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FOREWORD 
 

Trans Adriatic Pipeline AG seeks to build strong relationships with stakeholders, and to manage 
potential impacts of its business activities on affected communities via a range of stakeholder 
engagement and impact avoidance and mitigation processes, and seeks to address any grievances 
in good faith, transparently and in a timely manner.  As part of this process TAP AG has established 
a grievance mechanism through which TAP AG addresses public and community concerns, 
complaints and requests related to TAP Project.   

Further details of TAP AG Grievance Mechanism are provided on TAP AG webpage: 
https://www.tap-ag.com/grievance 

This Grievance Report has been prepared by TAP AG and is intended to provide a summary of third-
party grievance management on TAP Project in 2017, 2018, 2019 and quarters 1 and 2 of 2020, 
referred to here and after as the ‘reporting period’ in this Report.   

The scope of this Grievance Report extends to all three TAP host countries, i.e. Greece, Albania and 
Italy, and includes Project grievances received by both TAP AG and its construction Contractors in 
each of the host countries. 

For the purposes of this Report and in accordance with applicable data protection legislation and 
TAP AG’s data protection policies all personal data from TAP AG grievance database has been 
removed. 
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1.0 Introduction 
TAP AG grievance mechanism is outlined in TAP AG Grievance Management Framework, which 
lays down the principles of grievance management and defines the organisational structure and 
processes required to implement a functional, effective and culturally appropriate grievance 
mechanism that is responsive to stakeholder needs. 

The key principles are: 

 Appropriateness to the TAP Project scope: the grievance mechanism is formalised in 
proportion to the level of potential risks and potential adverse impacts on affected 
communities and stakeholders 

 Cultural appropriateness: the grievance mechanism applies to TAP Project host 
countries and reflects the ways in which each community handles their concerns 

 Accessibility: all members of the public, project affected people, individual and 
institutional stakeholders are provided access to TAP AG grievance mechanism at no cost 
and with no retribution and with possibility to access all available alternative grievance 
resolution remedies recognised by TAP AG and national and international legal systems 

 Clear communication: the TAP AG Grievance Management Framework and associated 
country specific grievance management procedures are communicated through 
appropriate and relevant channels within the host countries 

 Transparency and fairness with clear grievance resolution accountabilities.  

The “third party” definition is inclusive of, but not limited to, members of the public, residents of 
impacted communities, Project affected people (PAPs), institutional stakeholders and other parties 
that wish to address their concerns and complaints to TAP AG and its Contractors in all Project 
locations.   

To enable successful implementation of the Grievance Management Framework TAP AG engages 
with its stakeholders and uses the process of addressing grievances as an opportunity to add value 
to the business process. Equally, TAP AG fosters a culture of transparency and responsibility 
amongst its employees and Contractors towards all external stakeholders. 

Practical implementation of the TAP AG Grievance Management Framework is achieved through 
country specific third-party and worker grievance procedures. The grievance resolution procedure 
differs in each of TAP Project host countries according to the prevalent way of working. TAP AG 
Grievance Framework and host country specific third-party Grievance Management Plans are 
available on TAP AG website: https://www.tap-ag.com/resource-library/reference-
documents/project-finance-disclosure/grievance-management-framework-and-country-
grievance-management-plans. 

TAP AG grievance mechanisms do not replace any national and international recourse channels 
including independent legal advice, national judicial systems, and any other alternative complaint 
and dispute resolution mechanisms available to project affected people and other stakeholders. 
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2.0 Project Wide Summary 

2.1 OVERVIEW OF GRIEVANCE MANAGEMENT PROCESS 

Throughout the reporting period TAP AG continually engaged with the relevant stakeholders to 
achieve a fair resolution to the raised grievances. As mandated by the grievance mechanism, all 
grievances are registered within the electronic database, the Stakeholder and Grievance 
Management Tool (SGMT), that allows logging and tracking grievances through to closure and acts 
as a central depository (where necessary and applicable) for all supporting documentation, 
photographic evidence and engagement records.  

Following registration, all received grievances are subject to assessment and investigation. On 
completion of investigation and implementation of the resolution measures, where such measures 
were deemed necessary as the result of the investigation, the grievances are closed within the SGMT 
database.   

TAP AG grievance management mechanism adopts a two-tier management process that 
incorporates an internal grievance resolution process (Tier 1) and an autonomous assessment by an 
External Review Panel (Tier 2), each with specific administrative steps and associated timeframes 
required for grievance resolution for each tier.  

