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1. Objective

The Operational Grievance Mechanism (OGM) is a formal, private avenue for the host communities con-
sisting of 14 hamlets and villages in Mann Field — where MPRL E&P undertakes hydrocarbon exploration
and production activities in cooperation with Myanma Qil and Gas Enterprise (MOGE) — to raise environ-
mental and social issues if they believe the field operations have or is likely to adversely affect them.

We believe our OGM, among others, meets the following effectiveness principles:

As a multistakeholder-driven problem-solving me- chanism, the OGM aims to resolve issues quickly and
effectively through a collaborative manner for delivering sustainable solutions to stakeholder concerns
and issues. It also serves as an effective tool for early identification, assessment and resolution of proj-
ect-related issues and risks.

This project specific mechanism outlines procedures to receive, register, resolve and report concerns and

complaints of affected communities and stakeholders as part of the implementation of the enhanced oil
recovery project at Mann Field. It does not replace existing administrative or judicial systems of the state

for redressing grievances.
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‘ A source of continuous learning
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2. Scope

We define a grievance as a verbal or written com-
plaint related to the activities and impacts of oper-
ations at Mann Field. To a large extent, a grievance
refers to an incident or event associated with
Mann Field, and is put forward by an individual or
group of individuals or a representative acting on
behalf of a specific individual or group from the
communities surrounding Mann Field.

We work in close collaboration with our project
stakeholders, including local communities them-
selves, to verify all grievances lodged and remedi-
ate the damage caused by our activities or the
activities of our partners. These include but not
limited to the following:

e Remove/ bury/ repair old pipelines

e Fire hazard/electricity hazard

 Repair water pipeline/ water supply

« Refill unused/ halt digging new produced
water pit

* Repair landfill

* Repair bridge/ road

* Remove shut-in well

e Crop compensation

e Land compensation/ land use

e Employment

4M0{PUWX{@ Saniipireiy
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In addition, we anticipate, listen and respond to

minor incidents related to the operations before
they escalate, and we actively cooperate to per-
form remediation with affected stakeholders as
early as possible.

Operational Grievance Mechanism
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3. Governing Law and International Standards

MPRL E&P’s OGM is a formalized, private and non-judicial mechanism that operates under the Myanmar
Law. Furthermore, it is implemented in line with a suite of corporate policies, project-specific documents
and the international standards.

Project-Specific Documents

e Mann Field Environmental Impact Assessment (EIA) Report
e Mann Field Environmental Compliance Certificate (ECC)

Corporate Policies

e MPRL E&P Human Rights Statement and Policy
* MPRL E&P Corporate Social Responsibility Policy
e MPRL E&P Organizational Code of Conduct

UNITED NATIONS

International Standards & Requirements

¢ United Nations Guiding Principles (UNGPs)

“To make it possible for grievances to be add-
ressed early and remediated directly, business
enterprises should establish or participate in
effective operational-level grievance mecha-
nisms for individuals and communities who

Ms. Vicky Bowman
Director, Myanmar Centre for Responsible Business (MCRB);
Senior Advisor, IHRB

cc What was really innovative about
the MPRL E&P’s OGM was that it was
the first time a Myanmar company
had based a complaint grievance

may be adversely impacted.”

International Finance Corporation Performance

Standards (IFC PS)

“Where there are Affected Communities,
the client will establish a grievance mecha
nism to receive and facilitate resolution of
Affected Communities’ concerns and griev
ances about the client’s environmental and
social performance. The grievance mechanism
should be scaled to the risks and adverse
impacts of the project and have Affected
Communities as its primary user.”

mechanism on the UN Guiding Princi-
ples on Business and Human Rights. It
was also innovative in the way it used
volunteers, who were embedded in
the villages and they were from the
villages and were therefore trusted by
the villagers in a way that somebody
coming directly from the company
would not be. 39

Operational Grievance Mechanism
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5. Methods to Access

The methods to access the grievance mechanism have been widely publicized within the communities
since the full rollout of the mechanism. A grievance mechanism pamphlet in Myanmar language was
prepared and distributed to local stakeholders in Mann Field. The pamphlet includes key information
about the type of grievances that might occur as a result of our operation activities, key steps towards
reaching a resolution through dialog and engagement with all stakeholders concerned, and contact
persons with phone numbers to submit a grievance. Access to the mechanism is free of charge, and regis-
tering a complaint involves no costs nor retributions.

Anyone can inform us of their grievances, complaints or concerns at a variety of access points within the
communities and these are:

e Writing through letterboxes e Talking directly to our comm- = e Calling to our field operations
placed in each village, or unity volunteers in each village, or personnel or CSR staff via phone.

