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EXECUTIVE SUMMARY 

 

This Stakeholder Engagement Plan (SEP) has been prepared by Encon Çevre Danışmanlık 

for the Türkoğlu Organized Industrial Zone (OIZ) Wastewater Treatment Plant Project (“The Project”) 

within the scope of "Türkiye Organized Industrial Zones Project" for “Directorate of Türkoğlu Organized 

Industrial Zone” (hereinafter referred to as 'Project Owner / Türkoğlu OIZ). 

The Türkoğlu Organized Industrial Zone (Türkoğlu OIZ) Wastewater Treatment Plant Project is 

being prepared under the World Bank’s Environment and Social Framework (ESF). Per Environmental 

and Social Standard ESS10 on Stakeholder Engagement and Information Disclosure, the 

implementing agencies should provide stakeholders with timely, relevant, understandable, and 

accessible information, and consult with them in a culturally appropriate manner, which is free of 

manipulation, interference, coercion, discrimination, or intimidation.  

The Türkoğlu OIZ currently accommodates 15 operational industries across 30 parcels, 

primarily engaged in textile, machinery, and food production. Kahramanmaraş – Türkoğlu OIZ does 

not have a WWTP. Presently, the industrial wastewater generated by the active firms within the OIZ is 

discharged into Aksu Stream through a dry stream channel. This method of disposal poses 

environmental challenges and underscores the urgency for a more sustainable approach. The 

objective of the project is construction of a wastewater treatment needed in Türkoğlu Organized 

Industrial Zone (TOIZ). Upon the commissioning of the WWTP, the treated industrial wastewater will 

be efficiently channeled through the existing collector line, ensuring a controlled and environmentally 

responsible discharge into Aksu Stream. This strategic shift in wastewater management is not only 

aligned with regulatory standards but also represents a significant step towards enhancing 

environmental sustainability within the Türkoğlu OIZ. 

This document has been prepared to identify methods for consultation with internal and 

external stakeholders in order to minimize the negative impacts and increase positive impacts of the 

Project. The plan first identifies the stakeholders, explains their relationship with the project, proposes 

tools for consultations, describes the planned engagement activities, provides details of the grievance 

mechanism and includes indicators to determine the success of the plan. SEP has been prepared 

under the Environmental and Social Framework (ESF) and Türkiye legislation.  

In order to ensure the operationalisation of the outlined approach, monitoring and reporting 

sections are also covered in the plan and the plan also contains sample consultation and grievance 

forms.  
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1 INTRODUCTION/PROJECT DESCRIPTION 

 

This Stakeholder Engagement Plan (SEP) has been prepared by Encon Çevre Danışmanlık 

for the Türkoğlu Organized Industrial Zone (OIZ) Wastewater Treatment Plant Project (“The Project”) 

within the scope of "Türkiye Organized Industrial Zones Project" for “Directorate of Türkoğlu Organized 

Industrial Zone” (hereinafter referred to as 'Project Owner / Türkoğlu OIZ).  

 

The SEP covers the entire stakeholder engagement process, such as stakeholder 

identification and engagement, planned stakeholder consultation activities, determining the timeline 

and methodology of consultation/interaction, establishing a Grievance Mechanism and a system for 

long-term communication between the Project and communities for the benefit of all parties. SEP has 

been prepared in accordance with the WB Environmental and Social Guidelines and Türkiye 

legislation.  

 

The Türkoğlu Organized Industrial Zone (Türkoğlu OIZ) Wastewater Treatment Plant Project is 

being prepared under the World Bank’s Environment and Social Framework (ESF). Per Environmental 

and Social Standard ESS10 on Stakeholder Engagement and Information Disclosure, the 

implementing agencies should provide stakeholders with timely, relevant, understandable, and 

accessible information, and consult with them in a culturally appropriate manner, which is free of 

manipulation, interference, coercion, discrimination, or intimidation.  

 

 

1.1 Project Objectives 

 

The Türkoğlu OIZ currently accommodates 15 operational industries across 30 parcels, 
primarily engaged in textile, machinery, and food production. Kahramanmaraş – Türkoğlu OIZ does 
not have a WWTP. Presently, the industrial wastewater generated by the active firms within the OIZ is 
discharged into Aksu Stream through a dry stream channel. This method of disposal poses 
environmental challenges and underscores the urgency for a more sustainable approach. The 
objective of the project is construction of a wastewater treatment needed in Türkoğlu Organized 
Industrial Zone (TOIZ). 

 
As of 2021, three comprehensive analyses have been conducted on the existing wastewater 

within the OIZ to assess actual pollutant concentrations and load. This data served as the foundation 
for assumptions made by the design consultant preceding the commencement of the design study. 
The conclusive inference drawn from these analyses is the imperative necessity for the establishment 
of an Industrial WWTP. 

 
The design of the planned WWTP is for a 2,000 m³/ day capacity, which is to be implemented 

in two stages of 1000+1000 m³/day. Only stage 1 will be studied within the scope of this sub-project.  

 

Post-implementation of the WWTP, all industrial wastewater will be systematically conveyed to 
the designated WWTP facility, strategically situated at the lowest elevation point within the OIZ. 

 
Upon the commissioning of the WWTP, the treated industrial wastewater will be efficiently 

channeled through the existing collector line, ensuring a controlled and environmentally responsible 
discharge into Aksu Stream. This strategic shift in wastewater management is not only aligned with 
regulatory standards but also represents a significant step towards enhancing environmental 
sustainability within the Türkoğlu OIZ. 

 

 

1.2 Components 

 

The design of the planned WWTP is for a 2,000 m³/ day capacity, which is to be implemented 

in two stages of 1000+1000 m³/day. Only stage 1 which was designed to handle an average flow rate 

of 1,000 m
3
 per day will be studied within the scope of this sub-project. The allocated area for the 

WWTP is 25 ha and the OIZ management has a complete design for the WWTP. 
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Considering the WW characteristics of the cumulative WW from the firms in the zone, physical 

preliminary treatment, chemical treatment, and biological treatment were selected. 

 

With the inception of the project concept developed by Türkoğlu OIZ, the pace of construction 

for firms within the OIZ accelerated. Several steps were taken to bring this project to fruition. Initially, 

the OIZ sought input from the Kahramanmaraş Provincial Directorate of Environment and Urbanization 

in accordance with the Environmental Impact Assessment (EIA) Regulation. As the investment fell 

below the threshold values, specifically related to Wastewater Treatment Plant (WWTP) capacities, as 

outlined in Appendix-I and Appendix-II Lists of the EIA Regulation, the Kahramanmaraş Provincial 

Directorate of Environment and Urbanization deemed it exempt from the EIA Regulation. 

 

Stage 1 of the project will primarily focus on the Türkoğlu OIZ Wastewater Treatment Plant 

(WWTP). The WWTP has been designed to address the treatment needs of predominantly industrial 

wastewater generated by both existing and prospective enterprises.  

 

Currently and after WWTP, treated wastewater will be discharged to the dry creek bed, which 

is connected to Aksu Stream, right next to the project area via an existing collector line within the 

borders of OIZ. 

 

Detailed information on components is presented in the ESMP. 

 

 

1.3 Location 
 

The Türkoğlu OIZ (Organized Industrial Zone) is situated in the OIZ Neighborhood of Türkoğlu 

district within Kahramanmaraş. Türkoğlu district itself spans an area of 705 square kilometers and has 

an elevation of 500 meters above sea level. Türkoğlu OIZ, which was placed on an area of 128 ha, 

has a total of 39 plots and is adjacent to the Türkoğlu-Nurdağı connection road. Currently 12 

operational facilities are running and total number of employees is 1200
1
. 

 

The project will be constructed in the existing OIZ’s built-up industrial area. The WWTP area is 

owned by Türkoğlu OIZ (parcel no: 499/15) and allocated only for the construction of a wastewater 

treatment plant in line with the approved revised OIZ land use plan (02.06.2022). The expropriation 

process was already completed by the OIZ in 2011. The Project Area is given in Figure 1.1. 