The External Review Panel (ERP) arbitration (Tier 2) with the involvement of the Complainant and 
TAP AG grievance management team is initiated for: 

 high and medium severity grievances that could not be resolved through internal Tier 1 
grievance resolution process  

 grievances where mutually acceptable resolution could not be reached.  

Section 6.0 this report provides an update on the management of the Tier 2 grievances.  

2.2 SUMMARY OF GRIEVANCE MANAGEMENT  

The breakdown of grievances received in the reporting period by country is provided in Figure 1. 
The number of received grievances varied, reflective of the stage of the construction activities in 
each country. The total number of grievances received in 2017 (726) doubled from the number 
received in 2016 (319). However, this gradually decreased throughout 2018 (by 5% from previous 
year) and 2019 (by 63% from previous year), in line with construction activities drawing to a close. 
The number of grievances received in the first half of 2020 was 272 (up 70% in comparison to the 
same period in 2019).   

For the entire reporting period, the dominant received grievance categories were construction / 
accidental damage (34%), reinstatement (28%), and grievances associated with access and roads 
(12%) (Figures 2 and 3). The remaining categories were all below 10% each of the total number of 
grievances received in the reporting period.  
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Figure 1: Grievances received on TAP Project in 2017-2019 and the first half of 2020. 

The nature of the grievance categories received also reflected the stage of the construction 
activities: 

 Construction/accidental damage related grievances made up 47% of total grievances 
received in 2017, 34% in 2018, 30% in 2019 and 4% in 2020. Majority of grievances in this 
category were received in Greece - 65%, followed by 34% in Albania and 1% in Italy. 

 Compensation related grievances made up 9% of total grievances in 2017, 6% in 2018, 13% 
in 2019 and 3% in 2020. Majority of compensation related grievances for the reporting 
period were received in Albania (46%) and 42% in Greece, with lowest proportion of 11% 
received in Italy. 

 Environment / Nuisance related grievances reduced from 6% of grievances in 2017, to 2% 
in 2018, 2% in 2019, and none received in 2020. 

Other categories of grievances saw an increase as construction activities approached completion: 

 Reinstatement related activities made up 15% of total grievances received in 2017, 28% in 
2018, 33% in 2019, and 60% of grievances received so far in 2020. The majority of grievances 
in this category were received in Greece (78%), followed by 22% in Albania. There were no 
reinstatement related grievances received in Italy. 

 Livelihood and productivity related grievances increased from 1% in 2017, to 4% in 2018, 3% 
in 2019, and 27% in 2020. The majority of livelihood and agronomic productivity related 
grievances were received in Greece (71%), followed by 18% in Albania and 11% in Italy. 
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Figure 2: Proportions of Project-wide grievance categories (2017-2019 and the first half of 2020) 

Under TAP AG Grievance Management Framework, grievances are classified into 3 severity levels: 
low, medium and high. The severity rating of a grievance is based on the potential consequence 
(actual or potential) of the grievance in relation to: 

 Social and Environmental impact (e.g. health, safety, security, livelihood, income, amenity 
/ lifestyle, access to services, social relations and community cohesion, environmental 
quality and natural resources) 

 Impact on TAP AG corporate reputation and 
 Impact on Project schedule.  

Categorization of severity may partially be determined by Complainant vulnerability as similar 
effects may impact differently on vulnerable and non-vulnerable households. Severity level is 
determined by the highest level of impact associated with the grievance.  

For the reporting period, 10% of grievances received across the project were classified as high, 43% 
medium and 47% low. The high severity grievances related to: 
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 construction / accidental damage (26%), with 78% of those received in Greece, 20% in 
Albania and 2% in Italy 

 livelihood / agronomic productivity (17%), with 70% of those received in Greece, 21% in 
Italy and 9% in Albania 

 extra-judicial letters (14%), with 85% of those received in Greece and 15% received in Italy. 

The highest number of high severity grievances was received in 2017 (total of 73 grievances), 
reducing by 3% in 2018 and by 76% in 2019. However, the number has increased in 2020 (up by 76% 
from previous year).  

The medium severity grievances mainly related to: 

 reinstatement (35%), with 82% of those received in Greece and 18% received in Albania 
 construction / accidental damage (28%), with 65% of those received in Greece, 35% in 

Albania and <1% in Italy 
 access and roads (11%), with 78% of those received in Greece, 20% in Albania, and 2% in 

Italy.  