VOLULR

n

In addition, the OGM is regularly publicized at the community meetings, at the local CSR office, and at the
company’s website.

All information related to the grievance procedures, grievance registers and grievance reports, which are
prepared in both Myanmar and English, are maintained on site and at head office. As we have recruited an
incentive-based volunteer for each village as the first point of contact, it’s expected that a number of griev-
ances will be received via the volunteers.

Operational Grievance Mechanism 05
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6. Timeline
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All grievances will be handled in a confidential and dialog-based manner. From start to close-out, a griev-
ance resolution process can take the first 24 hours to a maximum of 30 days. Cases where detailed investi-

gation and involvement of other stakeholders are concerned can take up to 30 days to be resolved, but this

is rare, if they ever happen within our sphere of influence.

In general, the OGM aims to

* Acknowledge receipt of grievances within 1 to 3 working days;

* Provide feedback to the complainant within two working weeks;

¢ Close out grievances within 30 days from receipt; and

» Target 50% satisfaction rates with the process, and outcome of grievance resolution.

c As a volunteer, when community members
contact me regarding an Organizational Griev-
ance Mechanism (OGM) case, | inform the village
administrator and MPRL E&P CSR team by phone.
I then visit the case area with CSR staff and com-
plainants, take photo records, prepare the OGM
form, and obtain the complainants' signatures and
documentation. These are the steps | follow as a
volunteer before an OGM case is resolved. After
resolving the OGM case, | work with the CSR staff
to obtain the necessary signatures and docu-
mentation from the complainant and village
administrator to close the OGM.

During the OGM case resolution stage, there
are sometimes negotiation phases. For instance,
if a complainant requests the removal of an
active pipeline, | meet with the complainant
alongside the CSR staff to discuss the case,
explain the situation, and negotiate with the
farmers.

As a volunteer, | also inform and reinforce the
knowledge of the OGM to farmers and the

Daw Myint Myint Khaing
Community Volunteer
(Auk Kyaung Village)

MPRL.
) G -
v A \ N L

community regularly. Having a channel like the
Organizational Grievance Mechanism offers many
benefits to the village community. Villagers living
near operational areas and farming close to these
areas have less to worry about due to the OGM.
For example, timely action can prevent crop and
soil damage from oil pipeline leaks and crop plant
death from water pipe leaks. It is also beneficial
for addressing electrical hazards promptly. There-
fore, | frequently inform and encourage the local
community to submit OGMs. 33

Operational Grievance Mechanism
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7. Public Awareness

We have delivered OGM information sessions and campaigns for the target communities in Mann Field to
ensure a better understanding of how grievances will be handled, the types of remedy the company can
or cannot provide, and the grievance procedures and timeframe. We also publish periodic OGM reports on
the website, and verbally disclose updates about the OGM at stakeholder engagement activities. We
repeat communication and awareness raising sessions regarding the OGM in regular intervals, and these
activities track the improvement in community awareness level of the mechanism.
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8. OGM Procedures, Roles & Responsibilities

Step 1: Receive and Acknowledge

e Grievances can be expressed in local lan
guages and lodged in three ways—in writing,
or through community volunteers or by phone.

* Receipt of each grievance is acknowledged
within one to three days and the complai-
nant is informed of the next steps of the process.

I Step 2: Assess and Assign

e Once we receive a grievance, we assess its
severity. Our CSR Field Coordinator reports
to MPRL E&P’s Field Operations Manager
and MOGE General Manager and coordi-
nates with assigned staff who will follow
through to ensurethat the issue is investi-
gated by respective departments that are
best suited to do so. The complainant is
then responded in due course.

* There may be grievances with high severity
levels and they are escalated to company
management accordingly.

BN Step 3: Investigate and Respond
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e The CSR Field Coordinator and respective departments investigate the grievance and inform the

complainant about the proposed resolution.

* In some cases, more information may be requested from the complainant to ensure a thorough

investigation.

Operational Grievance Mechanism
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I Step 4: Close out
Rec&elve

* We strive for the process of the OGM to be
based on dialog where a resolution can be
found together with the complainant.
Remedies are proposed depending on the
case.

e |If the solution is not satisfactory, the com

plainant can appeal, in which case the griev-
Respond ance will be re-evaluated. Once the complai-
nant accepts the solution, the grievance is
considered resolved.

