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APPENDIX C: STAKEHOLDER ENGAGEMENT AND COMMUNICATIONS PLAN 

C-1. Introduction 

Overview 

This Stakeholder Engagement And Communications Plan (SECP) sets out the approach that the 
St. Maarten Medical Center (SMMC) will follow in order to engage and communicate with 
stakeholders over the life of the New General Hospital in St. Maarten (herein after the 
‘Project’). Consultation is undertaken in order to interact and incorporate the viewpoints of 
Affected Parties. Special consideration will be given to vulnerable groups, including with 
relation to engagement and consultative activities.  

This plan is organized as follows: 

 Section 2 outlines the objectives of stakeholder engagement; 

 Section 3 introduces the Stakeholder Engagement Plan and related methods, in addition to 
previous and future activities; 

 Section 4 introduces the Communication Plan and outlines its goals and objectives; 

 Section 5 describes roles and responsibilities for grievance redress; 

C-2. Objectives of Stakeholder Engagement 

The activities of engagement are guided by good international industry practice, as well as all 
applicable laws and regulations in St. Maarten. The objectives of stakeholder engagement, 
outlined in this plan, are to: 

 Promote the development of respectful and open relationships between stakeholders 
and the Project proponent (SMMC) and other relevant parties in the pre-construction 
and future phases; 

 Identify Project stakeholders and understand their interests, concerns and influence in 
relation to Project activities, particularly during the construction phase; 

 Provide stakeholders with timely information about the Project, in ways that are 
appropriate to their interests and needs, and also appropriate to the level of expected 
risk and potential adverse impacts; 

 Support alignment with financing standards and guidelines for stakeholder engagement, 
as necessary in the pre-construction phase; and 

 Record and resolve any grievances that may arise from Project-related activities through 
a Grievance Mechanism. 
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C-3. Stakeholder Engagement Plan 

Stakeholder Analysis 

Stakeholders and Affected Parties of the Project are identified based on the following 
information: 

 Stakeholders and Affected Parties identified during analysis of the immediate 
surroundings of the project 

 Stakeholders and Affected Parties in attendance at the public stakeholder consultation 
meeting held on 26 November 2018 after the Draft ESMP is made publicly available via 
the SMMC website. 

The following stakeholders and Affected Parties were identified for this project (to be adjusted 
after Consultation meeting) 

 Businesses  ANTEK, BZSE, Emerald Funeral Home, Belair Community Center, Dental  
Care Clinic, Alpha Health Care Services, Bearing Point, SLS Laboratory,  
Fire Dept., Ambulance Dept., Raoul Illidge Sports Complex  

 Schools  Learning Unlimited, NIPA, Hillside Christian School 

 Church  Jehovah Witness 

 Residents Belair Residents Association, Hamster Drive contact person (Denicio  
Richardson) 

 Patients and their family, other visitors SMMC 

 SMMC management & staff 
  

Stakeholder Engagement Methods and Materials 

The engagement process encourages meaningful participation by stakeholders. The SMMC will 
employ a range of methods and channels for disclosing information in order to tailor disclosure 
to the interests and needs of the various stakeholder groups and will also produce materials 
appropriate for specific stakeholders and types of engagement. This may include typical 
disclosure and engagement methods, such as: 

 Local Newspaper Articles, Radio or Digital Media – Used to convey information to local 
audiences about proposed Project activities and progress. 

 Internet/Website/Social Media - Used to promote information or invite stakeholder 
queries and comments via email. 

 Grievance Mechanism - Used by the public to obtain information, ask questions or report 
and get responses to grievances. 

The stakeholder engagement process includes two-way targeted engagement related to 
specific potential Project impacts. However, engagement activities will continue to be organized 
around specific topics of interest and known concerns of stakeholders. 

Feedback mechanisms are adapted to suit the needs and preferences of different stakeholders 
and their physical locations. A Grievance Mechanism will be established to provide a dedicated 
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mechanism for interested stakeholders to provide Project-related feedback (discussed in 
Section Error! Reference source not found.). 

C-4. Communication Plan 

The Communication Plan defines the communication goals and methods that the SMMC and 
INSO will pursue in order to communicate with stakeholders throughout the life of the Project. 
This plan sets out a framework to ensure consistent, efficient project communication 
throughout the Project planning and implementation process.  

