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1. Introduction 

 

The purpose of this Third-Party Grievance Procedure (“grievance procedure”) is to address, manage 
and resolve grievances, concerns, complaints raised by stakeholders related to the construction and 
operation activities of HG and its Contractors and to establish a consistent reporting mechanism on 
management of construction and operation issues.  

For the purposes of this document the CLC will have, also, the role of Grievance Advisor. The term 
Grievance Coordinator will be used, hereinafter. 

 

1.1 Grievances vs Requests 

 

The Company and its Contractors recognizes that its activities will lead to different interaction with 
stakeholders and as such this procedure makes a distinction between the following concepts and 
each is briefly defined below:  

Term  Definition  

Grievance  A real or perceived impact submitted by an individual, group or community 
resulting from Company and Contractors’ activities or operations  

Compliant  Feelings of discontent experienced by an individual, group or community  

Concern  An issue arising from Company and Contractors’ activities or operations, 
which has the potential to cause an impact to an individual, group or 
community  

Request  Solicitation of information related to Company and Contractors’ activities or 
operations.  

Complainant 
Stakeholder or Person or Community affected by the Project who 
expresses a grievance 

 

All incoming grievances, by all submission channels, complaints and concerns will be recorded, 
tracked, and managed by the Grievance GBVH focal point (female) for the first contact & review. If 
the Grievance is related with a GBVH complaint, an appropriate male or female GBVH focal point 
will be assigned and in agreement with the complainant. If the received Grievance is not related to 
GBVH issue the Grievance will be forwarded to the Grievance Coordinator and CLCs. 

The collected complaints - through the grievance procedure presented in this document - are related, 
only, to Company and Contractors’ activities or operations. 
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1.2 HG Grievance vs Contractor Grievances 

 
For the purposes of clarity: HG is responsible for managing grievances and complaints resulting from 
its activities. The Contractor is responsible for managing third party grievances resulting from their 
construction activities:  
 
 
 
 
 
 

a) works and services provided by the Contractor and related to construction of building, 
structures, facilities, arrangement of surrounding area, etc. as defined in Contractors’ Scope 
of Work,  

b) all excavations and works related to accompanying works, such as ground preparation and 
earthworks, access road upgrade/construction, spoil disposal sites, quarries and key roads 
linking the site,  

c) community interactions,  
d) stakeholder engagement activities, undertaken by the Contractors. 

For grievances connected to working relations, see the Worker Grievance Management Procedure.  

The Third-Party Grievance Mechanism is accessible to the general public, residents of affected 
communities, Project-Affected Persons (PAPs), institutional stakeholders, and all categories of 
contractors, suppliers, and service providers. Additionally, HG's Third-Party Grievance Mechanism 
is available for use by any contractor, supplier, or service provider who either lacks their own 
grievance mechanism or prefers to utilize HG's mechanism. 

 

1.3 Grievance Categories 

 

To assist the Grievance Coordinator in correctly assessing and escalating grievances to the correct 
work-streams the following grievance categories have been identified:  

• Technical and Design Assurance and Support: these grievances will result from 
engineering design planning activities which have a potentially negative impact on 
stakeholders. 

• Construction: Grievances related to dust, noise, vibration and any damages caused during 
construction. 

• Land Easement and Acquisition (LEA) Requests: these grievances will result from 
additional land take activities, which possibly the Company and/or Contractors would 
undertake, if needed  

• Social Conduct in the Communities: these grievances will result from unfavorable 
interactions between Company and Contractors’ employees in the community environment. 

• Community Safety and Security – Transport: these grievances will result from transport 
related activities. 
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• Community safety and security – Accommodation: these grievances will result from 
activities taking place around the Contractor camps or Contract accommodation and 
wherever Contractor's employees are commuted or gathered.   

• HSSE Incidents: any event which leads to or had the potential to lead to injury, loss of life, 
damage to assets (including non-HG assets) or to the environment. These incidents will be 
managed directly by Company and Contractors’ HSSE In-country Function. 