 

 

                                                      
1 Two major earthquakes hit south-eastern Türkiye on 6 February 2023. The magnitude of the destruction was unprecedented 

and 11 cities were affected including Kahramanmaraş. Before these earthquakes, there were 15 operational facilities at 31 
industrial parcels at the OIZ, and the total number of employees was 1900. 
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Figure 1.1 Satellite Image of Türkoğlu OIZ and the Planned WWTP Project Area 
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1.4 Area of Influence 

 

Project area of influence can be defined as the area likely to be affected by the project, 

including all its ancillary aspects. Determination of area of influence is significant to clarify the affected 

parties includes those likely to be affected by the project because of actual impacts or potential risks to 

their physical environment, health, security, cultural practices, well-being, or livelihoods.  

 

Türkoğlu Organized Industrial Zone (Türkoğlu OIZ), which was established on an area of 

approximately 705 km
2
, is located southeast of the settlement area of Türkoğlu District. Türkoğlu 

Organized Industrial Zone is located at the east of the Kahramanmaraş – Osmaniye State Highway, 

about 7 km from Türkoğlu city centre. The distance of Ceceli Neighborhood which is the nearest 

settlement to the project area is about 1 km. Ceceli Neighborhood of Türkoğlu District is located in the 

east of Türkoğlu OIZ. 

 

The project will be constructed in the existing OIZ’s built-up industrial area. The WWTP area is 

owned by Türkoğlu OIZ (parcel no: 499/15) and allocated only for the construction of a wastewater 

treatment plant in line with the approved revised OIZ land use plan (02.06.2022). The expropriation 

process was already completed by OIZ in 2011. The project does not require land acquisition and the 

nearest settlement to WWTP construction site is about 1 km.  

 

The potential Area of Influence (AoI) for the Project includes the Türkoğlu Organized Industrial 

Zone (Türkoğlu OIZ), planned Wastewater Treatment Plant (WWTP) area, the area located discharge 

line, collector line, energy transmission line and the downstream of discharge point to Aksu Stream. In 

addition to these areas, users and owners of the lands downstream of the discharge point, the closest 

neighbourhood, Ceceli neighbourhood, are included in the social AoI of Project. The project’s social 

Area of Influence which also covers environmental AoI is given in Figure 1.2. 
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Figure 1.2 Project’s Social Area of Influence 
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The Project activities within the construction phase are associated with a range of activities 

that generate noise. Since the planned WWTP is in an industrial area, there exists industrial usage 

around the project area. Due to the potential to be affected by the companies close to the facility 

during the construction and operation phases of the project, the AoI covers these firms. 

 

 

 
 

Figure 1.3 Firms Close to the Project Area 
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2 OBJECTIVE OF THE SEP 
 

Stakeholder engagement is an inclusive and dynamic process that will be carried out 

throughout the project's life. When properly designed and implemented, it supports the establishment 

of robust, constructive, and sensitive working relationships that are important for successfully 

managing the project's potential environmental and social impacts and risks. Open and transparent 

engagement between Türkoğlu Organized Industrial Zone and project stakeholders is essential to 

improve the environmental and social sustainability of projects, enhance project acceptance, and 

make a significant contribution to successful project design and implementation. For this reason, at the 

very beginning of the project (even in the project design phase), determining the Stakeholder 

Engagement methods and defining all stakeholders is crucial. SEP is a living document that can be 

updated during the Project's life cycle. 

 

The overall objective of this SEP is to define a program for stakeholder engagement, including 

public information disclosure and consultation throughout the entire project cycle. The SEP outlines 

how the TOIZ will communicate with stakeholders, informs them about the project risks and impacts, 

and includes a mechanism by which people can raise concerns, provide feedback, or make 

complaints about project activities or any activities related to the project. 

 

The purpose of the Stakeholder Engagement Plan is to guide Türkoğlu OIZ to: 

 

 Build and maintain a constructive relationship with all stakeholders, especially affected 
communities,  

 Assess the level of stakeholder interest and support for the project and ensure that 
stakeholders' views are taken into account in project design and environmental and social 
performance, 

 Promote and provide means for effective and inclusive engagement with all stakeholders 
and affected parties throughout the project life cycle  

 Ensure that meaningful project information on environmental and social risks and impacts 
is disclosed to all stakeholders in a timely, understandable, accessible and appropriate 
manner and format.   

 Ensure that project-affected communities have inclusive and accessible means to raise 
issues and grievances, and Türkoğlu OIZ responds to and manages such issues and 
grievances appropriately. 

 
  



9 
 

3 STAKEHOLDER IDENTIFICATION AND ANALYSIS 

 

Since the main finance source of the Project is WB, the Project must be in compliance with the 

WB ESSs, good international practices, guidelines, and best practices documents alongside the 

national legislation. The World Bank’s Environmental and Social Framework (ESF)’s Environmental 

and Social Standard (ESS) 10, “Stakeholder Engagement and Information Disclosure”, recognizes 

“the importance of open and transparent engagement between the Borrower and project stakeholders 

as an essential element of good international practice” (World Bank, 2017: 97). Specifically, according 

to ESS10, the process of stakeholder engagement starts with stakeholder identification and analysis. 

 

A stakeholder is defined as any individual, organization or group who is potentially affected by 

the Project or who has an interest in the Project and its impacts. The objective of stakeholder 

identification is to establish which stakeholders may be directly or indirectly affected – either positively 

or negatively - (“affected parties”) or have an interest in the Project (“other interested parties”).  

 

 

3.1 Methodology 

 

In order to meet best practice approaches, the project will apply the following principles for 

stakeholder engagement: 

 

1. Openness and life-cycle approach: Public consultations for the project will be arranged 

during the Project cycle, carried out openly, free of external manipulation, interference, 

coercion, or intimidation. 

2. Informed participation and feedback: Information will be widely provided to all stakeholders 

in an appropriate format; opportunities will be provided for communicating stakeholder 

feedback, and for analyzing and addressing comments and concerns. 

3. Inclusiveness and sensitivity: Stakeholder identification will be undertaken to support better 

communications and build effective relationships during the Project cycle. The participation 

process for the projects will be inclusive. All stakeholders at all times will be encouraged to be 

involved in the consultation and project implementation process. Equal access to information 

of all stakeholders will be one of the main principles of the Project. Sensitivity to stakeholders’ 

needs will be the key principle underlying the selection of engagement methods. Special 

attention will be given to vulnerable groups that may be at risk of being left out of project 

benefits, and the cultural sensitivities of diverse ethnic groups. 

4. Flexibility: Where social distance, cultural context, or governance factors preclude traditional 

face-to-face forms of engagement, the Project's stakeholder communication strategy 

methodology will accommodate alternative forms of engagement, including various internet or 

telephone-based communication forms. 

 

 

3.2 Affected Parties and Other Interested Parties 

 

A stakeholder is defined as any individual, organization or group who is potentially affected by 

the Project or who has an interest in the Project and its impacts. The objective of stakeholder 

identification is to establish which stakeholders may be directly or indirectly affected – either positively 

or negatively - (“affected parties”) or have an interest in the Project (“other interested parties”).   

 

The term “project affected parties” includes those likely to be affected by the project because 

of actual impacts or potential risks to their physical environment, health, security, cultural practices, 

well-being, or livelihoods. These stakeholders may include individuals or groups, including local 

communities. 

 

The term “other interested parties” refers to individuals, groups, or organizations with an 

interest in the project, which may be because of the project location, its characteristics, its impacts, or 

matters related to public interest. For example, these parties may include regulators, government 
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officials, the private sector, the scientific community, academics, unions, women’s organizations, other 

civil society organizations, and cultural groups. 

 

 
Table 3.1 Stakeholders and Relevance to the Project 

 

Stakeholder Group 
Relevance of Stakeholders to the 

Project 

Affected 

Parties 

Internal 

Stakeholders 

Türkoğlu OIZ  Project owner 

Supervision Consultant: Supervision Consultant 

and Employees 

Responsible for Supervision during 

construction and commissioning  

Construction Contract: Construction Contract 

Firm and Employees 

 

Responsible for construction 

Communities 

(residents and 

businesses) 

Ceceli Neighbourhood (with a population of 

5,786)
2
 

They may be affected by the potential 

noise and dust emission during the 

construction  

Business and 

Employees 

Firms operated in Türkoğlu OIZ 

They may be affected by the potential 

noise and dust emission during the 

construction.  

