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1 Introduction 

The overall objective of the Rural and Environmental Industries Support Fund and Rural Revitalization 

(REIS) is to enhance the access of the poor and vulnerable groups to economic inclusion opportunities 

especially living in rural areas through dedicated microlending programs. This will be through addressing 

credit market gaps for potentially viable micro-borrowers to enable them to get access to finance that 

would not be available through conventional financing channels due to limitations on the capacities of 

lending agencies or due to the lack of information about available financing opportunities for 

microentrepreneurs. The ultimate objective is to build stronger foundations and expand economic 

opportunities to viable micro-entrepreneurs as a means for reducing unemployment and improving the 

living conditions for vulnerable groups by helping them find sustainable job opportunities that are 

maximizing their entrepreneurial skills.  

REIS will provide loans to MFIs and to beneficiaries for microeconomic activity or to initiate very small-

scale businesses “Subprojects”1. 

1.1 ESMS Objectives and scope  
REIS endorses the development and implementation of the Environmental and Social Management 

System (ESMS) to assess and manage the environmental and social (E&S) risks and impacts associated with 

the activities to be financed “subprojects” directly or through the MFIs to be selected.  The associated 

impacts on affected communities and the environment will be managed in accordance with the national 

legislations and the ESF. This document provides a description of the ESMS processes to ensure that E&S 

risks and impacts are duly addressed and managed. The ESMS defines procedures, tools and 

responsibilities for assessing, managing and monitoring environmental and social risks and impacts 

associated with the subprojects financed directly or through selected MFIs. The ESMS is intended to be a 

“living document” in the form that it is periodically reviewed and updated to reflect the lessons learned 

from the implementation of the sub-projects. 

The ESMS is applicable for all subprojects receiving funding from MFIs to be selected and covers all REIS 

direct and indirect beneficiaries. 

2 Environmental and Social Policy 

The environmental and social protection policy (E&S policy) was endorsed by REIS board members at the 

regular meeting dated Monday 24th February 2025. The policy reflects the directions of REIS regarding the 

environmental and social impact of the activities and interventions implemented or financed by the Fund, 

and explains the procedures followed by the Fund to ensure that the E&S policy is followed. The Board of 

 
1 To this ESMS, subprojects are defined as economic activities or assets financed by an MFIs to be selected by RFEI 
to support the implementation of component 3  
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Directors of REIS has approved the E&S policy at its regular session held on March 26, 2024. The Policy is 

in Arabic (attached in Annex 01 and a brief in English is provided below:  

“REIS is committed to protecting and enhancing the safety of workers, beneficiaries and partners 

from any social or environmental impact that may occur to them because of the Fund’s activities 

and interventions. This E&S policy comes within the framework of legal responsibilities and 

government directives and is consistent with the requirements of best practices in the field of E&S 

protection. 

We realize that the safety of workers and beneficiaries, whether men, women or children, is of 

utmost importance in all the work we do and in all the decisions we make, and we believe that all 

groups of society, regardless of age, disability, gender, race, religion or belief, have an equal right 

to protection from all types of harm or abuse. 

This policy applies to anyone working for REIS, or who works on behalf of the Fund, including 

directors, the Board of Directors, paid employees, volunteers, activities workers, and employees 

of associations and partner agencies as well as direct and indirect beneficiaries. Non-compliance 

with the relevant policy and procedures will be addressed without delay and necessary actions 

will be taken.” 

 

3 Legal Framework 

The relevant National requirements that are applicable to REIS are listed in the following table.  

Environmental and Social Framework ESF 

Environmental and Social Standard 
1: Assessment and Management of 
Environmental and Social Risks and 
Impacts 

ESS1 sets out the Borrower’s responsibilities for assessing, 
managing and monitoring environmental and social risks and 
impacts associated with each stage of a project supported by REIS 
through Investment Project Financing, to achieve environmental 
and social outcomes consistent with the ESSs. 