• Environment: these grievances will result because of activities deemed detrimental to the 
local environment and biodiversity. 

• Employment & Industrial Relations: these grievances will result because of unclear 
employment practices by Company and Contractor or alleged breaches in employment and 
Human Rights Practices 

• Stakeholder Engagement: these grievances will result because of a lack of stakeholder 
consultation or a general lack of information for community stakeholders. 

•  

 

• Livelihood Restoration Activities: Grievances related to livelihood impacts and delivery of 
livelihood restoration programs. 

• Legal and Compliance: Grievances with legal ramifications for Hellas Gold such as the ones 
related to the Code of Conduct and ethics. 

• Cultural Heritage: Grievances associated with the protection of cultural heritage sites. 

• Corporate Social Responsibility (CSR): Grievances associated with the implementation of 
CSR activities. 

 

 

1.4 Multi-Category Grievances 

 

If during the assessment process the Grievance Coordinator determines that a particular grievance 
fits into more than one grievance category, these additional assessment steps will be followed:  

• Double check the assessment with another Grievance Management team member.  

• Clearly identify the different categories involved and outline the reasons. 

• Register each grievance category as separate grievance (each with its own grievance 
number) but with the unique code identifying each stakeholder; 

• Re-assess the severity and consequence of each grievance (separately); and  

• Follow the standard grievance resolution process  

By clearly identifying all affected categories, the Grievance Coordinator ensures that each grievance 
is appropriately investigated by the relevant work-stream. 
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2. Grievance Management Process 

2.1 Channels for submitting a Grievance 

 

Stakeholders will be able to submit a grievance in the following ways:  

• By speaking directly to CLCs. 

• By calling grievance hotline (23760 25087). 

• By submitting grievance through HG site (https://www.hellas-gold.com/grievance/). 

• By sending e-mail (gr-grievance@eldoradogold.com). 

• By sending a letter to the Company (Ελληνικός Χρυσός, Υπόψη τμήματος Εταιρικής 
Κοινωνικής Ευθύνης, 63082 Στρατώνι Χαλκιδικής). 

• By fax to the Company (23760 21081). 

• By leaving the grievance into 1 out of 4 boxes have been placed at the entries of HG facilities 
at Chalkidiki (Skouries, Olympias, Stratoni & Mavres Petres). 

 

In case a worker receives a complaint by a stakeholder, the he/she will inform the stakeholders for 
the ways of submitting the grievances. 

Where necessary, Stakeholders will be assisted by the Grievance Coordinator or CLCs to complete 
and submit grievance forms or to access information on the grievance management process.  

Grievances can be submitted in Greek or English. A stakeholder submitting a grievance may request 
that its identity be kept confidential unless they represent an organization. The request for 
confidentiality and the reasons for the request must be submitted with the grievance. All reasonable 
efforts will be made to maintain the confidentiality requested. 

Personal details of stakeholders will not be released to any third party. These details will only be 
used internally by the Hellas Gold to support the investigation and subsequent resolution of the 
grievance. In the instance that a grievance involves a specific employee or contractor, personal 
details of the stakeholder lodging the grievance will not be released to these parties without prior 
permission. 

The Contractor will endeavor to resolve any grievances with stakeholders in good faith, transparently 
and in a timely manner. It is understood that stakeholders may refer the grievance to a third-party 
body (i.e. the national judicial system) at any point in the process.  

The Grievance hotline is manned Monday – Saturday 7:00AM – 18:00PM by the Grievance 
Coordinator, however if a stakeholder leaves a grievance (in a voice-message) outside the operating 
hours or on weekends; the Grievance Coordinator will attempt to contact the stakeholder the 
following day, to record the details of the grievance. The Grievance Coordinator will attempt to make 
contact within 3 days of receiving the original message. 