They will be also user/ beneficiary after 

commissioning 

Employees of Firms: About 1.200 Employees  

They may be affected by the potential 

noise and dust emission during the 

construction phase 

Other 

Interested 

Parties 

Project Development 

and Finance 

Partners 

World Bank 

 
Project international partner 

Ministry of Industry and Technology  

 
Project implementing partner 

Central and Local 

Authorities 

Kahramanmaraş Provincial Governorate 
Responsible for public healthcare, 

environmental and social services 

District Governorate of Türkoğlu  
Responsible for public healthcare, 

environmental and social services 

Kahramanmaraş Provincial Directorate of 

Environmental Urbanism and Climate Change  

The authority consulted for the project 

preparation and implementation phases 

Kahramanmaraş Industry and Technology 

Provincial Directorate  

 

Project implementing local partner 

Kahramanmaraş Provincial Directorate of Health  

 
Responsible for public health  

Türkoğlu District Directorate of Health Responsible for public health 

State Hydraulic Works 20th Regional Directorate 

 
Responsible for discharged river 

Kahramanmaraş Metropolitan Municipality  

 
Responsible for public services 

Türkoğlu Municipality 

 
Responsible for public services 

Non-Governmental 

Organizations 

Organized Industrial Zones Association 

NGO responsible to protect and develop 

the common economic, social rights and 

interests of OIZs and to provide mutual 

assistance among them. 

Organized Industrial Zones Supreme 

Organization 

NGO responsible for unity of application 

and cooperation between OIZs and 

solving the problems of OIZs. 

Kahramanmaraş Chamber of Trade and Industry 

Responsible to strive for the development 

of trade and industry in accordance with 

general interests, 

Media/ Electronic Manşet Information disclosure 

                                                      
2
 The total population of Ceceli was 5,786 in 2022. There are Türkoğlu prisons with a capacity of 1,350 and lodging buildings 

within the border of Ceceli. The population of Ceceli in 2018 when the prison was not in operation was 2,243. 
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Media https://www.marasmanset.com/ 

Maraş Bugün  

https://www.marasbugun.com.tr/ 
Information disclosure 

Kahramanmaraş Gazetesi 

https://kahramanmarasgazetesi.com.tr/ 
Information disclosure 

 

 

3.3 Disadvantaged/Vulnerable Individuals or Groups 

 

According to WB ESS 1, social risks and impacts, including risks that project impacts fall 

disproportionately on individuals or groups who, because of their particular circumstances, may be 

disadvantaged or vulnerable should be taken into account.  

 
Understanding whether the project disproportionately affects disadvantaged/vulnerable 

individuals or groups is essential. Awareness-raising and stakeholder engagement activities related to 

the project should be implemented, taking into account the specific constraints and social/cultural 

vulnerabilities of these groups and individuals. Engagement with vulnerable groups and individuals is 

critical to ensure they are aware of and participate in the overall process. Their contributions should be 

balanced with other stakeholders and their situations often require special measures and assistance. 

 
Disadvantaged or vulnerable refers to those who may be more likely to be adversely affected 

by the project impacts and/or more limited than others in their ability to take advantage of a project’s 

benefits. Such an individual/group is also more likely to be excluded from/unable to participate fully in 

the mainstream consultation process and as such may require specific measures and/ or assistance to 

do so. This will take into account considerations relating to age, including the elderly and minors, and 

including in circumstances where they may be separated from their family, the community or other 

individuals upon whom they depend (WB ESS 10) 

 

Within the Project, vulnerable or disadvantaged groups may include but are not limited to the 

following: 

 

 Individuals over 65 years of age living alone;  

 Physically or mentally handicapped;  

 People who have a chronic illness or are bedridden; 

 Women heads of households;  

 Economically disadvantaged people who live on state or association aid;  

 Persons who are economically dependent on unique natural resources;  

 Peasants who do not own land and work daily on other people's land; 

 Refugees. 
 
 

There is no group of minorities or non-Turkish speaking groups in the community and among 

the workforce in the OIZ. According to the information provided by the headmen of neighbourhoods, 

information about vulnerable/ disadvantaged individuals/ groups is presented in Table 3.2. Only two 

vulnerable groups exist in AoI.  

 

 
Table 3.2 Vulnerable Groups at AoI 

 

Settlement 
Individuals over 65 years of age living 

alone 
Physically disabled 

(difficulty in walking) 
Mentally disabled 

Ceceli 2 1 2 

 
 

A description of the methods of engagement that will be undertaken by the project is provided 
in the following sections. 
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4 STAKEHOLDER ENGAGEMENT PROGRAM 

 

4.1 Summary of Stakeholder Engagement Done During Project Preparation 
 

Türkoğlu OIZ Wastewater Treatment Plant is a part of Türkiye Organized Industrial Zones 

main project developed by MoIT. Stakeholder engagement activities carried out during the 

development of the main project are presented in the project's SEP. Stakeholder engagement efforts 

have included meetings with key stakeholders, including relevant ministries and other government 

agencies, OIZs, development agencies and other development partners. 

 

Stakeholder consultation meeting of the Project was held on 4
th
 of July 2024. In the meeting, 

the E&S Consultant made a presentation that provided information on project description, its potential 

environmental and social impacts and risks and then comments, suggestions and expectations of the 

stakeholders were received through a questions and answers session. The details of the meeting is 

presented under section 4.3.  

 

 

4.2 Summary of Project Stakeholder Needs and Methods, Tools, and Techniques for 
Stakeholder Engagement 

 

Different engagement methods are proposed and cover different stakeholder needs as stated 

below:  

 

 Formal/ informal face-to-face meetings, 

 Digital communication tools (including web pages, correspondence by phone/email, 
WhatsApp, short message service), 

 Written materials, 

 Grievance mechanism, 

 Media promotions. 
 

 

A range of tools have been utilized for stakeholder engagement under this Project. 

Stakeholder engagement will continue to utilize these already established communication 

mechanisms, along with new mechanisms to be used as needed to ensure efficient and effective 

engagement throughout the lifetime of the Project. The Project has and will continue to use the 

following methods for interacting with stakeholders:  

 

 Formal/ informal face-to-face meetings with stakeholders – have and will be the 

main form of consultation throughout the lifetime of the Project. Stakeholders had 

been informed and will be informed about these consultation meetings by telephone, 

WhatsApp messages, short message service (SMS), brochures, posters, or e-mail. A 

stakeholder consultation meeting was organized within the scope of ESMP studies. 

 Digital Communication Tools - Türkoğlu OIZ website (http://www.turkogluosb.org) is 

a public website created for announcements, documents, reports, etc. – The ESMP 

and SEP documents prepared for the Project will be published in English and Turkish 

via the Türkoğlu OIZ website. Information on the application of the grievance 

mechanism created by Türkoğlu OIZ was also announced on the Türkoğlu OIZ 

website. At the same time, all up-to-date information about the Project will be made 

available to the public via the website and social media accounts of the Türkoğlu OIZ. 

In addition, telephone, WhatsApp messages, short message service (SMS), 

brochures, posters, and e-mail will be used for information disclosure and 

announcements.  

 Written materials – including brochures, leaflets and posters. will be used to inform 

stakeholders about the Project. Written materials will include information about the 
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Project and the project’s E&S principles the Grievance mechanism, and stakeholder 

engagement tools created for the Project. These written materials will be in Turkish. 

 Grievance mechanism – will be employed as per the World Bank’s ESS10 

requirement to get grievances from all types of stakeholders. Information on the 

mechanism will be widely disclosed to all parties.  

 Media promotions - Throughout the life of the Project, information disclosure and 

contact information will be promoted through local newspapers and the social media 

accounts of Türkoğlu OIZ.  

 

 

A stakeholder consultation meeting was held within the scope of ESMP studies and also an 

additional stakeholder consultation meeting will be planned;  

 

 If there is a recurring grievance on a specific issue,   

 If there is a major change regarding the project,  

 If there is an intense impact foreseen by Türkoğlu OIZ,  

 If there is extra intensive work in the construction.  
 