The highest number of medium severity grievances was received in 2018 (total of 358 grievances), 
reducing by 74% in 2019. However, the number has increased by 37% from previous year in the 1st 
half of 2020.  

The breakdown of grievances closed in each host country by year within the reporting period is 
provided in Figure 4 and includes grievances received prior to 2017 but closed within the reporting 
period. TAP AG along with its construction Contractors has progressively worked on resolution of 
grievances, and a total of 2556 grievances across the Project have been investigated and closed by 
the end of June 2020 (628 in Albania, 1860 in Greece and 68 in Italy).  Closure of grievances is 
classified into 2 categories: 

 Grievances closed by implementation of grievance resolution measure(s) (whether by TAP 
AG or its relevant construction Contractor), such as reinstatement action, compensation, 
change in construction methodology or schedule, etc. In the reporting period 83% of closed 
grievances fall within this category. 

 Grievances closed by engagement with the Complainant, where, based on the investigation 
(and external assessment where necessary), TAP AG or its construction Contractor has 
determined engagement with the Complainant on a specific issue as the most appropriate 
option. The proportion of closed grievances in this category is 17% for the reporting period. 

Throughout the reporting period TAP AG and its construction Contractors continued to investigate 
and remediate 147 open grievances: 

  52 in Albania (2 received and under investigation and 50 under remediation) 
 84 in Greece (all under remediation) and 
 11 in Italy (5 received and under investigation and 6 under remediation). 
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The following Sections 3-5 provide a more detailed grievance analysis for each host country. 
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Figure 3: Categories of grievances received Project-wide in 2017-2019 and the first half of 2020 
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Figure 4: Grievances closed on TAP Project in 2017-2019 and the first half of 2020. 
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3.0 Albania 
A total of 628 grievances were received in Albania in the reporting period, with a gradual decrease 
in number of grievances received year on year (Figure 5): total of 193 received in 2017 (reduction of 
9% from previous year), 178 received in 2018 (8% decrease from previous year), 136 in 2019 
(reduction of 24% from previous year) and 54 in 2020 (reduction of 30% from the same period in 
the previous year). 

For the entire reporting period, the most common category of received grievances were 
construction / accidental damage (40%), reinstatement (21%) and grievances associated with 
compensation (12%) (Figures 6 and 7). The proportions of grievance categories for each individual 
year within the reporting period are provided in Figures 8 – 11.  

The majority of construction / accidental damage related grievances was received in 2017 (51%) and 
2018 (40%), gradually reducing to 11% in 2020. Most of the grievances in this category received in 
2017 and 2018 were associated mainly with the pipeline construction Contractor work on pipeline 
re-routes (including the remote location in Trepollar mountain in 2018) whilst simultaneously 
undertaking work on access roads and right of way reinstatement. In the second half of 2018 the 
pipeline construction Contractor undertook re-entry into some locations of the right of way for 
reinstatement, simultaneously engaging up to 8 crews in order to meeting Project schedule targets.  
The number of land entry / exit related grievances also increased in 2018 due to ownership and 
boundary disputes along the reroutes, which also resulted in an associated higher number of 
livelihood / productivity related grievances. Whilst all efforts are made to resolve issues on site, 
landowners are also offered the opportunity to use the formal grievance mechanism if they wish to 
do so during both reinstatement and land exit processes. 

The highest number of reinstatement related grievances was received in 2019 (54 grievances or 40% 
of all grievances for that year). So far in 2020, 39 reinstatement related grievances have been 
received, making up 72% of all grievances received in the year so far.  

More than half of grievances received in Albania for the reporting period were of low severity (53%), 
following by medium severity grievances (39%), with high severity grievances making up 8%. The 
most common high severity grievances in the reporting period relate to access and roads (30%). 

The highest number of high severity grievances was received in 2018 (24 grievances) gradually 
decreasing, with only 1 high severity grievance received in the 1st half of 2020. 

In total, 628 grievances were closed in Albania by TAP AG and its construction contractors in the 
reporting period, including grievances received prior to 2017, with a third of closed grievances 
comprising of medium severity grievances, 62% low severity, and 6% high severity. The majority 
(60%) of grievances were closed via implementation of remedial measures that were determined 
necessary as a result of investigation; 40% of grievances were closed via engagement with the 
complainant where clarification and explanations were given based on grievance investigation.  