For gender based violence and harassment related Grievances (GBVH) , either in connection to 
workplaces or external communities, HG will have available a separate reporting channel in which a 
female member of the community relations team will be available to respond to grievances related 
to GBVH. Such types of grievances will be considered and addressed as high priority. HG 
Management (General Executive Director, General Operations Manager, Skouries Project Director, 
HR Manager, Social Performance Director) will be notified for GBVH Grievance submission by email 
from Grievance Coordinator. 
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Grievances can be submitted anonymously also.  

 

 

2.2 Timeframes for resolving Grievances 

 

An acknowledgment of receipt of the grievance will be given within 7 days of receiving the grievance. 

The following timeframes are applicable to resolving grievances; these timeframes are 
commensurate to the severity and consequence level of submitted grievances.  

 

 Timeframe  Responsible  

Low  Up to 30 days  Grievance Coordinator 

Medium  30 days  Related workstreams, 
under the supervision of 
the Construction 
Manager 

High  60 days (depending on complexity)  Project Manager 

 

2.3 Handling incoming Grievances 

 

For any grievances related to Gender-Based Violence and Harassment (GBVH) involving third 
parties or workers, or any other grievances requiring confidentiality, the Community Office of HG in 
Paleochori will be closed for the use of the appropriate HG focal point for discussion with the 
complainant. If an alternative location is required due to accessibility or other factors, a suitable 
location will be selected with the agreement of the complainant. The engagement and investigation 
will be carried out in respect with the privacy of the complainant, securing the absence of any 
audience or employees, as necessitated by the nature of these grievances. 

 

To ensure that all grievances and complaints are properly identified, recorded and addressed in the 
most efficient way possible; some possible avenues for receiving grievances and complaints are 
described below. A simplified grievance management process workflow is shown in figure 2.1 below: 
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Figure 2.1: Grievance Management Process 
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2.4 Administrative steps for handling Grievances 

 

Figure 2.2 below shows the administrative steps for handling grievances. Each is described in detail 
below.  

1. Verification: The Grievance Coordinator will verify if the grievance is related to the project. If the 
complaint is referring to HG’s activities, then he will forward it to HG’s Grievance Coordinator. If 
the grievance is not related to the Construction activities, the Grievance Coordinator will send a 
rejection letter to the Stakeholder indicating this point. The Grievance Coordinator will also verify 
the severity of the grievance or complaint and register the grievance or complaint appropriately.  

2. Confirmation of receipt: For grievances received through email, post, phone, internet online 
form and fax, the CLC will issue an acknowledgement receipt form within 7 days of receiving a 
grievance. The acknowledgment receipt will explain the appropriate process to be followed to 
resolve the grievance and the expected timeframe for the resolution. When possible, the CLC 
will make a follow up call to the stakeholders the grievance process to be followed.  

3. Register grievances in Grievance database: The CLC will register all grievances or 
complaints. Each case will receive a unique registration number in the grievance database to 
enable tracking. A brief description of the case shall be translated into the English language to 
allow internal work-stream managers to investigate the grievance. The English translation is also 
needed for reporting purposes.  

4. Categorizing: The Grievance Coordinator will categorize each grievance according to:  

a) Geographical region and location.  

b) Tier. 

c) By the work-stream responsible for resolving the grievance. 

d) By the type of aggrieved party (individual, group, Non-Governmental Organization) etc. 

e) By the type of grievance and indicate whether frequency of the grievance or complaint. 

f) By the severity and consequence. 

g) By the type of grievance and indicate whether frequency of the grievance or complaint, 
Work-stream responsible for resolving the grievance and responsible staff member 

5. The severity and consequence of a grievance or complaint will determine the resolution 
process to be followed. Therefore, it is imperative that the CLC ensures that grievances or 
complaints are appropriately categorized. Medium and High severity grievances or complaints 
have a specific resolution process which will be triggered by the severity rating.  

6. Assigning cases to the appropriate work-streams: The Grievance Advisor will send the 
grievance or complaint to the relevant work-stream Managers for investigation and resolution. 
The work-stream Managers will be informed of the applicable timeframes for resolving the type 
of grievance and the format of the official response required. This procedure is described in figure 
2.1. 

