



