Environmental and Social Standard 
2: Labor and Working Conditions 

ESS2 recognizes the importance of employment creation and 
income generation in the pursuit of poverty reduction and 
inclusive economic growth. Borrowers can promote sound 
worker-management relationships and enhance the 
development benefits of a project by treating workers in the 
project fairly and providing safe and healthy working conditions. 

Environmental and Social Standard 
3: Resource Efficiency and Pollution 
Prevention 

ESS3 recognizes that economic activity and urbanization often 
generate pollution of air, water, and land, and consume finite 
resources that may threaten people, ecosystem services and the 
environment at the local, regional, and global levels. The current 
and projected atmospheric concentration of greenhouse gases 
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(GHG) threatens the welfare of current and future generations. 
At the same time, more efficient and effective resource use, 
pollution prevention and GHG emission avoidance, and 
mitigation technologies and practices have become more 
accessible and achievable. 

Environmental and Social Standard 
4: Community Health and Safety 

ESS4 recognizes that project activities, equipment, and 

infrastructure can increase community exposure to risks and 

impacts. In addition, communities that are already subjected to 

impacts from climate change may also experience an 

acceleration or intensification of impacts due to project 

activities.  

Environmental and Social Standard 
9: Financial Intermediaries 

REIS will finance economic inclusion for beneficiary households 
using micro-credit schemes.  The selected financial 
intermediaries will develop and adopt an environmental and 
social management system (ESMS) following the Environmental 
and Social Standard 9 (ESS9). 

Environmental and Social Standard 
10: Stakeholder Engagement and 
Information Disclosure 

This ESS recognizes the importance of open and transparent 
engagement between the Borrower and project stakeholders as 
an essential element of good practice. Effective stakeholder 
engagement can improve the environmental and social 
sustainability of projects, enhance project acceptance, and make 
a significant contribution to successful project design and 
implementation. 

E&S National legislations that are relevant to the project  

Environmental assessment for projects is included in the environmental legislation in Government of 
Egypt: Law 4/1994 modified by Law 9/2009 and by Law 105/2015. 

Law 48/1982 regulates the quality of freshwater resources. It includes standards for ambient water 
quality as well as limits for discharging wastewaters in different water bodies. 

The Labor Law 12/2003 is the main legislation for occupational health and safety issues. 

Law No. 48 of 1978: it regulates employment in the civil sector 
Law No. 18 of 2015 concerning the Civil Service: It regulates public sector employment including working 
conditions for civil servants; setting the retirement age for the sector; and setting out the wage structure 
for civil servants. It is the most recent law on Egypt’s civil service, and its scope is assumed to be like Law 
No. 48 of 1978. 
Law No. 148 of 2019 on social insurance pension system. The new unified program covers 26 categories 
of workers, including public- and private-sector employees, civil servants, and self-employed persons 
Child Law no. 12 of 1996, amended by Law no. 126 of 2008 and its executive regulation issued by decree 
no. 2075 of 2010. The Child Law is a general law for the protection of the rights of the child, introduced 
several amendments increasing the minimum age for children employment. 
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Decree No. 118 of 2003 concerning the employment of children in hazardous work. It sets forth a list of 
jobs for which children under the age of 18 shall not be employed. It does not exclude specific sectors as 
a whole or specific types of employment. 
Decree No. 113 of 2003 regulates preparatory and complementary work which needs to be finished by 
workers before or after the end of work. Its scope is not specified in the law, however, since it is an 
executive decree of the Labor Law it is likely to have the same scope. 