7. The Contractor will inform HG on the investigation process and resolution outcome of all 
grievances it addresses. This information will form part of the Grievance monthly, quarterly and 
annual reporting requirements. 
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2.5 Logging and communicating Grievance outcomes 

 

When a resolution or remediation measure to a grievance has been reached by the relevant  work-
stream, the work-stream Manager will send the detail of remediation measure to the Grievance 
Coordinator to be recorded in the database. The Grievance Coordinator will:  

• Immediately discuss the proposed resolution/remediation with the stakeholder.  

• If the stakeholder agrees with the proposed remediation process, then the timing of the 
remediation process will be agreed. 

• Send a rejection letter in case a grievance has been assessed as unjustified or has been 
rejected for any other sound reason. The letter will explain the grounds for rejection. 

• If the case is complex and the resolution will take longer than anticipated, inform the 
stakeholder of the reasons for the delay and indicate when the resolution is expected.  

• Analyze whether it is a repetitive grievance and if it is, inform the Grievance management 
team to trigger appropriate actions to prevent further similar grievances. 

The Grievance Coordinator will visit or call the stakeholder (as appropriate) within 1 month of the 
completion of the remediation measure to get feed-back on the success of the remediation measures 
in addressing the grievance or complaint. Stakeholders who are not satisfied with the remediation 
have the possibility to request an additional review process and/or third-party arbitration, through the 
establishment of an Appeal Committee.  

The following timeframes will apply in the grievance administrative process: 

Process Timeframe Responsible 

Acknowledge Grievance  Within 7 days Grievance Coordinator 

Register grievance in database & 
Acknowledge Grievance  

7 days Grievance Coordinator 

Issue grievance rejection letter  10 days Grievance Coordinator 

Issue grievance resolution letter  15 days Grievance Coordinator 

Issue grievance Closure letter  15 days Grievance Coordinator 

 

2.6 Implementation of remediation measures 

 

The implementation of remediation measures will start immediately after the stakeholder has been 
consulted about the proposed remediation measure and agreed that they are appropriate. The 
remediation measures will be implemented by the Company or Contractor – depending on the 
measure -and shall be completed within agreed timeframes. If financial compensation is part of 
remediating the grievance, payments shall be made within a maximum 30-day period. The CLC will 
monitor the implementation process. 
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If the stakeholder is satisfied with the remediation measure implemented, the CLC confirms the 
closure of the grievance with the stakeholder and reports it to HG. 

 

2.7 Closing grievance resolution process 

 

When the stakeholder has accepted the proposed resolution and is satisfied with the remediation 
measure implemented, the Grievance Coordinator will have the stakeholder sign a grievance close 
out form. Grievance Coordinator will upload the signed agreement as an attachment into the 
grievance system and the case will be marked as resolved/closed. 

Also, there will be closure letters without signature due to technical difficulties or because the 
stakeholder will not be reachable. 

In certain situations, however, HG may “close” a grievance even if the complainant is not satisfied 
with the outcome. This could be the case, for example, if the complainant is unable to substantiate 
a grievance, or if there is an obvious speculative or fraudulent attempt. 

 

2.8 Publishing grievance procedure 

 

To ensure that all of its stakeholders are aware of how to access project related information or have 
the knowledge of how to submit grievances (if required) the following grievance submission 
information is available: 

• Responsible person: Ioannis Papakostas 

• Email: ioannis.papakostas@edldoradogold.com 

• Address: Stratoni, HD facility site  

• Tel: to be provided 

 

2.9 Managing Information Requests 

 

Requests for information received through the grievance process will be managed as follows:  

• Requests for general project information – will be sent to HG’s Stakeholder Engagement 
team. 

• Requests for LEA related information - will be sent to HG’ s contact person which will be 
suggested by the LEA team. 

• Request for Construction information – will be sent to the Grievance Coordinator.  