Objectives 

It is important that communication with the public about the Project is consistent and easily 
understood by diverse audiences. Interest and knowledge levels will vary greatly – from highly-
engaged individuals and organizations, to members of the general public that have limited 
familiarity and/or information about the project. Regardless of the interest and knowledge level 
of any individual, the objective is to provide easily digestible and practical information for the 
public to augment a smooth Project implementation process. 

Communication Goals 

The specific goal of this Communication Plan is to provide a strategic guide to: 

 Proactively engage stakeholders with up-to-date information regarding Project 
development, construction timeline, and any changes in scope or delays 

 Stress the Project’s commitment to minimal disruptions to daily life in Bel Air / Cay Hill 
and adherence to Project construction timeline 

 Establish public trust through credible, consistent, and open communication 

 Provide a variety of information tools and points of contact to satisfy a diverse public 
audience 

Key Messages 

This section will include key Project messages. Messages should address the following themes 
and/or categories: 

 Project benefits for St. Maarten and its future resilience 

 Public involvement opportunities 

 Key actors (SMMC, Construction Firm) 

 Other TBC 
Key messages should be developed internally and socialized with all Project staff as required for 
the audiences they might encounter such as Board of Directors, Management Team and Project 
Spokespersons, to construction site supervisors and social outreach team members. 
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Communication Methods 

Communication methods should be developed to convey information to target audiences and 
the public at large, maintain consistent messaging, and provide the public with the opportunity 
to offer feedback. 

Potential platforms and materials include: 

Informational Materials 

Clear, accurate, and comprehensive informational materials for use with stakeholders during 
formal consultation events and informal interactions will be produced. These materials will be 
updated as the Project evolves and supplemented with additional materials and can include: 

 Project fact sheet  

 Frequently Asked Questions 

 Advertisements for public meetings 

 Project maps 

 Handouts/flyers 

 Periodic direct e-mailings to stakeholders 

 Video (via monitor) of construction site 

 Physical signs near sites of Project components with visualizations and key information 
(purpose and dates for completion) 

All materials should include a link to the Project website (as part of the SMMC.sx website) 
where further information can be obtained as well as a point of contact for questions or 
concerns (as described below). 

Project Contact Vehicles 

To give stakeholders easy and convenient access to the Project, the following contact vehicles 
will be put in place: 

 Direct number for general Project inquiries of the PMU (Project Management Unit) 
which will be available 24/7 for urgent situations/complaints, PMU may wish to consider 
Whatsapp capabilities to provide easier access,  

 General e-mail address (PMU@smmc.sx); and 

 Mailing address (current SMMC address) and physical office location (Care Complex 
office of PMU). 

The contact vehicles will be monitored regularly and response protocols should be developed 
to ensure all inquiries are tracked for reporting purposes and that responses are provided. 
Monitoring will also allow for modifications or ramping up of certain contact vehicles should 
one method prove more effective than others. 

Stakeholder Point of Contact 

A community and social coordinator for the Project should be established as a single point of 
contact for stakeholders. This person will be tasked with providing information and responding 
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to questions, or should they not be able to adequately address enquiries, forwarding the 
question to a relevant authority. 

Information and Communications with Specific Stakeholders 

As Project development advances and specific construction plans are in place, the community 
and social coordinator should be responsible for conducting specific outreach with key 
stakeholders. The primary purpose of this outreach is to share information, answer questions 
and obtain stakeholders input on issues and concerns that need to be addressed. These 
meetings will also help to identify any new stakeholders to include in future outreach activities. 
Meetings can take place in many formats, from one-on-one casual conversations to small 
focused meetings. 

Public Information and Communications 

Beyond specific stakeholders, the public at large should be informed of the Project, its purpose, 
and key information that may affect daily life in the area. The key messages should always be 
reiterated during such efforts, in addition to addressing logistical Project updates. Formats for 
public information and communications should include: 

 Public Meetings 

 Media engagements especially via most-used media sources (print, radio, local 
television, online etc.) 