 

All kinds of notifications or complaints from stakeholders during informal/official face-to-face or 

Internet meetings will be recorded for processing in the mechanism and evaluated within the process 

of the grievance mechanism. The days and hours of the meetings will be arranged in consultation with 

the stakeholders, and the highest possible participation will be aimed. A shuttle will be arranged for 

stakeholders to come to the meetings when necessary, or the responsible people will be at the 

stakeholders’ location for face-to-face meetings.  

 

Also, the timing and number of engagement activities will be designed to maximize 

stakeholder engagement, in particular to avoid disruption to stakeholders' daily work and 'consultation 

fatigue', Each engagement activity will be communicated in a timely manner that is culturally 

appropriate, adequate and with equal access to all relevant stakeholders, thus enabling increased 

stakeholder engagement and feedback  

 

 

4.3 Stakeholder Consultation Meeting 

 

Place and Date of Stakeholder Consultation Meeting 
 
Stakeholder Consultation Meeting (SCM) of the Project was held on 4

th
 of July 2024. Türkoğlu 

OIZ- Meeting Hall in Türkoğlu district of Kahramanmaraş province was selected as the meeting venue. 

The meeting venue had enough capacity and facilities to ensure comfortable and efficient 

communication during the event. After the date and place of the stakeholder consultation meeting are 

clarified, details of the SCM have been announced through the local media, website of the Türkoğlu 

OIZ and main project website
3
, in public places such as mosques, schools, etc. and an information 

text sent to the neighborhood mukhtars. The stakeholder consultation meeting held within the scope of 

the Project was notified to the local community, mukhtars, public institutions and organizations and 

non-governmental organizations at least seven (7) days in advance. Information on the stakeholder 

consultation meeting held is given in Table 4.1. 

 

  

                                                      
3
 yesilosb.sanayi.gov.tr 
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Table 4.1 Details of Planned Stakeholder Consultation Meeting 
 

No Location Notes Public Hearing 

1 
Türkoğlu OIZ Meeting 

Hall 

Announcement of public consultation has been published on media 

(local and/or social) 

 

Announcement has been placed in public places such as mosques, 

schools, etc.   

 

Draft ESMP and SEP Reports has been disclosed via website of 

Türkoğlu OIZ 

Indicative: 

04.07.2024 

 

 

Prior to stakeholder consultation meeting, several information dissemination methods were 
used to inform the related public authorities (including provincial governorates, district governorates, 
municipality mayors, etc.), mukhtars and local people, and local media agencies etc. In the process of 
announcing the stakeholder consultation meeting, announcements were published on the official 
website of Türkoğlu OIZ on June 11, 2024 and in the local newspaper on June 26, 2024. Newspaper 
announcement, Türkoğlu OIZ official website and neighborhood announcement for the announcement 
of the meeting are given in APPENDIX – D.1. In addition, before the commencement of meeting, the 
Project information brochures were distributed to the participants. The brochure is provided also in the 
APPENDIX – D.1 

 
 
Details on Participants 

 
The meeting was attended by representatives of Türkoğlu OIZ, public authorities and ENCON 

(E&S Consultant), as well as local communities. Photos from the meeting are presented in APPENDIX 
– D.2. A total of 24 people participated in the meeting for the Project. In accordance with the Personal 
Data Protection Law, the meeting list of participants will not be published and will be stored in the 
Project Implementation Unit archives for project management purposes only. The list of participants of 
the meeting held within the scope of the Project will be stored for the duration of the Project and will 
not be shared with third parties. 

 
 
Meeting Program 

 
The meeting started with an introduction and explanation of the purpose and scope of the 

meeting and followed by a presentation by ENCON and a final discussion session where questions, 

concerns and suggestions of the participants were received. The presentation used during the 

meeting is provided in APPENDIX – D.1. The main topics covered in the presentations were as 

follows: 

 

 What is the Project? 

 Who are the Project Implementer, the Project Owner and the Project Financier? 

 What are the Purpose and Anticipated Benefits of the Project? 

 Location and Characteristics of the Project 

 What is the Environmental and Social Impact Assessment Studies? 

 What are the impacts and risks of the project? What are mitigations? 

 Stakeholder Engagement: How to Participate into the Process? 

 Discussion (Questions and Answers) Session 
 
 

Stakeholder Consultation Meeting Findings 
 
The questions, issues, concerns and suggestions raised by the participants during the SCM 

were categorized and a summary of the SCM findings is provided in Table 4.2. 
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Table 4.2 Summary of Stakeholder Consultation Meeting Findings 
 

Party who Raised the 

Question/ 

Issue/Concern/ 

Suggestion 

Question/Issue/Concern/ 

Suggestion Raised 

Response of Project Sponsors/ 

Environmental Consultant 

Participant 1* 

(Türkoğlu Municipality) 

 

Will there be any odor problem in the 

region due to wastewater treatment and 

the sludge to be formed? 

It will be in a situation considerably improved from the 

current situation, as wastewater is currently discharged 

to the nature without treatment. During the treatment of 

wastewater at the planned WWTP, the facility will be 

monitored according to both operational and quality 

parameters, and the processes will be monitored by 

the Ministry of Environment, Urbanization and Climate 

Change as it is subject to environmental permit. Waste 

sludge will also be removed from the site in certain 

periods. In case of any problems, including odor, 

stakeholders will be able to express their suggestions 

and complaints through the channels provided in this 

meeting. 

Türkoğlu OIZ will take the necessary attention in the 

operation of the WWTP and there will be no odor 

problem with proper operation. All measures, including 

odor barriers, have been considered in case of need. 

As OIZ, we are very sensitive about this issue. 

Participant 2* 

(Türkoğlu Municipality) 

Will the treated water be used as 

irrigation water within the facility? 

There are no recovery activities in the first 1000 m
3
/day 

phase of the Project. 

Participant 3* 

(Türkoğlu District 

Health Directorate) 

We are very pleased with the Project, 

but the wastewater from other factories 

in Türkoğlu is discharged into the same 

stream and a very serious pollution 

occurs. 

There are two OIZs declared for the region. These are 

Erkenez OIZ and Türkoğlu OIZ, two separate 

directorates. Therefore, these factories are outside the 

responsibility area of Türkoğlu OIZ. 

Participant 4* 

(A facility investor 

located in the Türkoğlu 

OIZ) 

The factories outside and above 

Türkoğlu OIZ and the Ceceli 

neighborhood have treatment 

problems. A WWTP with a larger 

capacity needs to be built in the region. 

This planning can be done in a larger 

area in the Gavur Lake region. Is there 

any possibility of taking these 

wastewaters to the planned wastewater 

treatment plant? 

There is no possibility of expropriation and construction 

in the Gavur Lake region. The Project design is made 

for WWTP with a wastewater treatment capacity of 

1000 m
3
/day, the requested issue will not be in 

question. In addition, the mentioned activity is outside 

the responsibility area of Türkoğlu OIZ. MoIT 

Authorities informed that MoIT can fund the WWTP 

needs of OIZs and that the mentioned WWTP 

investment is outside their area of responsibility. Those 

kind of demand can be consider as inputs for another 

project. 

Participant 5* 

(A facility investor 

located in the Türkoğlu 

OIZ) 

What is the exact location of the 

discharge point and will the location 

shown on the map in the presentation 

be changed? 

Regarding the location of the discharge point, the 

location was determined and approved according to 

the opinion received from the General Directorate of 

Highways and the General Directorate of State 

Hydraulic Works and the location will not be changed. 

Participant 6* 

(Türkoğlu Open Penal 

Institution) 

What are the security measures during 

the construction of the Project as there 

are prisoners in the semi-open prison. 

Will there be a risk for the prison? 

The locations of the Project site and the prison are at 

opposite sides and there is no such security risk due to 

their distance from each other. 
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Party who Raised the 

Question/ 

Issue/Concern/ 

Suggestion 

Question/Issue/Concern/ 

Suggestion Raised 

Response of Project Sponsors/ 

Environmental Consultant 

Participant 7* 

(Press) 

The Minister of Environment, 

Urbanization and Climate Change will 

visit the region and construction of the 

second 1000 m
3
/day phase of the 

Project may be requested from him. 