• Request for government related information – will be sent to HG Government Affairs or 
External Communications teams.  
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3. Monitoring and Reporting 

 

The Grievance Coordinator will send monthly reports about the list and progress of grievances to 
Project Manager and to the Social Performance Director. Also, the Grievance Coordinator will also 
be sharing this information with CLCs during their weekly meetings to ensure that compliance and 
efficiency can be tracked, plus if any issues are picked during the discussions, further engagement 
can be done with the complainant. 

Monthly and weekly reports will be addressed. These will include: 

• On weekly basis: 

o Total number and types of grievances received, logged, acknowledged, processed, 
resolved, and closed. 

o Number of grievances per each category. 

o Number of grievances per location. 

o Number of grievances not completed (and reasons). 

o Number of abended grievances. 

• On monthly basis: 

o Number of grievances not completed (and reasons). 

o Number of abended grievances. 

o Number and percentage of grievances solved/not resolved during set time frame. 

o Median days to Closure. 

o Specific issues related to closure of grievances. 

o Number of cases requesting a second review, by an Appeal Committee, or a third-
party arbitration procedure. 

o Level of awareness and understanding or comments on the grievance mechanism by 
stakeholders. 

In order the Company to verify that all grievance commitments have been done properly, there will 
be internal audits by the Social Performance Director. The Social Performance Director will audit the 
way the procedure has been implemented (on monthly basis), by reviewing the monthly reports and 
the grievance trends. The CSR & Social Performance Director will be responsible for reviewing the 
weekly reports.  
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4. Annex A Grievance form 

 

Third Party Grievance template (English) 
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Third Party Grievance template (Greek) 
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5. Annex B Stakeholder Data Privacy Notice 

 

The company with the corporate name HELLAS GOLD Mines and Gold Industry S.A." [23A Vas. 
Sofias Ave., Athens, GR-10674, Tel. 30 214 687000 (hereinafter the “Company”) collects and further 
processes personal data to manage communications with its stakeholders. 

To promote the active involvement of the local community and stakeholders in recording all 
environmental impacts and social parameters of development projects which the Company 
undertakes to carry out, all stakeholders at local and international level are provided with information 
about the planning and implementation of each project.  

Moreover, the Company receives requests from the its stakeholders (social partners and interested 
third parties) concerning its implementation of strategic Corporate Social Responsibility (CSR) 
actions and initiatives and concerning the promotion of parallel economic growth. Furthermore, the 
Company collects and records requests for donations or grants submitted by the stakeholders.  

Lastly, the stakeholders can submit confidential reports (“grievances”) via the Grievance Mechanism 
which concern the activities and compliance of the Company or individual employees with laws, 
governmental regulations, health and safety rules or the Code of Business Conduct and Ethics. 

In these cases, personal data is processed in accordance with the points set out below in this Notice: 

1.Data Controller 

The Company is the data controller responsible for all processing carried out: 

1. when managing two-way communication between stakeholders and the Company; 

2. when requests are submitted in the context of Corporate Social Responsibility (CSR); 

3. when grievances are submitted via the Grievance Mechanism. 

2. Communication about personal data issues 

You can use the email address below to exercise your statutory rights (see point 7 below), to ask 
questions, or for any other reason relating to the processing of personal data described in this 
Notice: GR-Privacy@eldoradogold.com.  

3. Which personal data is processed? 

When the Company communicates with stakeholders, personal data is processed as follows: 

• Managing communication with stakeholders to promote active participation in 

highlighting the parameters and impacts of development projects 

At this stage, we process the following personal data: 

1. Surname-Name 

https://www.hellas-gold.com/viwsimothta/etairiki-koinoniki-efthyni
https://www.hellas-gold.com/viwsimothta/koinonia-kai-oikonomia/mixanismos-ypovolis-anaforas
mailto:GR-Privacy@eldoradogold.com
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2. Father’s Name 

3. Email address 

4. Home address 

5. Mobile number 

6. Any other personal data which may be disclosed when contacting the Company. 

• Submitting applications for social responsibility projects 

In addition to the above, when submitting an application for a social responsibility project using the 
form, the following data is processed: 

