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	A Community Liaison Officer (CLO) has been assigned for the Project to act on behalf of Greater Amman Municipality (GAM) as the main point of contact for the Ghabawi Landfill and the Shaer Waste Transfer Station with local communities and stakeholders on all project-related issues (i.e. representative of project in front of local communities). 

GAM is working to create a designated Project Implementation Unit (PIU) to manage and follow up on all projects related to solid waste management within GAM municipality boundaries. This includes following up on implementation of Environmental and Social (E&S) commitments within the Ghabawi Landfill as well as Stakeholder Engagement Plan (SEP) implementation. The PIU shall at least include a qualified Environmental & Social Manager, EHS officer(s), and Community Liaison Officer(s).

GAM shall create a ‘Government and Community Relations’ team directly managed and supervised by the CLO who will lead the SEP implementation. This team does not necessarily have to be part of the PIU but within their capacity in the different departments they work in (e.g. Environmental Awareness Department, Department of Social Utilities and Programmes, Vector control and Animal Welfare Department, Community Health Directorate...etc.) and others as relevant will collaborate to implement the SEP actions including carrying out public consultations and information dissemination that will reflect main issues of relevance to the Project as well as hold the regular PLC meetings with designated stakeholder representatives. GAM ‘Government and Community Relations’ team lead by the CLO will provide adequate and timely information to the stakeholders about community relations programmes and adequately consolidated information provided by other departments from GAM and Contractor(s)/service provider(s).

GAM CLO in association with the ‘Government and Community Relations’ team that includes representatives from different line departments (e.g. Environmental Awareness Department, Department of Social Utilities and Programmes, Vector control and Animal Welfare Department, Community Health Directorate...etc.) and others as relevant will collaborate to implement the SEP actions and stakeholder engagement programme including carrying out public consultations and information dissemination that will reflect main issues of relevance to the Project as well as hold the regular PLC meetings with designated stakeholder representatives.

The CLO shall lead the implementation of the Stakeholder Engagement Plan (SEP) in coordination with all direct and indirect involved departments and personnel as well as nominated representatives and members from the ‘Government and Community Relations’ team. He shall request related update reports, documentation, and findings from different department and amalgamate in one report made available on a regular basis in an agreed and suitable format to related parties (GAM management, International Financing Institutions/Lenders, stakeholders, community,...etc). He shall lead communication with the communities and stakeholders and internally with related departments and teams as well as the ‘Government and Community Relations’ team in GAM for implementation of interconnected activities. The CLO is expected to make him/herself available for actions related to the implementation of the SEP throughout the duration of the Project. GAM management is expected to provide him with the suitable and sufficient support staff and logistics required for him to undertake and manage the SEP actions. 

i. Key Requirements and Characteristics for CLO Assigned by GAM for Ghabawi Landfill and Shaer Waste Transfer Station
The CLO, PIU, and the ‘Government and Community Relations’ team work in alignment with the following three principal activities:
· Understanding
· the project or operation and what impacts may result;
· the social environment surrounding the operation; and
· the needs and expectations of GAM, stakeholders, community, and their representatives.

· Communication
· to community members on how the grievance mechanism functions and how it can help them have a voice and seek redress.
· to GAM and Ghabawi Landfill staff on how the grievance mechanism can facilitate operations and how the grievance mechanism functions; and
· how commitments resulting from the grievance mechanism are implemented.

· Informing and Promoting
· the planning and decision-making process of the project/operation; and
· continuous learning from complaints to improve operational performance.

To accomplish these objectives, the CLO and the related team from GAM must be able to:
· follow the specified grievance mechanism process when responding to the complaint and record activities related to the complaint;
· focus on substance and facts without speculating or making value judgements;
· understand the boundaries of the job and seek help when a situation may compromise his or her ability to perform assigned duties (for example, seek help when working on a complaint that could compromise other job duties, such as the day-to-day needs of engagement with critical community stakeholders);
· strive for equity in response to complaints and results of complaint assessment, such that if a particular resolution becomes known to others, it will be viewed as reasonable and consistent with how other complaints have been resolved; and
· maintain confidentiality if requested to do so by a complainant

ii. Terms of Reference for the CLO and Related Team
The Community Liaison Officer (CLO) builds and maintains relationships with community members to better understand community concerns and perceptions. The CLO serves as the principal link—and thus also a critical communications channel—between the project operation and community members. The CLO is also responsible for implementing the grievance mechanism, including managing day-to-day activities and addressing community concerns when appropriate. The CLO shall report to the PIU Manager and to the Deputy City Manager for District and Environment Affairs in GAM. 

The CLO will work and lead the GAM ‘Government and Community Relations’ team as well as others to develop, update, implement, and supervise progress for the following deliverables/milestones/commitments:
· Timely disclosure of project information in Arabic to the key stakeholders.
· Informed participation and meaningful two way consultation with the affected stakeholders.
· The grievance mechanism to ensure that the affected stakeholders’ concerns and issues are addressed.
· Social action plan.
· Implementation of SEP.
· Community Needs Assessment and Integration Plan as well as the Social Responsibility programme
· Project specific training plan and programme.
· Implementation of project specific plans and procedures.
· Implementation of project specific labour and employment plan.
· Disclose action plans and relevant information to related communities and stakeholders.
· Preparation of bi-weekly, monthly, quarterly and annual reports including documentation for the above items.
· Follow up on activities and recommendations in relation to the Landfill Site Public Liaison Committee (PLC) for Ghabawi landfill.

Management of the Grievance Mechanism 
· Oversee implementation and operation of the grievance mechanism.
· Resolve complaints and concerns as appropriate.
· Coordinate with the Ghabawi Landfill &/or the relevant team and departments from GAM to manage complaints that require technical or substantive expertise, as necessary.
· Work with complainant to help identify options for complaint resolution, as necessary and to the extent possible.
· Track and document the complaint resolution process.
· [bookmark: _Toc323210201]Develop and maintain the grievance mechanism database.
· Perform data analysis and reporting.

Operational Focus
· Gain a thorough understanding of the project operation.
· Understand potential impacts of the operation on the local environment, health and safety, and society.
· Interact with departments within the operation and inform staff of community relations activities and community concerns.
· Utilise data and information from the grievance mechanism to develop lessons learned that are communicated to operations staff and communities as appropriate.
· Assist operations staff with utilising lessons learned from the grievance mechanism to guide continuous improvement of operations.

Community Focus
· Gain a thorough understanding of local socioeconomic conditions. 
· Build and maintain relationships with local stakeholders (such as Public Liaison Committee (PLC), neighbours, government, business and religious leaders, community organisations, and non-governmental organisations).
· Provide information about the project operation and updates to the community.
· Understand community perceptions of the operation.
· Recognise issues within the community that may result in heightened concern or unrest, and thus provide an early warning system on community issues to GAM management.
· Facilitate engagement between operations staff, contractors, visitors, community members, and local officials and representatives, as needed. 
· Manage social initiatives undertaken by the operation.

Experience and Qualifications
· Knowledge of the elements of the business operations
· Deep knowledge of potential conflict points for GAM and stakeholders including the community
· Strong customer service focus
· Excellent communication skills
· Ability to work both independently and within teams
· Ability to work on issues that may lead to conflict or be emotionally charged
· Ability to influence decision making at all levels
· Mastery of computer skills sufficient to maintain a database of community complaints and prepare reports and presentation of results
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