Decree 115 of 2003 determines the works that are intermittent by their nature and in which the worker 
may stay at the place of work more than 10 hours a day but maximum 12 hours a day. It covers work that 
is deemed intermittent by nature, including certain types of farming, transport (including land, air and 
water), port work and shipping. 
Law No. 83 of 2002 on Economic Zones of a Special Nature regulates employment relations, organization, 
and management in Economic Zones of a Special Nature. It sets out that in these zones, foreign nationals 
may only account for 25% of a firm’s workforce. 
The Law on the Rights of Persons with Disabilities of 2018 regulates the social protection, training and 
the right to work of people with disabilities. Its specific scope is unclear. 
Social Security Law No. 79/1975, as amended, and its executive regulations.  
Law No. 203 for the year 1991, addressing special requirements for employees working in the public 
commercial (business) sector of the State. 
Child Law No 126 of 2008.  
Labor Law and the Social Insurance and Pensions Law-Decree no. 168/2007 and its amendment 
no.162/2019, which originally referred to article No.26 of Labor Law 12 of the year 2003 
Laws relating to prohibition of GBV (SEA-SH): Presidential Decree No. 50 of 2014, its amendments in 2017; 
and recent amendment to law 141/2021 carried out in August 2021 amending some articles of the 
58/1937 Penal Law, to increase the penalty for sexual harassment, including sexploitation. 
 

4 Environmental and Social Procedures 

This section describes the key steps to ensure the subprojects will be carried out in accordance with REIS’s 

E&S policy and the legal framework provided in section 3.  

4.1  Recruitment/appointment of REIS environmental and social management system 

officer. 
REIS ESMS officer will be responsible for the overall implementation of the ESMS in coordination with REIS 

Management and ESMS officers at the MFIs to be selected. The ESMS officer will also be responsible for 

the overall reporting on the implementation of the ESMS to MoSS Social specialist.   

4.2 Include the contractual requirements for implementing REIS ESMS on the MFIs 

subprojects to be financed as described in section 1 (ESMS scope).   
The Subsidiary Financing Agreement to be signed between REIS and each MFI will include the following 

requirements for each MFI:  
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1- Implement the REIS ESMS procedures that are relevant to the selection, management and 

monitoring of the subprojects including (exclusion of ineligible subprojects, preparing of E&S 

instruments, if any, ensure compliance with the relevant E&S laws and regulations, etc.)  

2- Appoint/hire an ESMS officer to implement the ESMS at the MFI level.  

3- Designate a senior management representative to have overall accountability for environmental 

and social performance of MFI subprojects that receive support from the Project. 

4- Screen all proposed MFI subprojects against the exclusion list set out in the REIS ESMS. 

4.3 Selection of the subprojects 
At the level of the MFIs, selection of the subprojects to be financed will be carried out according to the 

following steps:  

4.3.1 E&S Screening List/Exclusion List 
All the proposed subprojects will be screened by the MFIs ESMS officers, and ESMS officer from REIS will 

review and verify the screening, and following projects will be excluded: 

1. Subprojects that are associated with high or substantial environmental or social risks as per the 
ESF definition and projects classified as Category C, Scoped B or B as per the Egyptian 
Environmental law.  

2. Subprojects that involve/are: 
a. Any resettlement related activities, forced eviction, adverse social and economic impacts 

from land acquisition or restriction on land use. 
b. Purchase or use of pesticides or pesticides that are not legally approved by the ministry 

of agriculture 
c. Located in areas of natural habitat or will result in loss, conversion or degradation of 

natural habitats or critical natural habitats  
d. Impacts on physical cultural resources, which are defined as per ESS 8. 
e. Activities in the catchment areas of international waterways and shared aquifers. 
f. Production or trade in any product or activity deemed illegal under host country laws or 

regulations or international conventions and agreements, or subject to international 
prohibitions 

g. Listed in IFC Exclusion List (2007)2. 
 

4.4 E&S Risk Categorization 
Following the screening of the subprojects, the latter will be categorized as per the national system (law 
4/1994 modified by Law 9/20009 and by Law 105/2015) as follows:  
 

• Identify the category of the sub-project according to national classification (Category A or B) and 
type of National Instruments needed (EIA Form A or Form B), if any. 

 
2 https://ifc.org/en/what-we-do/sector-expertise/sustainability/ifc-exclusion-list-2007 
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• Moderate Risk: Category B, requiring Form B EIA and Category A  

• Low risk: Special condition projects that do not require the EIA but will be licensed given 
that the project developer will comply with certain standard requirements or projects 
that are not subject to environmental licensing system.  