1. Surname-Name 

2. Tax ID No. 

3. Home address 

4. Contact Tel. No. 

5. Email address 

6. Category of request 

7. Description of the request 

8. Any other personal data disclosed by the applicant when submitting the form. 

• Submitting a grievance via the Grievance Mechanism 

In addition to the above, when submitting a grievance via the form the following data is processed: 

1. Surname-Name 

2. Gender 

3. Age 

4. Home address 

5. Postal address 

6. Contact Tel. No. 

7. Email address 

8. Contact phone number of the relative of the person submitting the report 

9. The date of the incident 

10. Any other personal data which may be included in the description of the incident. 

During final evaluation of requests submitted, we process all information provided at the time of 
submission, as well as the following data: 

1. Data entered in the form relating to persons other than the applicant. 

2. Data included in the documents submitted to prove the facts set out in the application form. 

4. Purpose and legal basis for processing personal data 

The purpose for which we process data is to support the active involvement of the stakeholders 
via two-way communication, to record the impacts of development projects being implemented by 
the Company, to bolster Corporate Social Responsibility (CSR), and to promote parallel economic 
growth, as well as to effectively investigate and address grievances submitted by third parties. 

https://www.hellas-gold.com/viwsimothta/etairiki-koinoniki-efthyni
https://www.hellas-gold.com/viwsimothta/koinonia-kai-oikonomia/mixanismos-ypovolis-anaforas
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The legal basis for processing personal data is either: A) the taking of measures at the Data 
Subject's request before signing a contract (Article 6(1)(b)(b) of the GDPR); B) compliance with a 
legal obligation of the Controller deriving from Law 4403/2016 on corporate responsibility (Article 
6(1)(c) of the GDPR); or C) the legitimate interest pursued by the Controller which entails 
performance of its contractual obligations, to ensure company compliance with company policies 
and to showcase its corporate social responsibility activities (Article 6(1)(f) of the GDPR), whichever 
is appropriate. Special categories of personal data are only processed when voluntarily disclosed by 
stakeholders themselves (Article 9(2)(e) of the GDPR). 

5. Personal data retention period 

Your personal data will be retained for a period of one (1) year from the date on which it is provided 
to us and will be deleted - destroyed after that period elapses. If you want your personal data to be 
held for a longer period of time, please expressly state this when submitting your request. Note that 
under no circumstances will we retain your personal data for a period of more than two (2) years.  

6. Disclosure and transmission of personal data 

Your personal data is processed by the Company's authorised staff. 

Moreover, your personal data becomes accessible to: 

1. the website hosting service provider (if you submit your request via it); 

2. the grievance mechanism provider. 

Those providers have provided assurances about how your personal data will be safeguarded. 

Lastly, depending on the nature of your request, your personal data may be disclosed to other 
companies in the Eldorado Group inside or outside the European Economic Area (EEA) (in countries 
for which the European Commission has issued an adequacy decision). 

  

7. Rights 

You can exercise the following rights by sending a request to that effect to the email address cited 
in point 2 above: 

1. The right of access: You can request information about data processing and copies of the 

data we hold. 

2. The right of rectification: You can request that errors, inaccuracies and data shortcomings 

be corrected. 

3. The right to erasure: Under certain conditions laid down in the legislation on the protection 

of personal data, you can request that your data be deleted. 

4. The right to restrict processing: You can request that we restrict the processing of personal 

data where you have doubts about its accuracy, and in the case where the data is no 

longer necessary for the initial purpose of processing, but for legal reasons cannot yet be 

deleted. 
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5. The right to object: You can object at any time to the processing of personal data that 

relates to you.  

6. The right to data portability: You can request that we transfer your data to another 

organisation or that we send it to you. 

If you are not satisfied with the response to your request or consider that the processing of your 
personal data violates the applicable regulatory framework, you are entitled to submit a complaint to 
the Hellenic Data Protection Authority (postal address: 1-3 Kifissias Ave., Athens, GR-11523, Tel. 
210 6475600, email: contact@dpa.gr). 
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