 Presentations to key stakeholder groups 

 Project milestone press releases to local media 

 Project website (part of SMMC.sx) with up-to-date information 

 Updated information via SMMC social media (Facebook, LinkedIn) 

C-5. Contact with Complaint Committee (Grievance Mechanism) 

Feedback Process 

Stakeholders will be able to contact the Complaint Committee by letter, phone, or email. Also 
contact details for urgent matters will be made available. Contact information will be made 
available through the SMMC website and also on external publications and communications 
(including newspapers, leaflets, etc.).  

Stakeholders are invited to provide feedback and report grievances about the Project. This will 
allow the SMMC to monitor how the Project is doing, and will help to identify areas of 
improvement. The SMMC will treat all types of feedback with professional consideration and 
respect, and base its responses on open and honest communication. Feedback and grievances, 
where appropriate and necessary, will be investigated and closed out, and stakeholders will be 
informed of resulting decisions. 
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Grievance Mechanism 

The SMMC will establish prior to construction a Complaint Committee (CC) to address any 
feedback and complaints associated with Project activities in good faith through a transparent 
and impartial process. The internal complaint handling policy described above is also applicable.  

Specific objectives of the Grievance Mechanism are to: 

 Help identify issues and concerns early, so that they can be addressed quickly and 
proactively; 

 Continuously improve Project performance; and 

 Demonstrate the SMMC’s commitment to meaningful stakeholder engagement, and 
respect for local opinions and concerns. 

The CC provides opportunities for the receipt, investigation, and resolution of complaints at the 
Project level during the pre-construction through operations phases. Stakeholders will be 
notified about the CC in external publications and communications (including newspapers, 
leaflets, on the website, etc.). A dedicated telephone number and email option for public 
enquiries and feedback will also be shared. 

The SMMC will also undertake broader stakeholder engagement activities, including monitoring 
and reporting.  

Grievance Mechanism Structure and Process 

The following structure and process will be followed by the CC:  
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Process Description Time frame Responsibility & remarks 

Establish composition of 
Complaint Committee 
members & procedures 

Set up of Complaint 
Committee (CC);  
 
Publish article in newspaper 
and on SMMC website: start 
date of works and contact 
information for complainants     

2 weeks before start 
of civil work  

Committee exists of Manager 
facilities, New Hospital Project 
Manager, Legal Counsel 

Identification of grievance Complaints can be filed face 
to face, via phone, via letter, 
or via e-mail, or recorded 
during public/community 
interaction 

Day of receipt 
complaint 

complaints@smmc.sx;  
phone: 543 1111 ext: 2500  
Postal address: Welgelegen 
road 30, Cay Hill, Sint 
Maarten. Attn. Complaint 
Committee  

Grievance assessed and logged Significance assessed and 
grievance recorded or logged 
(i.e. in a log book) 

4 - 7 Days  
upon receipt 
complaint  

Significance criteria 
Level 1 - one off event;  
Level 2 - complaint is 
widespread or repeated;  
Level 3- any complaint (one 
off or repeated) that 
indicates breach of law or 
applicable policy/regulation 

Grievance is acknowledged Acknowledgement of 
grievance to complainant  

4 - 7 Days upon 
receipt complaint  

 Secretariat confirms receipt 
of the complaint to the 
complainant via e-mail or 
letter  

Development of response -Grievance assigned to 
appropriate party for 
resolution 
 
-Proposal response with input 
from management and BOD 
SMMC 

4 - 7 Days upon 
receipt complaint  
 
10 - 14 Days 
upon receipt 
complaint  

  CC  

Response signed off Redress action approved at 
appropriate levels 

14 - 18 Days 
upon receipt 
complaint   

CC and for level 2 and 3    
complaints also Board of 
Directors (BOD) SMMC  

Implementation and 
communication of response 

Redress action implemented 
and update of progress on 
resolution communicated to 
complainant 
Redress action recorded in 
grievance log book 

18 - 24 Days 
upon receipt 
complaint   

Project Management Team to 
implement redress action  
 
Legal Counsel to communicate 
resolution to complainant 

Complaints Response Obtain confirmation 
complainant that 
grievance can be closed or 
determine what follow up 
is necessary 

24 - 30 Days 
upon receipt 
complaint  

CC  



  

  

ESMP for the St Maarten New General Hospital  189 

 

 

Recording and Assessing Complaints/Feedback 

All feedback/complaints are forwarded on to the CC. The CC will file the feedback in the 
Feedback Management System (comprising a Feedback Intake Form, see below, and a logging 
system) and determine the feedback’s initial categorization and severity.  