 

4.5 E&S Due Diligence 
Depending on the category of the project as per the national system, prepare the adequate E&S 

instrument as per the requirements of Egyptian Environmental Affairs Agency (EEAA):  

• For Moderate risks projects, fill-in appropriate form: Category B projects: requiring Form 
B EIA (less detailed than Category C EIA) or Category A projects: requiring Form A EIA 
(fewer requirements as compared with the Form for Category B projects).  

• For Low-risk project: Obtain all licenses and authorizations as needed.  
 

4.6 E&S Monitoring and reporting  
REIS will have the overall monitoring responsibility of the subprojects across the MFIs. Each MFI will 
monitor the E&S performance of the subprojects during their life cycle in accordance with the E&S 
instrument prepared, if any, and will report on monthly basis on the implementation of all the above steps 
to REIS ESMS officer. If project activities change, then the risk classification will be reassessed, and as 
needed E&S instruments to be revised.  
In cases of Incidents the MFI will report to the REIS as per the reporting requirements and REIS will report 
immediately to MoSS through channels below.  

5 Organizational Set-up 

The following figure provide the organizational structure for REIS ESMS implementation:  
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5.1 Roles and Responsibilities 
REIS Senior management  • Endorsing the ESMS policies 

• Support and lead the implementation of a sustainable ESMS 

• Overall accountability for ESMS performance 

REIS ESMS officer • Day to Day overall implementation of the ESMS 

• Coordination with REIS Management and ESMS officers at the 
MFIs to be selected. 

• Provide capacity building to MFIs ESMS officers  

• Provide guidance as needed to the MFIs on screening and 
management of E&S risks  

• Review and ensure MFIs ESMS officers are carrying out steps 
under section 4.3  

• Ensure MFIs Grievance Mechanism (GM) for projects and 
workers functions properly.  

• Review MFI E&S monthly performance report and prepare 
aggregate report to MoSS on periodical basis  

• Update the ESMS on regular basis and ensure lessons learned are 
well cascaded to all MFIs 

• Liaise with MoSS Social officer on frequent basis  

MFIs Senior management  • Support and lead the implementation of a sustainable ESMS 
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• Overall accountability for ESMS performance at the MFI level 

ESMS officer  • Day to Day implementation of steps section 4.3 

• Report the ESMS implementation status monthly.  

• In case of incidents, report immediately to REIS ESMS officer  

• Monitor the subprojects’ implementation and ensure 
compliance with the ESMS requirements.  

• Review the E&S instruments, if needed and ensure compliance 
with the ESMS requirements. 

• Register complaints received and ensure workers have mechanism to use 

to submit a complaint, 
 

5.2 Grievance Mechanism for Workers 
REIS ensures that employees, beneficiaries of all categories, implementing partners and service providers 

have the necessary confidence to speak out or act if they are dissatisfied with anything or have complaints 

related to the social or environmental impact of the activities and work of the Fund or any of its employees 

or Its partners or service providers. 

REIS is also keened to have a declared mechanism for receiving complaints and reporting violations 

regarding violations or illegal activity, or any practice that conflicts with the social and environmental 

protection policy. 

The complaint mechanism for workers allows submitting complaints in certain categories as follows: 

• Discrimination  

Grievances may arise if employees feel targeted due to their race, gender, age, disability, or other 

personal characteristics.  

• Working conditions  

Employees have the right to work in safe environments. Working conditions include the terms and 

conditions of employment (e.g., rights related to hours of work, wages, overtime, compensation 

and benefits), nondiscrimination and equal opportunity, worker’s organization, among other 

factors that contribute to the physical, mental, and emotional well-being of employees in the 

workplace 

• Harassment (complaints under this category will be reported to the MoSS immediately) 

Different types of harassment include unwelcome behavior, comments, or actions, including 

sexual harassment and bullying, threats, violence, etc. Employees who do not feel psychologically 

safe at work can complain under that section.  