By the end of Q1 2020, there were 52 open grievances in Albania, with 2 received and under 
investigation and 50 under active remediation.  The majority (81%) of open grievances relate to 
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reinstatement, which are subject to verification assessment and resolution support from the TAP 
AG Livelihood Assistance and Transitional Support (LATS) program.
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Figure 5: Grievances received in Albania in 2017-2019 and the first half of 2020 

 



Trans Adriatic Pipeline 
Grievance Report 2017 – 1st half of 2020 
 

PAGE | 15 
 

 

 

Figure 6: Categories of grievances received in Albania in 2017-2019 and the first half of 2020 
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Figure 7: Proportions of Albania grievance categories (2017-2019 and the first half of 2020) 

 

 

Figure 8: Proportions of Albania 2017 grievance categories 



Trans Adriatic Pipeline 
Grievance Report 2017 – 1st half of 2020 
 

PAGE | 17 
 

 

 

Figure 9: Proportions of Albania 2018 grievance categories 

 

 

Figure 10: Proportions of Albania 2019 grievance categories 
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Figure 11: Proportion of Albania grievance categories for the first half of 2020 
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4.0 Greece 
A total of 1313 grievances were received in Greece in the reporting period, with a gradual decrease 
in number of grievances received year on year (Figure 12): total of 514 received in 2017, 493 received 
in 2018 (4% decrease from previous year), and 96 in 2019 (reduction of 80% from previous year). So 
far in 2020 the number of received grievances is 210. 

For the reporting period, the most common category of received grievances were construction / 
accidental damage (33%), reinstatement (32%), and grievances associated with access and roads 
(14%) (Figures 13 and 14). The proportions of grievance categories for each individual year within 
the reporting period are provided in Figures 15 – 18.  

The majority of construction / accidental damage related grievances was received in 2017 (47%) and 
2018 (33%), reducing to just 1% in 2020. The majority of these grievances related to claims of damage 
to crops planted after the project cut off dates, disputed ownership, or claims related to agricultural 
subsidies.   

The highest number of reinstatement related grievances was received in 2018 (173 grievances or 35% 
of all grievances for that year) associated with demobilization of the pipeline construction 
contractor in Lot 1. So far in 2020, 123 reinstatement related grievances have been received, making 
up 59% of all grievances received in the year so far. As mentioned earlier, the increase in 
reinstatement related grievances coincides with periods when the pipeline construction contractors 
commence demobilisation (in 2018 in Lot 1 and late 2019/early 2020 in Lots 2/3).  

Reinstatement related grievances received in 2019 were a combination of grievances related to 
actively ongoing reinstatement activities in Lots 2 and 3 and remaining unresolved issues in Lot 1. 
Lot 1 reinstatement grievances were registered by TAP AG, whilst remedial actions were either 
requested from demobilised construction Contractor as part of post-construction maintenance or 
addressed via TAP AG LATS activities.  

The majority of grievances received in Greece for the reporting period were of low (45%) and 
medium (44%) severity, with high severity grievances making up 11% of all grievances received. The 
prevailing number of high severity grievances in the reporting period relates to construction / 
accidental damage (28%), followed by extra-judicial letters and livelihood / agronomic productivity 
grievances (17% each). 

The highest number of high severity grievances was received in 2017 (63 grievances), gradually 
decreasing to 38 grievances in 2018, and 5 grievances in 2019. The first half of 2020 saw an increase 
in high severity grievances (29 cases).  

In total, 1860 grievances were closed in Greece by TAP AG and its construction contractors in the 
reporting period, including grievances received prior to 2017, with nearly half comprising of 
grievances of low severity (47%),  and medium severity grievances (46%). High severity grievances 
make up 7% of all closed grievances in the reporting period. The majority (93%) of grievances were 
closed via implementation of remedial measures that were determined necessary as a result of 



Trans Adriatic Pipeline 
Grievance Report 2017 – 1st half of 2020 
 

PAGE | 20 
 

investigation; 7% of grievances were closed via engagement with the complainant where 
clarification and explanations were given based on grievance investigation.  

By the end of Q1 2020, there were 84 open grievances in Greece, all under active remediation.  The 
majority (73%) of open grievances relate to livelihood / agricultural productivity, which are subject 
to verification assessment and resolution support from the TAP AG LATS program. 
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Figure 12: Grievances received in Greece in 2017-2019 and the first half of 2020 
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Figure 13: Categories of grievances received in Greece in 2017-2019 and the first half of 2020 
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Figure 14: Proportions of Greece grievance categories (2017-2019 and the first half of 2020) 

 

Figure 15: Proportions of Greece 2017 grievance categories 
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Figure 16: Proportions of Greece 2018 grievance categories 

 

 

Figure 17: Proportions of Greece 2019 grievance categories 
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Figure 18: Proportion of Greece grievance categories for the first half of 2020 
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5.0 Italy 
A total of 69 grievances were received in Italy in the reporting period (Figure 19): 19 received in 2017 
(increase of 11% from previous year), 21 received in 2018 (10% increase from previous year), 21 in 
2019 (no change from previous year) and 8 in 2020 (decrease of 62%).  