At this stage, the WWTP with a capacity of 1000 

m
3
/day is sufficient. There is no need for such a 

request at this time. 

*The participation’s name is not given because of the Law on Protection of Personal Data. 

 

 

4.4 Stakeholder Engagement Plan 

 

The most important issue during construction will be to identify the stakeholders most likely to 

be affected by the construction activities and to inform them about these activities and program 

changes. The aim will be to provide tailored consultation on community health and safety to minimize 

risk to the lowest possible level with a prompt response time to consider any suggestions or resolve a 

complaint.  

 

Information activities to be carried out during the construction are as follows:  

 

 Information will be given by distributing brochures to the firms and neighbourhood 
mukhtars in the project area. The brochures will include the duration of the construction 
period, the details of the grievance mechanism, and the contact numbers of the Social 
Expert.   

 At the entrances of the construction sites, citizens will be informed about the details of the 
construction works and GM with information boards.  

 Information on the construction phase will be made available to the public on the Türkoğlu 
OIZ website (http://www.turkogluosb.org) every two weeks.  

 The contractor representative will be in contact with the neighbourhood mukhtars close to 
the project area as specified in the stakeholder engagement program.  

 In terms of public health and safety, safety signs and plates will be placed in the project 
areas, construction site and its surroundings.  

 Necessary permits will be obtained in line with the needs of the project and the necessary 
institutions will be informed.  

 

 

Informing the public during the operation phase will include information on technical and social 

issues related to the operation of WWTP including safety in emergencies, grievance mechanism.  

 

Various interaction techniques will be used to engage and consult with stakeholders, receive 

feedback from them, and provide them with information. The communication tools and methods 

chosen to engage with specific groups are based on their needs, concerns, and level of influence. The 

consultation and information disclosure strategy is presented in Table 4.3. 
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Table 4.3 Consultation and Information Disclosure Strategy  
 

Project 

Stage 

Estimated Date/ 

Time Period 
Topic of Consultation/ Message Method Used

4
 Target Stakeholders Responsible Units 

Pre- 

Constructi

on  

Continuous  

 Project E&S principles  

 Grievance mechanism   

 Community health and safety  

 Environmental and social risks and mitigation 

measures 

 Updates about the Project  

 Formal/ informal face-

to-face meetings,  

 Digital communication 

tools, 

 Written materials, 

All stakeholders 

PMU is responsible for informing stakeholders 
about 

 Project E&S plans  

 Grievance mechanism   

 Community health and safety  

 Environmental and social risks and mitigation 
measures 

 Updates about the Project 

 
PIU is responsible for monitoring implementation 

and guidance, 

 

E&S Consultant is responsible for the defining 

environmental and social risks 

Pre- 

Constructi

on 

After the 

approval of first 

drafts of the 

ESMP and SEP 

by the WB 

 Disclosure of ESMP and SEP  

 Digital communication 

tools, 

 Written materials, 

 (The document will be 

disclosed on the 

Türkoğlu OIZ website 

(www.turkogluosb.org) 

and MoIT PIU website 

(yesilosb.sanayi.gov.tr) 

All stakeholders 

PMU is responsible for arranging meeting and 
disclose documents, 
 
PIU is responsible for monitoring implementation 

and guidance, 

 

E&S Consultant is responsible for giving 
information on ESMP and SEP at stakeholder 
consultation meeting 

Constructi

on  

Two (2) days 

before possible 

traffic impact, 

whenever 

necessary during 

the construction   

Traffic safety  

 Digital communication 

tools 

 Written materials, 

 Media promotions 

Internal Stakeholders: 

Communities (residents and 

businesses): 

Business and Employees:  

Local Authorities 

PMU is responsible for overall project coordination, 
 
Contractor is responsible for informing about 

possible traffic impact, executing tasks to related to 

traffic safety, 

 

Supervision Consultant is responsible for 

monitoring and ensuring that traffic safety measure 

implemented by the Contractor 

Constructi

on and 

Operation 

Whenever 

necessary during 

the construction 

and operation  

Updates on project activities and progress  

 Formal/ informal face-

to-face meetings, 

 Digital communication 

tools, 

All stakeholders 

PMU is responsible for preparing regular updates 
on project activities and progress, 
 
Contractor and Supervision Consultant are 

                                                      
4
 Face to face meeting methods will be used to engage with the disadvantaged/ vulnerable individuals. 
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Project 

Stage 

Estimated Date/ 

Time Period 
Topic of Consultation/ Message Method Used

4
 Target Stakeholders Responsible Units 

 Written materials, 

 Grievance mechanism, 

 Media promotions 

responsible for informing about updates on project 

activities and progress. 

Operation  

Regularly 

throughout the 

operating period.  

Learning the expectations/ needs/ grievances of the 

Associations / Non-Governmental Organizations  

 Formal/ informal face-

to-face meetings, 

 Digital communication 

tools, 

 Written materials, 

All stakeholders 
PMU is responsible for learning the expectations/ 
needs/ grievances of the Associations/ Non-
Governmental Organizations 

Operation  Before operation  Informing about operation  

 Formal/ informal face-

to-face meetings, 

 Digital communication 

tools, 

 Written materials, 

Internal stakeholders, 

Communities (residents and 

businesses), 

Business and employees, 

Central and local authorities, 

Vulnerable or disadvantaged 

groups 

PMU is responsible for informing stakeholders 
about the overall operation of the Project, 

Operation  

Before 

operation/ 

regularly 

throughout the 

operating period. 

Safety in emergencies  

 Formal/ informal face-

to-face meetings, 

 Digital communication 

tools, 

 Written materials, 

Internal stakeholders, 

Communities (residents and 

businesses), 

Business and employees, 

Central and local authorities, 

Vulnerable or disadvantaged 

groups 

PMU is responsible for  

 developing and implementing overall 

Emergency Plans, 

 implementing specific safety measures 

related to emergencies on-site 

 monitoring the implementation of safety 

measures during emergencies 

PIU is responsible for monitoring implementation 
and guidance 
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While consultations will continue throughout the Project, appropriate consultation methods 

should be adopted considering the preferences or needs of stakeholders. Vulnerable and 

disadvantaged individuals should be monitored throughout their participation in consultations. If they 

request assistance to participate in consultations, the Türkoğlu OIZ should assist the person through 

the social service units of the municipality. Social Expert / Community Liaison Officer (CLO) will 

contact the stakeholders by phone, e-mail, or SMS to learn about the special needs of those affected 

by the project and the consultation methods they prefer. Consultation methods and channels should 

be announced on the Türkoğlu OIZ’s website. 

 

 

4.5 Reporting Back to Stakeholders 

 

Stakeholders will be kept informed parallel to the progress through reporting on project 

environmental and social performance, implementation of the stakeholder engagement plan and 

Grievance Mechanism, and the project’s overall implementation progress.  

 

Report will cover which of their concerns will be addressed and how, as well as explaining 

what suggestions were not taken on board and the reasons why. Stakeholders will be kept informed 

by means of semi-annual report through the Türkoğlu OIZ website (www.turkogluosb.org). 
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5 RESOURCES AND RESPONSIBILITIES FOR IMPLEMENTING STAKEHOLDER 
ENGAGEMENT ACTIVITIES 

 

5.1 Resources 
 

Türkoğlu OIZ is responsible for stakeholder engagement activities. The costs associated with 

the implementation of SEP-related activities (meetings, dissemination materials, digital 

communication activities, etc.) are covered under the budgets allocated by the Türkoğlu OIZ. All 

activities are carried out by the use of the human resources of Türkoğlu OIZ. 

 

 

5.2 Management Functions and Responsibilities 
 

The entities responsible for carrying out stakeholder engagement activities are the World 

Bank, MoIT PIU, Türkoğlu OIZ Project Management Unit (PMU) / Social Expert, Supervision 

Consultant and Contractor. 

 

The Türkoğlu OIZ / PMU will be the main responsible body for the coordination, 

implementation, monitoring and reporting of the SEP’s implementation and coordination with the 

contractors. Detailed roles and responsibilities for the stakeholder engagement of the Project are 

given in Table 5.1. 