The complaints under this category / section will be taken seriously with no tolerance, and it will 

be directed or referred to VAW&G services such:  National Council for Women Hotline (15115), 

MoSS Women’s Administration Unit Hotline, MoSS complaints log, which will follow procedures 

mentioned in the VAW&G Action Plan. 

• Workload  
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Long working hours, excessive workload, and inadequate support systems such as shift timings, 

leave and vacation policy, and office etiquette 

• Communication silos  

Lack of open communication in the workplace is another major cause of frustration and 

resentment. Not making time for employees, not being open to feedback, 

• Cyber bullying   

With the rise of digital communication, employees may raise a grievance regarding bullying, 

sending abusive or threatening messages through emails, messages, or social media platforms, as 

harassment and bullying are not limited to face-to-face interactions.  

• Compensation and benefits  

Inadequate Compensation and Benefits. Adequate compensation and benefits are foundational 

to establishing a strong employee relationship. Employees may have concerns about 

their compensation or benefits packages, which can lead to resentment and decreased morale, 

Employees may express grievances regarding the adequacy or fairness of their benefits package, 

including health insurance, retirement plans, and other perks according to and based on their 

contracts.  

 

Procedures of handling complaints:  

• Submission 

• Registration in the GM log  

• Eligibility  

• Consultation phase with complainant and other parties as needed  

• Complaints review:  

h. Recommendation 

i. Investigation 

• Monitoring 

Workers will be encouraged to discuss their grievance and complaint informally with their direct managers. 

In cases where the direct manager is related to the subject of the complaint, the employee would most 

probably choose to directly submit a formal grievance. For all cases where the employees decide to submit 

a formal grievance, the following provides details about the step-step procedure they will be using: 

REIS has a complaint mechanism that allows the workers to file / submit complaints through the ESMS 

officer, the dedicated email, or any other governmental complaining means. The ESMS officer will handle 

the case according to the procedures: 

The ESMS focal person is identified and known to all workers, and will have the authority to initiate an 

investigation after getting the approval from the executive director of REIS, or raising the complaint to the 

board members if necessary 
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Complaints cases are closed within 1 month at a max, and if the complainant wishes to submit an appeal, 
the complainer can submit his/her complaint through the Governmental Complaints Portal: 

- URL:  https://www.shakwa.eg/GCP/Default.aspx  
Hotline 16528  

 Appeal cases are resolved within 1 month.  
 
Complaints are filed and managed with total respect of their confidentiality. 
 
In case of violence against women and girls (VAW&G) related complaints, those can be submitted through 
the following channels (Complaints under this category will be reported to the MoSS immediately):  

• National Council for Women (NCW) Hotline 15115.  

• Governmental Complaints Portal URL: https://www.shakwa.eg/GCP/Default.aspx  

• Governmental Complaints Portal Hotline 16528. Women’s Administration Unit, MoSS. 

• The ESMS officer from the REIS will coordinate with MOSS regarding the complaints received 
 

 
The 15115 Hotline is a nationwide complaint system for women that resides in Egypt women’s national 
machinery (the National Council for Women “NCW”) that is an independent entity with core mandate to 
empower and protect women in Egypt.  The Women’s Administration Unit, in MoSS is mandated with 
receiving and resolving any complaints from women regarding any issues that they face, including those 
related to sexual exploitation and abuse / sexual harassment (SEA/SH). Through the unit, women can also 
access support and guidance related to psychosocial support, sheltering, among other key resources and 
services.  
 
Defined Workflow: 

1. Complaint Receipt: Channels for Receiving Complaints: 

o Designated Complaints Email: A specific email address is available for receiving complaints. 

(ruralfund@moss.gov.eg) 

o Executive Director: Complainers can send them directly to the Executive Director of the REIS 

either in person or via email. The Executive Director will direct complaints to the Environmental 

and Social Development Officer to handle the complaint. 

o Environmental and Social Development Officer: Complaints about the environment or social 

effects can be sent directly to the Environmental and Social Protection Officer of REIS either in 

person or via email. The officer is committed to keeping confidentiality in cases where the 

complainant does not wish to show their identity. 