For the entire reporting period, the most common category of received grievances were those 
related to compensation (23%), extra-judicial letters (21%) and those associated with livelihood / 
agronomic productivity (19%) (Figures 20 and 21). The proportions of grievance categories for each 
individual year within the reporting period are provided in Figures 22-25. In contrast to Albania 
and Greece, there were no reinstatement related grievances in Italy in the reporting period. 

The majority of compensation related grievances were received in 2017 (31%) and 2019 (43%), 
reducing to <1% in 2020 (only 1 compensation related grievance). The majority of livelihood / 
agricultural productivity related grievances (77% of total grievances in this category for the 
reporting period) were received in 2018, with 3 (33%) received in 2019, and none received in 2017 or 
the 1st half of 2020.  

The majority of grievances received in Italy for the reporting period were of medium severity (62%), 
with low and high severity grievances making up 19% each.  

In total, 68 grievances were closed in Italy by TAP AG in the reporting period, including grievances 
received prior to 2017, with the majority comprising of grievances of medium severity (66%), 
followed by low severity (18%) and high severity (16%) grievances. Nearly a quarter (24%) of 
grievances were closed via implementation of remedial measures that were determined necessary 
as a result of investigation; and 76% of grievances were closed via engagement with the complainant 
where clarification and explanations were given based on grievance investigation.  

By the end of Q1 2020, there were 11 open grievances in Italy, with 5 received and under 
investigation, and 6 under remediation. The majority of open grievances (72%) are extra-judicial 
letters, with half (4 cases) under investigation and another half (4 cases) under remediation. 
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Figure 19: Grievances received in Italy in 2017-2019 and the first half of 2020 
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Figure 20: Categories of grievances received in Italy in 2017-2019 and the first half of 2020 
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Figure 21: Proportions of Italy grievance categories (2017-2019 and the first half of 2020) 

 

 

Figure 22: Proportions of Italy 2017 grievance categories 
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Figure 23: Proportions of Italy 2018 grievance categories 

 

 

Figure 24: Proportions of Italy 2019 grievance categories 
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Figure 25: Proportion of Italy grievance categories for the first half of 2020 
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6.0 Tier 2 Update 
The composition of the External Review Panel for Tier 2 grievances is decided on a case by case 
basis depending on the nature of the grievance and the involvement of specialist advisors. 
Implementation of the Tier 2 resolution process commenced in Jan 2018 by setting up an External 
Review Panel that undertook quarterly country visits and issued recommendations for 
implementation of the process. 

By the end of 2019, a total of 73 grievances that were not resolved to complainants’ satisfaction and 
that meet the escalation criteria have been raised to Tier 2 external review: 45 in 2018 and 28 in 2019 
(Figure 26). No grievances were escalated to Tier 2 in the 1st half of 2020. 

 

Figure 26: Tier 2 Grievances Project-Wide 2018 - 2019 

The categories of Tier 2 grievances are represented in Figure 27. Half of escalated grievances (51%) 
comprised of grievances related to construction / accidental damages with 46% of those in Albania 
and 49% in Greece. The second highest category of Tier 2 grievances was reinstatement related 
grievances (15%), with the majority of those (60%) in Greece. 

Resolution of Tier 2 grievances commenced as soon as LATS activities were started, and local 
experts become available to conduct case specific assessments. Closure of grievances has been 
impacted by restrictions due to COVID 19 in the first half of 2020, and the status of Tier 2 grievances 
in each of the countries by the end of Jun 2020 is presented below: 

 Albania: 8 Tier 2 grievances closed, with 17 in the remediation stage, with expert assessment 
and impact confirmation reports prepared and reviewed by TAP AG and recommended 
remediation measures underway 
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 Greece: 35 closed, with 12 undergoing site visits by local experts for preparation of impact 
verification reports 

 Italy: 2 closed with 6 open and subject to a series of expert assessments and long-term 
monitoring. Four of the open grievances are from the same complainant. 
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Figure 27: Categories of Tier 2 Grievances Project-Wide 2018 - 2019 
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