 

 
Table 5.1 Roles and Responsibilities for Social Engagement Framework  

 

Responsible Entity Roles and Responsibilities Activities 

MoIT PIU 

• Ensuring that the stakeholder engagement is 
understood by PMUs and other stakeholders.   

• Coordinating interface and reporting to/from the 
World Bank in relation to the implementation of SEP   

• Reviewing grievance records to illustrate significant 
non-compliance issues or recurring problems 
regarding stakeholder engagement and other 
Project activities and coming up with actions.   

• Coordinating and monitoring GM focal points in OIZ 
and contractor level   

• Implementing social and environmental monitoring  

• Monitoring SEP implementation through 
progress reports 

• Conducting site visits to audit the 
performance of the Türkoğlu OIZs regarding 
compliance with the provisions set out in the 
SEP 

Türkoğlu OIZ Project 
Management Unit 
(PMU)  

• Implementation of SEP 

• Planning and implementation of SEP activities in 
close collaboration with the MoIT PIU  

• Informing Türkoğlu OIZ’s SEP-related activities to 
the management board of the Türkoğlu OIZ   

• Reporting on the implementation of SEP activities to 
MoIT PIU   

• Executing the defined grievance mechanism in the 
SEP properly and informing MoIT PIU about the 
overall implementation status 

• Implementing SEP   

• Reporting on the implementation of SEP 
activities to MoIT PIU   

• informing MoIT PIU about the overall 
implementation status 

Social Expert 

• Implementation of SEP 

• Planning and implementation of SEP activities in 
close collaboration with the MoIT PIU  

• Informing Türkoğlu OIZ’s SEP-related activities to 
the management board of the Türkoğlu OIZ   

• Reporting on the implementation of SEP activities to 
MoIT PIU   

• Executing the defined grievance mechanism in the 
SEP properly and informing MoIT PIU about the 
overall implementation status 

• Implementing SEP   

• Reporting on the implementation of SEP 
activities to PMU   

• Informing PMU about the overall 
implementation status 
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Responsible Entity Roles and Responsibilities Activities 

•  

Environmental 
Expert' 

• Participating disclosure process  

• Participating resolution process 
• Implementing SEP 

OHS Expert 
• Participating disclosure process  

• Participating resolution process 
• Implementing SEP 

Communication 
Expert 

• Executing the defined grievance mechanism in the 
SEP properly and informing MoIT PIU about the 
overall implementation status 

• Implementing grievance mechanism 

Monitoring and 
Evaluation Expert 

• Monitoring the recording and resolution of 
grievances, and reporting to PMU 

• Reporting on the implementation of SEP 
activities to PMU   

• Informing PMU about the overall 
implementation status 

Supervision 
Consultant 

• Monitoring the contractors’ recording and resolution 
of grievances, and reporting these to OIZ and PIU in 
their monthly progress reports   

• Contacting with PIU GM Focal Point for the follow-
up of the grievances 

• Monitoring the contractors’ recording and 
resolution of grievances, and reporting 

Contractor  

• Informing MoIT PIU and Türkoğlu OIZ of any issues 
related to their engagement with stakeholders. 

• Informing PMU for environmental and social issues 
(e.g., noise, vibration, water quality monitoring, 
community health and safety, etc.) 

• Developing and implementing a grievance 
mechanism both for the E&S performance of the 
project and for their workforce including sub-
contractors, before the start of work in compliance 
with PIU’s GM requirements 

• Ensures that all site staff, including Subcontractors 
worker’s complaints process and resolutions, 
comply with this SEP 

• Informing to workers about grievance mechanism 

• Managing the grievance mechanism to address 
complaints from the public stakeholders and 
workers. 

• Investigating grievances thoroughly and providing 
timely responses or resolutions. 

• Ensuring transparency and fairness in the grievance 
resolution process. 

• Monitoring and reporting on the effectiveness of the 
grievance mechanism 

• Informing MoIT PIU and Türkoğlu OIZ  

• Informing PMU  

• Developing and implementing a grievance 
mechanism  
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6 GRIEVANCE MECHANISM 

 

The main aim of the grievance mechanism is to assist in resolving complaints and grievances 

in a timely, effective, and efficient manner that satisfies all parties involved. The GM is intended to 

serve as a mechanism to:  

 

 Allow identification and impartial, timely and effective resolution of issues affecting the 
project,   

 Strengthen accountability of the beneficiaries, including project-affected stakeholders, 
and   

 Provide channels for the stakeholders to provide feedback and raise concerns. 
 

 

6.1 Grievance Mechanism at the National Level  

 

Presidency’s Communication Center:  

 

The Presidency’s Communication Centre (CİMER) provides a centralized complaint system 

for Turkish citizens, legal persons and foreigners. CİMER only allow applications in Turkish. Contact 

details of CIMER are given in Table 6.1. 

 

Through CİMER, applicants can direct their requests directly to the relevant authorities. The 

requests submitted to CİMER are resolved within 30 days. If the applicants do not receive feedback 

within this period, they can re-submit their grievance to CİMER or elevate it to the Ombudsman 

Institution (www.ombudsman.gov.tr).  

 

 
Table 6.1 Contact Details of CIMER 

 

Webpage: www.cimer.gov.tr/  www.turkiye.gov.tr/ 

Call Centre (hotline):  150 

Phone number:  +90 312 590 20 00 

Fax number:  +90 0312 473 64 94  

Official Letter/Petition:  
Republic of Türkiye, Directorate of Communications T.C. Cumhurbaşkanlığı Külliyesi 06560 

Beştepe/ Ankara   

Individual Application:  Community relations desks at governorates, ministries and district governorates. 

 

 

CİMER will be available to Project stakeholders as an alternative and well-known channel for 

conveying their Project-related grievances and feedback directly to state authorities. 

 

 

Foreigners Communication Center:  

 

The Foreigners Communication Center (YİMER) provides a centralized complaint system for 

foreigners. YİMER will be available to Project stakeholders as an alternative and well-known channel 

for conveying their Project-related grievances and feedback directly to state authorities. Contact 

details of CIMER are given in Table 6.2. 

 

  

http://www.ombudsman.gov.tr/
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Table 6.2 Contact Details of YIMER 
 

Webpage: www.yimer.gov.tr  

Email:  yimer@goc.gov.tr 

Call Centre (hotline):  157  

Phone number:  +90 312 515 11 22  

Fax number:  +90 312 920 06 09  

Official Letter/Petition:  
Republic of Türkiye General Directorate of Migration Management, Çamlıca Mahallesi 122. 

Sokak No: 4 Yenimahalle/ Ankara  

Individual Application:  Republic of Türkiye General Directorate of Migration Management  

 

 

MoIT Level GM 
 
All stakeholders can submit individual applications to the MoIT grievance mechanism 

established specifically for the Main Project via ways given in Table 6.3. 
 

 
Table 6.3 Contact Details of MoIT 

 

E-mail 
info@sanayi.gov.tr 

dboneri@sanayi.gov.tr 

Website www.sanayi.gov.tr 

Address 
Mustafa Kemal Mahallesi Dumlupınar Bulvarı (Eskişehir Yolu 7.km) 2151. Cadde No:154/A 
06530 Çankaya/ANKARA 

Phone 444 6 100 

Fax +90 (312) 201 58 23 

 

 

MoIT receives formal requests and grievances through CIMER. Other than CIMER, MoIT can 

receive formal grievances either as official petitions or through its online web channels. Per the 

requirements of the World Bank, an expert will be assigned to function as the GM focal point of the 

project and will receive grievances regarding the project through all available GMs. The GM will also 

allow the submission of anonymous grievances through CIMER. GM focal point of the MoIT will act as 

the central body in handling complaints by coordinating with OIZ GMs and CIMER.  

