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1. INTRODUCTION 
 

The Hydropower Sustainability Alliance (HSA) is committed to maintaining the 
highest standards of integrity and accountability in all its operations. To support this 
commitment, HSA has established a comprehensive Complaint and Dispute 
Resolution Mechanism designed to address and resolve grievances and complaints 
transparently, fairly, and effectively. 
 

2. ACCESSING THE COMPLAINTS FORM 
 

Individuals wishing to submit a complaint can do so through the Grievance and 
Complaints Form, which is readily accessible in the Contact Us section of the HSA 
website. This form is designed to guide complainants through the submission 
process, ensuring that HSA receives all necessary information to effectively address 
the complaint. 
 

https://www.hs-alliance.org/contact-us
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3. COMPLAINTS HANDLING PROCEDURE 
 

4. Submission: Complaints are to be submitted using the online Grievance and 
Complaints Form. Upon submission, complainants will receive an automatic 
acknowledgment of receipt. 
 

5. Logging and Assignment: Each complaint is logged into the HSA Complaints 
Register with a unique identifier. It is then assigned to the appropriate 
department or officer based on the nature and category of the complaint. 
 

6. Investigation: The assigned officer conducts a thorough investigation, which 
may involve contacting the complainant for further information. All 
investigations aim to be completed within a set timeline, typically 30 days. 
 

7. Resolution and Feedback: Once the investigation is complete, the 
complainant is informed of the outcome and any corrective actions taken. If 
the complainant is dissatisfied with the outcome, they may request a review of 
the decision. 
 

8. Independent Review Panel (IRP): Complaints or grievances that concern the 
Hydropower Sustainability Standard may require involvement from the HSA's 
Independent Review Panel (IRP). The IRP exists to address specific objections or 
concerns related to Hydropower Sustainability Standard certifications and 
submits a final report with a recommendation to the Governance Committee. 
The IRP is composed of at least three independent experts, called upon from a 
pool of candidates based on the required expertise for that particular 
objection or concern. More information about the IRP and its operations can 
be found in the HSA Charter, under Article 7. 

 

 

 

https://www.hs-alliance.org/document-center#governance-documents
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4. CONFIDENTIALITY ASSURANCE 
 

The HSA is committed to protecting the privacy of all individuals. Personal 
information is handled in accordance with the General Data Protection Regulation 
(GDPR) and securely stored on dedicated servers. 
 
 

5. COMPLAINTS REGISTER 
 
 

The HSA Complaints Register is a crucial tool for tracking and managing complaints 
efficiently. Below is a description of the Register: 
 

1. Complaint ID: A unique identifier assigned to each complaint to facilitate 
tracking and reference. This helps maintain an organised record and ensures 
that each complaint is distinctly identified throughout the complaint handling 
process. 

 
2. Date filed: The date on which the complaint was submitted. This information 

is crucial for monitoring the timeliness of the response and ensuring that 
complaints are addressed within the specified timeframes. 

 
3. Complainant name: The full name of the individual filing the complaint. This 

information is used to personalise communication and follow up as necessary 
while maintaining confidentiality in handling the complaint. 

 
4. Contact information: Contact details such as phone number or email 

address provided by the complainant. This is essential for reaching out to the 
complainant for further information or to provide updates regarding the status 
of their complaint. 

 
5. Affiliation with HSA: The relationship of the complainant to the HSA. 

Categories include: 
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- HSA Member: An official member an HSA body, including its Council, 
Governance Committee, and Supervisory Committee. 

- Stakeholder/follower: Individuals or groups with an interest in or who are 
affected by HSA activities but are not formal members. 

- Employee: Staff employed by HSA. 
- Contractor: External individuals or companies contracted by HSA for 

specific tasks or projects. 
- Other: Any other affiliations not covered by the above categories. 

 
6. Category of complaint: The nature or type of the complaint, which helps in 

directing it to the appropriate department or personnel for action. Options 
include: 

 
- Operational impact: Issues related to the effects of operations conducted 

by HSA. 
- Employee conduct: Concerns regarding the behavior or actions of HSA 

employees. 
- Certification process: Complaints specific to the procedures and fairness 

of the Hydropower Sustainability Standard and granted certifications.  
- Quality of service: Concerns regarding the standard of services provided 

by HSA. 
- Stakeholder engagement: Issues related to how stakeholders are involved 

and treated by the HSA. 
- Legal and compliance: Complaints dealing with legal issues or non-

compliance with regulations. 
- Discrimination: Issues involving unfair treatment based on race, gender, 

age, etc. 
- Corruption and fraud: Concerns about unethical or illegal conduct. 
- Data protection: Issues related to the handling and security of personal 

data. 
- Ethics violations: Complaints regarding breaches of ethical standards. 

 
7. Description: A brief description of the complaint. This provides an overview of 

the issue, aiding in understanding the context and specifics of the complaint. 
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8. Action taken: A summary of actions taken by HSA in response to the 
complaint. This includes steps taken to investigate and resolve the issue. 

 
9. Resolution date: The date on which the complaint was resolved. This helps 

track the efficiency of the complaint resolution process. 
 

10. Status: The current status of the complaint (e.g., Open, In Progress, Resolved, 
Closed). This helps in monitoring ongoing issues and ensuring that all 
complaints are addressed to completion. 

 
This structured approach in the HSA Complaints Register ensures that all aspects of 
each complaint are thoroughly documented and managed, facilitating effective 
resolution and continuous improvement in organisational processes. 
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