Confidential complaints will receive a code for easier communication and will be handled throughout the 

full process as anonymous and respecting confidentiality of the complainant.  

https://www.shakwa.eg/GCP/Default.aspx
https://www.shakwa.eg/GCP/Default.aspx
mailto:ruralfund@moss.gov.eg
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2. Acknowledgment Notification: An acknowledgment will be sent to the complainant confirming 

receipt of the complaint and informing them of the expected follow-up within 2 working days of 

receiving the complaint.  

3. Screening and Verification Mechanism: Upon receipt of a complaint, each one must undergo a 

screening and verification process by the Environmental and Social Development Officer to ensure 

correct understanding. 

a. Complaint Classification: Finding the type of complaint (administrative, financial, service-

related, human resources, etc.). 

o Administrative Complaints: Related to internal workplace issues such as salaries, 

promotions, and working conditions. 

o Financial Complaints: About financial issues, such as unpaid dues or incorrect salaries. 

o Service-Related Complaints: Relating to the quality or delays of services provided to 

citizens. 

o Human Resources Complaints: Concerning recruitment, appointments, or complaints 

about colleagues or management. 

o System and Technology-Related Complaints: Related to work systems or technology that 

affects work processes. 

o Complaints Related to Abuse of Administrative Authority or Harassment: Including all 

forms of harassment. 

b. Identification of Relevant Department: Deciding the department or entity responsible for 

investigating the complaint based on its nature. 

c. Investigation of the Complaint: The responsible party investigates the complaint, which 

involves: 1) Gathering necessary information from all concerned parties. 2) Communicating 

with relevant individuals to verify the validity of the complaint. 

o Formation of a Complaint Resolution and Investigation Committee : If a complaint 

requires in-depth investigation, a specialized committee is formed to study the case. 

o Ensuring Integrity: It is necessary to ensure there is no conflict of interest or bias in the 

investigation process. 

o Transparency: A clear and transparent communication channel must be provided 

between the department responsible for reviewing the complaint and the complainant. 

4. Analysis of Possible Solutions: After the investigation, potential solutions are analyzed based on the 

type of complaint, and the most proper solution is selected. 
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5. Decision Making: Based on the investigation and analysis, a decision is made either to resolve the 

complaint or dismiss it (if found unjustified). 

6. Notification: The complainant is informed of the decision, including the adopted solutions, or required 

actions within a maximum of 1 month. 

7. Complaint Closure: Once the issue is resolved, the complaint is closed after confirming the 

implementation of the solution and informing the complainant, ensuring the total duration for 

reviewing, addressing, and closing the complaint does not exceed 1 month. 

 

Roles and Responsibilities: 

• The Environmental and Social Development Officer manages the initial reception and registration 

of complaints, classifies complaints according to their type and forwards them to the relevant 

department and handles providing clear feedback to complainants about the actions taken. 

• Complaint Resolution and Investigation Committee: A group of specialists for incidents 

investigations. 

• Decision-Making Authority: The Complaint Resolution and Investigation Committee manages 

approving decisions on complaints and deciding required solutions. 

 

Follow-up and Performance Reporting: 

• Periodic Reports: Periodic reports (quarterly) should be prepared, detailing the number of 

complaints received, resolved cases, and the time taken to process complaints as well as analysis 

by categories of complaints received. The report will include Key Performance Indicators (KPIs): 

Such as the time taken to resolve complaints, the success rate of resolved complaints, and 

complainant satisfaction. 