Severity levels for prioritization of feedback are as follows: 

 Level 1 – Low Priority: Isolated or ‘one-off’ feedback (within a reporting period of one year) 
and essentially local in nature; 

 Level 2 – Medium Priority: A feedback which is widespread and repeated 

e.g. dust or noise from construction vehicles; and 

 Level 3 – High Priority: A feedback that has resulted in a serious breach of laws or 
regulations, has led to or has the potential to lead to negative media coverage and/or is in 
breach of the SMMC’s own policies and procedures. E.g. a serious accident or a pollution 
incident. A Level 3 feedback will be referred to directly to the Project Coordinator. 

Assigning the Complaint/Feedback to a Responsible Party 

The CC will investigate the feedback or assign it to a qualified party in order to investigate it and 
seek resolution (if necessary). The investigative process can include (but is not limited to) site 
visits, face-to-face meetings, and interviews. All such activities will be documented. 

Resolving the Feedback 

After investigating the feedback, a resolution will be adopted. In some cases, the Project 
Management Unit can immediately address the feedback, while in other cases the feedback 
might need to be elevated to higher level management. 

Monitoring and Evaluating the Grievance Process 

The CC will be responsible for monitoring and evaluating the overall Grievance Mechanism and 
process. Using and maintaining a logging system, the CC will quarterly review the feedback 
process to assess that key milestones are met and feedback are closed out within 30 - 34 days 
of receipt. 

Close grievance Record final sign off grievance 
If grievance cannot be 
closed, obtain expert advice 
third party, refer to 
mediation or ultimately 
court of law 

30 - 34 Days  
upon receipt 
complaint   

Final sign off by CC and for 
level 2 and 3 complaints the 
BOD SMMC  
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The system will allow for aggregation of data including: 

 Number of feedbacks received; 

 Types of feedback raised; 

 Who / what caused the issue; 

 Average resolution times; and 

 Feedback from complainants regarding satisfaction of the resolution. 
Monitoring these indicators will allow the CC to identify trends and to evaluate the 
effectiveness of the mechanism and identify areas for improvement. It may also allow for the 
identification of recurring issues that could warrant discussion and action by the Project 
Management Unit. 
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 Feedback Intake form  

FEEDBACK RECORD 

FEEDBACK REFERENCE 
NUMBER: 

DATE / TIME RECEIVED: TARGET DATE FOR RESOLUTION: 

NAME OF SUBMITTER: ADDRESS AND CONTACT DETAILS: 

FEEDBACK RECEIVED BY: NAME OF PERSON IN CHARGE / EMPLOYEE DEALING 
WITH THE GRIEVANCE: 

TYPE OF ISSUE/ TOPIC (E.G. 
NOISE, LAND, POLLUTION, 
VERBAL ABUSE ETC.): 

DESCRIPTION OF FEEDBACK (INCLUDE DETAILS ON WHO / WHAT 
CAUSED THE ISSUE AND LOCATION OF ISSUE): 

ASSESSMENT OF 
FEEDBACK PRIORITY 
LEVEL (TICK RELEVANT 
BOX) 

HIGH PRIORITY MEDIUM 
PRIORITY 

LOW PRIORITY 

SIGNATURE AND ROLE OF 
EMPLOYEE 

 DATE: 

ACTIONS TO RESOLVE FEEDBACK 

DELEGATION TO:  

ACTION WHO WHE
N 

COMPLETED Y/N/DATE 

    

    

RESPONSE/RESOLUTION:  

STRATEGY TO 
COMMUNICAT
E RESPONSE: 

   

SIGN-OFF:  

DATE:  

CONCLUSION 

IS SUBMITTER SATISFIED? (Y/N)  COMMENTS FROM 
EMPLOYEE DEALING WITH 
THE FEEDBACK: 

 

SUBMITTER COMMENTS REGARDING RESOLUTION: 

FEEDBACK CLOSED? Y/N FEEDBACK 
RESUBMITTED? 

Y/N 

SIGNATURE AND ROLE:  DATE:  

DATE:  NEW FEEDBACK 
NUMBER: 
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Appendix 7:  
Stakeholder Meeting Report 