 

 

6.2 Project Level Grievance Mechanism 

 

On the website of Türkoğlu OIZ (http://www.turkogluosb.org), there is a Contact page which is 

available in Turkish (http://www.turkogluosb.org/iletisim). The grievances/requests related to Türkoğlu 

OIZ’s activities can be communicated through this page and the resolution process is followed. The 

page includes information on email, phone number and mailing address of Türkoğlu OIZ. There is 

also an Online Contact Form menu on the page. Name e-mail address, telephone number and 

explanation/message/grievance are entered in the online Contact Form. Filling all fields is obligatory 

on this form. Notification that the application has been received is made via e-mail address. Türkoğlu 

OIZ contact page is given in Figure 6.1. 
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Figure 6.1 Screenshot of Türkoğlu OIZ Contact Web Page 

 

 

The procedural steps of the grievance mechanism are given in Table 6.4. 
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Table 6.4 Procedural Steps of Grievance Mechanism 

 

Step Description of Process  Time Frame Responsibility 

GM implementation 
structure 

There exist three Grievance Mechanism at the National 

Level:  

 Presidency’s Communication Center and  

 Foreigners Communication Center 

 MoIT level GM 

- 

Presidency’s 

Communication Center, 

and Foreigners 

Communication Center 

and related authorities 

Grievance uptake 

Grievances can be submitted via the following channels:  

 telephone  

 E-mail 

 Letter to Grievance focal points at local facilities  

 Complaint form to be lodged via any of the above 
channels  

 Walk-ins may register a complaint in a grievance 
logbook at a facility or suggestion box 

Anonymous Grievances can be submitted via the following 

channels:  

 telephone  

 Letter to Grievance focal points at local facilities  

 Suggestion box 

- 
Local grievance focal 

points 

Sorting, processing 

Any complaint received by social expert is forwarded to 
PMU, Logged in the Grievance Log, and categorized 
according to the complaint types

5
:  

If the complaint is assessed to be out of the scope of the 
Grievance Mechanism, the grievant will be notified through 
the desired communication method and an alternative 
mode of solution will be suggested.   
 

Upon receipt of a 
complaint 

Local grievance focal 
points 

Acknowledgement 
and follow-up 

Receipt of the grievance is acknowledged to the 

complainant by PMU/ Social Expert through a personal 

meeting, phone call or letter as appropriate, within a target 

of 2 working days after submission. If the grievance is not 

well understood or if additional information is required, 

clarification will be sought from the complainant. 

Within 2 working 

days of receipt 

Local grievance focal 

points 

Verification, 
investigation, action 

Investigation of the complaint is led by the Project 

Manager. 

The Project Manager is notified of Level 1, 2 or 3 

grievances 

The PMU, as appropriate, supports the Project Manager in 

deciding who should deal with the grievance and 

determines whether additional support for the response is 

necessary. 

A proposed resolution is formulated by PMU and 

communicated to the complainant by PMU/ Social Expert 

Within 10 working 

days of receipt 

The Complaint 

Committee composed of 

PMU, contractor and 

supervision consultant 

and also representative 

from the aggrieved 

party. 

Monitoring and 
evaluation 

Data on complaints are collected in a database and 

reported to PIU every months 
Monthly PMU 

Provision of feedback Feedback from complainants regarding their satisfaction 15 working days Social expert 

                                                      
5
 Level 1 Complaint: A complaint that is isolated or ‘one-off’ (within a given reporting period - one year) and essentially local in 

nature.  
Note: Some one-off complaints may be significant enough to be assessed as a Level 3 complaint e.g., when a national or 
international law is broken (see Level 3).  
Level 2 Complaint: A complaint that is widespread and repeated (e.g., noise from the facilities, dust, etc. ).  
Level 3 Complaint: A one-off complaint, or one which is widespread and/or repeated that, in addition, has resulted in a serious 
breach of the Project’s policies or National law and/or has led to negative national/international media attention, or is judged to 
have the potential to generate negative comment from the media or other key stakeholders (e.g., inadequate waste 
management).  
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Step Description of Process  Time Frame Responsibility 

with complaint resolution is collected by social expert 

through phone calls or face-to-face interviews. 

after the 

implementation of 

the resolution  

 

 

Once all possible means to resolve the complaint have been proposed and if the complainant 

is still not satisfied, then they should be advised of their right to legal recourse including the right of 

petition, right to information and appeal to the ombudsperson (constitution, article 74) and right to 

constitutional complaint (constitution, article 148). 

 

In addition to the project’s GM for its internal and external stakeholders, ESS 2 requires the 

establishment of a Workers’ Grievance Mechanism (WGM) for the project workers. The project 

workers will use the WGM to convey their concerns or suggestions regarding their working conditions 

and workplace. The Worker Grievance Mechanism is defined as the mechanism that receives 

complaints from Project employees (including both direct and indirect employees). Procedural steps of 

WGM are same as described in the Table 6.4.  

 

 

6.3 World Bank Grievance Redress Service 
 

WB is an additional significant project stakeholder with its own established mechanisms for 

addressing complaints. To provide stakeholders with alternative channels for accessing this 

institution's complaint resolution processes, the following contact details can also serve as an 

additional avenue for submitting complaints. 

 

World Bank Grievance Redress Service, 

 

 Online access: https://wbgcmsgrs.powerappsportals.com/en-US/new-complaint/ 

 By e-mail: grievances@worldbank.org 

 By letter or by hand delivery to the World Bank, physical address: Headquarters in 
Washington D.C, United States or World Bank Country Office -print and use the form. 

 

 

6.4 Grievances Related GBV/SH/SEA 

 

To properly address SEA/SH risks, the GM will be in place prior to contractors mobilizing. For 

GBV—and particularly SEA/SH—complaints, there are risks of stigmatization, rejection and reprisals 

against complainant. This creates and reinforces a culture of silence so complainant may be reticent 

to approach the project directly. To enable victims of GBV,SH/SEA  to safely access the GM, multiple 

channels will be provided through which complaints will be registered in a safe and confidential 

manner. The GM operators and CLO will to be trained on how to collect SEA/SH cases confidentially 

and empathetically (with no judgement). 

 

Projects will have multiple complaint channels. No identifiable information on the survivor will 

be stored in the GM. The GM will not ask for, or record, information on more than the following related 

to the SEA/SH allegation: 

 

 The nature of the complaint (what the complainant says in her/his own words without 
direct questioning);  

 If, to the best of the survivor’s knowledge, the perpetrator was associated with the 
project;  

 If possible, the age and sex of the survivor; and  

 If possible, information on whether the survivor was referred to services. 
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The information in the GM will be confidential—especially when related to the identity of the 

complainant.  
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7 MONITORING AND REPORTING 

 

7.1 Summary of how SEP implementation will be monitored and reported 

 

The Project Owner will implement the monitoring activities throughout the lifetime of the 

Project. This SEP will be updated upon receipt of feedback from stakeholders. Communication 

methods will also be adjusted/updated during the project duration to ensure an effective 

implementation of the SEP. In addition, SEP will be updated in case of major changes that may arise 

in the scope of the Project.  

 

Monthly monitoring activities will be carried out by the Construction Supervision Consultant 

and Türkoğlu OIZ, and E&S compliance will be reported regularly to MoIT. The stakeholder 

engagement activities will be documented through a monthly SEP implementation report. MoIT will 

carry out its supervision monitoring as required and report to the World Bank quarterly on the 

progress and updates. Monitoring reports will aim to identify environmental, social, OHS related risks 

and impacts. Grievances will also be included in the monitoring reports.  

 

The reports will also provide details to all grievances received (if any) during the relevant 

reporting period, including the number of grievances, dates received, actions taken and pending/open 

complaints. Such reports will highlight any issues arising from non-compliance with environmental and 

social requirements and how it has been/ is being addressed from the environmental and social 

standard point of view.   

 

The reports will also include data on any stakeholder engagement activities (as a separate log 

carried out during the specified reporting period) carried out along with a summary table of all 

grievances received and resolved during that reporting period.  

 

When MoIT notices any problems in SEP implementation, it will inform the OIZ and agree with 

them on steps to rectify these problems. 

 

As part of project progress reports, the GM and its performance will need to be reported 

regularly to the MoIT. Statistics of grievances will be reported to MoIT monthly in project progress 

reports. A set of Indicators will also be monitored and regularly integrated by the project into the 

project progress report. Indicators to be monitored is given in Table 7.1. 