• Continuous Evaluation and Improvement: REIS should revisit the system periodically to enhance 

its efficiency based on feedback received. 
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6 Monitoring and Reporting  

 
The reporting frequency is illustrated in the following figure:  

 
MFIs will Notify REIS of any incident or accident related to subprojects which have, or are likely to have, a 
significant adverse effect on the environment, the affected communities, the public or workers, including, 
inter alia, cases of Violence Against Women & Girls (VAW&G), and accidents that result in death, serious 
or multiple injury immediately after learning of the incident or accident. Provide sufficient detail regarding 
the scope, severity, and possible causes of the incident or accident, indicating immediate measures taken 
or that are planned to be taken to address it, and any information provided by any contractor and/or 
supervising firm, as appropriate. Subsequently, prepare a report on the incident or accident and propose 
any measures to address it and prevent its recurrence.  

7 External communication and Information Disclosure 

The summary of the ESMS will be disclosed on the website and social media channels of REIS as well as 

the grievance mechanism channels for workers and for the public. Simplified environmental and social 

monitoring reports will be disclosed on a bi-annual basis, including the activities of the different non-

governmental organizations (NGOs)  

8 Grievance Mechanism for the public 

REIS is committed to the duty of care to protect and enhance the safety of beneficiaries and partners from 

any environmental and social damage that may occur to them because of REIS activities and interventions.  

We realize that the safety of workers and beneficiaries, whether men, women or children, is of utmost 

importance in all the work we do and in all the decisions we make, and we believe that all groups of society, 

regardless of age, disability, gender, race, religion or belief, have an equal right to be protected from all 

types of harm or abuse 

 

The GM includes various uptake channels such as: 

• REIS Social Media Channels: 
o LinkedIn: https://www.linkedin.com/company/reis-fund 
o Facebook: https://web.facebook.com/reisfund 
o Instagram: https://www.instagram.com/reisfund 

https://www.linkedin.com/company/reis-fund
https://web.facebook.com/reisfund
https://www.instagram.com/reisfund
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o Website: https://reis.moss.gov.eg/  

• REIS safeguard focal person Medhat.abdelrasheed@moss.gov.eg  
 
Complaints cases are closed within 1 month at a max, and if the complainant wishes to submit an appeal, 
complainer can submit his/her complaint through Governmental Complaints Portal: 

- URL:  https://www.shakwa.eg/GCP/Default.aspx  
- Hotline: 16528  

 
 Appeal cases are resolved within 1 month.  
 
Complaints are filed and managed using the GM/complaints module of management information system 
(MIS). With total respect of the confidentiality of the complaints  
 
Categories of complaints include:  

• Mistreatment of beneficiaries  

• Exploitation in all its forms (sexual, physical, emotional) 

• Abuse in all its forms (sexual, physical, emotional) 

• Bullying and exploitation of professional or social influence 

• Child labor 

• Violence against Women & Girls 

• Discrimination of any type  

• Poor quality of services provided by REIS 

• Services delay  

• Exclusion of receiving services or benefits provided by REIS  

• Environmental impacts  
 
In case of Violence Against Women & Girls (VAW&G) related complaints, those can be submitted through 
the following channels:  

• National Council for Women (NCW) Hotline 15115. Women’s Administration Unit, MoSS.  

• Governmental Complaints Portal URL: https://www.shakwa.eg/GCP/Default.aspx  

• Governmental Complaints Portal Hotline: 16528  

• The ESMS officer from the REIS will coordinate with MOSS regarding the complaints received 
 

 
The 15115 Hotline is a nationwide complaint system for women that resides in Egypt women’s national 
machinery (the National Council for Women “NCW”) that is an independent entity with core mandate to 
empower and protect women in Egypt. The Women’s Administration Unit, in MoSS is mandated with 
receiving and resolving any complaints from women regarding any issues that they face, including those 
related to sexual exploitation and abuse / sexual harassment (SEA/SH). Through the unit, women can also 
access support and guidance related to psychosocial support, sheltering, among other key resources and 
services. 

https://reis.moss.gov.eg/
mailto:Medhat.abdelrasheed@moss.gov.eg
https://www.shakwa.eg/GCP/Default.aspx
https://www.shakwa.eg/GCP/Default.aspx
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Annex 01: REIS ESMS policy  
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Annex 02: Complaint Online Form: 
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