 

 
Table 7.1 Indicators to be Monitored 

 

Subject Indicator Target Project Phase 
Monitoring 

Frequency 
Responsibility 

Stakeholder 

Engagement 

Number of stakeholder 

meetings 
2 

Construction and 

operation 
Quarterly PMU 

Stakeholder 

Engagement 

Number of stakeholders 

engaged 
- 

Construction and 

operation 
Quarterly PMU 

Stakeholder 

Engagement 

Provided stakeholder 

feedback, ideas, and 

suggestions 

- 
Construction and 

operation 
Quarterly PMU 

Stakeholder 

Engagement 

Average time taken to 

respond to stakeholder 

inquiries, concerns, or 

requests for information 

5 days 
Construction and 

operation 
Quarterly PMU 

Grievance 

Percent of grievances 

responded to and resolved 

in a satisfactory manner 

100% 

 

Construction and 

operation 
Monthly PMU 
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Grievance 

Percentage of resolutions 

within the prescribed 

timeline 

100% 
Construction and 

operation 
Monthly PMU 

Grievance 
Number of complaints open 

for more than 30 days 
0 

Construction and 

operation 
Monthly PMU 

Grievance 
Average time taken to close 

grievance 
5 days 

Construction and 

operation 
Monthly PMU 

Grievance 
Number of GBV and 

SEA/SH related grievance 
0 

Construction and 

operation 
Monthly PMU 

 

 

7.2 Reporting Back to Stakeholder Groups 
 

The SEP will be periodically revised and updated as necessary in the course of project 

implementation. Quarterly summaries and internal reports on public grievances, enquiries, and related 

incidents, together with the status of implementation of associated corrective/preventive actions, will 

be collated by responsible staff and referred to the senior management of the project. The quarterly 

summaries will provide a mechanism for assessing both the number and nature of complaints and 

requests for information, along with the Project’s ability to address those in a timely and effective 

manner. Information on stakeholder engagement activities undertaken by the Project will be conveyed 

to the stakeholders by the official website of the Türkoğlu OIZ (http://www.turkogluosb.org). 
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APPENDICES 

 

APPENDIX – A Sample Grievance Form  
 

Form Completed by: Date and Time:  

Subject of Meeting:  Türkoğlu OIZ  

1. PARTICULARS OF THE COMPLAINANT   

Name-Last Name:  Grievance Communicated by:  

TR ID No:  Telephone / Toll Free Number  

Telephone:  Face-to-Face Meeting 

Address:  Website / E-mail 

E-mail:  Other (Describe)   

Type of Stakeholder  

Governmental 

Body 

 

PEB 

 

 

Private Enterprise 

 

 

Professional 

Chamber 

 

NGO 

 

 

Focus Groups 

 

Union of Industries 

 

Labor Union 

 

Media 

 

University 

 

 

2. DETAILED INFORMATION ON THE 

GRIEVANCE  

 

Description of the grievance:  

 

Solution method requested by the 

complainant  

 

Recorded by Complainant   

Name-Last Name Name-Last Name 

Signature  Signature  
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APPENDIX – B Sample Grievance Closure Form  
 

Türkoğlu OIZ  

1. DETERMINATION OF THE CORRECTIVE ACTION  

1    

2    

3    

4    

5    

Responsible 

Departments  
  

2. GRIEVANCE CLOSURE  

This section will be 

completed and signed 

by the complainant, if 

the grievance provided 

in the Grievance Log 

Form is remediated.  

  

 

Grievance Closer's Full Name 

 

Signature: 

 

Grievance Closure Date:  

 

............./…………/…………..   

 

Complainant's Full Name 

 

Signature:  
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APPENDIX – C Sample Consultation Form 
 

Subject of the 

Meeting  

  

  

Meeting Place    

Date and Time    Prepared by    

  

  

Number  Subject  Discussed Issues/Decisions  

1      

2      

3      

4      

5      

 

 

Meeting Photos:  

Participant List:  

Documents Shared Ahead of the Meeting:  
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APPENDIX – D Stakeholder Consultation Meeting Documents 

 

APPENDIX – D.1 Announcements and Presentation for the Stakeholder Consultation Meeting 
 

 
 

Figure- 1 Local Newspaper Announcement of SCM 
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Figure- 2 Announcement of Stakeholder Consultation Meeting in Neighborhood 
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Figure- 3 Website Announcement of SCM 
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Figure- 4 Brochure Distributed During the SCM 
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v  

  
 

Figure- 5 Project Information Presentation that was presented at the SCM 
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APPENDIX – D.2 Stakeholder Consultation Meeting Photos 

 

 
 

 
 

Figure- 6 During the SCM 
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APPENDIX – E Regulatory Requirements 
 

National Framework 

Name  Information on Regulation  Relevance with the Project 

Constitution of the 
Republic of Turkiye 

Citizens and foreigners residing in Turkey, provided that the 
principle of reciprocity is observed, have the right to apply in 
writing to the competent authorities and the Grand National 
Assembly of Turkey regarding their wishes and complaints 
regarding themselves or the public. The results of the 
applications regarding them are notified to the petitioners in 
writing without delay. 

Everyone has the right to obtain information and apply to the 
ombudsman. 

Citizens and foreigners at the AoI have 
the right to apply in writing to the MoIT 
and the Grand National Assembly of 
Turkiye concerning the requests and 
complaints concerning themselves or the 
public. 

Use of the Right to 
Petition Law No: 3071 

Citizens and foreigners resident in Turkiye, with the condition of 
observing the principle of reciprocity, have the right to apply in 
writing to the administrative authorities and the Grand National 
Assembly of Turkiye about the requests and complaints 
concerning themselves or the public. 

Citizens and foreigners at the AoI have 
the right to apply in writing to the MoIT 
and the Grand National Assembly of 
Turkiye concerning the requests and 
complaints concerning themselves or the 
public. 

Right to Information 
Law No: 4982 

(“Article 11 - The institutions and agencies shall provide the 
requested information within 15 working days. However, where 
the requested information or document is to be obtained from 
another unit within the applied institution and agency or it is 
necessary to receive the opinion of another institution or if the 
scope of the application pertains to more than one institution; 
the access shall be provided in 30 working days. In this case, 
the applicant shall be notified in writing of the extension and its 
reasons within 15 working days.”  

 

Citizens can request information from 
MoIT and OIZ.   

The institutions shall provide the 
requested information within 15 working 
days. 

 

The Environmental 
Impact Assessment 
Regulation 

 

 Inform the investing public, to get their opinions and 
suggestions regarding the project, Public Participation 
Meeting. Participants raise issues related to the Project.  
As the Project has EIA exemption, the Public Participation 
Meeting has not been held.   

Inform the investing public, to get their 
opinions and suggestions regarding the 
project; Public Participation Meeting. 
Participants raise issues related to the 
Project.  

As the Project has EIA exemption, Public 
Participation Meeting has not been held.   

WB ESS 

Name  Information on Regulation  Relevance with the Project 

ESS 10 Borrowers will engage with stakeholders throughout the project 
life cycle, commencing such engagement as early as possible 
in the project development process and in a timeframe that 
enables meaningful consultations with stakeholders on project 
design. The nature, scope and frequency of stakeholder 
engagement will be proportionate to the nature and scale of the 
project and its potential risks and impacts.  

Requires a Stakeholder Engagement Plan 
(SEP). Stakeholders will be engaged 
throughout the project life cycle 

ESS 10 Borrowers will engage in meaningful consultations with all 
stakeholders. Borrowers will provide stakeholders with timely, 
relevant, understandable and accessible information, and 
consult with them in a culturally appropriate manner, which is 
free of manipulation, interference, coercion, discrimination and 
intimidation.  

 

Stakeholders will be provided information 
and will be consulted  

ESS 10 The process of stakeholder engagement will involve the 
following, as set out in further detail in this ESS: (i) stakeholder 
identification and analysis; (ii) planning how the engagement 
with stakeholders will take place; (iii) disclosure of information; 
(iv) consultation with stakeholders; (v) addressing and 
responding to grievances; and (vi) reporting to stakeholders  
The Borrower will maintain and disclose as part of the 
environmental and social assessment, a documented record of 
stakeholder engagement, including a description of the 
stakeholders consulted, a summary of the feedback received 
and a brief explanation of how the feedback was taken into 
account, or the reasons why it was not.”   

Stakeholders will be informed and 
reported. 

 