5-Step | nvesgttigate

OGM Procedures ' fiC

Close out [ Step 5: Lessons learned

e e A key step in the process is regular review
B8%had and extraction of lessons learned from the
grievances collected. Periodically, grievance
trends are discussed with company manage
ment and at project sites to identify
improvement to the grievance management
Figure 1. lllustration of Our 5-Step OGM Procedures process itself.
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L Because Mann Field Operations is running
24/7, we expect some environmental and
social impacts on the surrounding communi-
ties. Environmental impact cases rarely occur in
Mann Field due to our company's careful
operational performance following the envi-
ronmental guidelines. If the community
members are dissatisfied with such impacts
and results in implementing our OGM process
to solve the problem, Field Operations Team
always ensures to collaborate with the respec-
tive stakeholders (CSR Field Team, Community
Volunteers, Village Administrators, and MOGE)
based on the reported cases. This kind of col-
laboration is very important because it is the
most effective way of resolving the issues and

e e N U Myo Win
satisfying the communities, and also, it brings Field Operations Manager
out the teamwork splrlt which is crucial for the Field Operations Department

issues get resolved faster and our operations
conflict nor delay. But
nsafe conditions, which

Operational Grievance Mechanism 10
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9. Potential Outcomes and Remediation

One of the advantages of the operational griev-
ance mechanism is the flexibility that offers a lot
of possible resolution options appropriate for the
varying types of complaints. These may include,
but not limited to, restricting or shifting scope and
time for repair or construction activities, providing
monetary compensation, replacing damaged soil,
removing old property, offering a full verbal expla-
nation, revising engagement strategy or renegoti-
ating commitments.

The grievance investigation team will work toge-
ther to come up with a resolution and propose it
to the complainant. If all parties accept the pro-
posed resolution, which is often straightforward,

2" Quarter OGM
Progress Report
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the agreed actions will be carried out in the given
timeline. If the complainant does not agree to the
proposed resolution, we shall re-investigate the
situation. Then we shall thoroughly explore all alter-
native options within the grievance mechanism
framework and agree upon a final resolution option.

The close-out step will be undertaken by collecting
proof that we have taken necessary actions
towards the resolution, including a case documen-
tation and evidential photographs or other docu-
mentary evidence to ensure a comprehensive
record of grievances and how they were handled
in a dedicated manner.

Operational Grievance Mechanism
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10. OGM Statistics

Average
Duration to
Closure
(days)
Target 30 days

Number of Cases
Addressed

Number of Cases

2" Quarter OGM
Progress Report
FY 2024-2025

Average Time to
Acknowledgment
(CEVD)
Target 1-3 days Average Time to
Feedback
(days)
Target 14 day

% Satisfied with
the Outcome
(Target 50%)

Key Perfornance
Indicators
(2024)

% Satisfied with
the Process
(Target 50%)

Figure 2. Key Performance Indicators of the OGM

] Total Cases

Employment

Land Compensation / Land Use

Crop Compensation

Remove Shut-in Well

Repari Bridge / Road

Repair Landfill

Refill Unused /Halt Digging New Produced Water Pit

Repair Water Pipeline / Water Supply

Fire Hazard / Electricity Hazard

Other

Remove / Bury / Repair Pipelines

[ Pending Cases

Figure 3. Types of OGM cases received and closed out from September 2014 — October 2024

M.O.G.E.

Operational Grievance Mechanism
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Intake of Complaints Received by the OGM

The number of complaints received each fiscal year has risen and stayed within a range since the OGM was
established in 2013. Except for 2014 through to 2017 during which some of the grievances were carried to
the next year for processing a resolution, the OGM cases received have been resolved within the estab-
lished timeframe. Figure 4 shows the number of complaints received and resolved by the OGM by calendar
year, from full rollout in 2014 until October 2024.

OGM Case Register by Calendar Year from September 2014 - October 2024

. Received . Closed out

17 17

2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024

Figure 4. Complaints received and closed out from September 2014 — October 2024

Of the 183 complaints received by the OGM from September 2014 through October 2024, 89% were sub-
mitted directly by complainants and 11% were referred by our local staff. The number of complaints raised
by community members has increased steadily over time, reflecting greater awareness of the mechanism

among the local people.

were submitted directly by were referred by
complainants our local staff
Operational Grievance Mechanism 13
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11. Lessons Learned and Emerging Trends

MPRL E&P has strategically positioned itself as a
leader in corporate responsibility by signing its
first human rights policy in 2014 and committing
to uphold internationally recognized human rights.
This foundational step underscores the company's
proactive approach to ethical business practices
and regulatory compliance. By adhering to the
United Nations Global Compact Principles since
2016 and actively disclosing progress through the
annual submission of the Communication on
Progress (CoP), MPRL E&P demonstrates trans-
parency and accountability in its operations,
further enhancing its reputation and mitigating
risks associated with social and environmental
compliance.

A critical component of MPRL E&P’s strategy is its
proactive engagement with neighboring commu-
nities in Mann Field, Central Myanmar, where it
operates as the main contractor. Through trans-
parent and responsible management of commu-
nity concerns via the OGM, the company not only
addresses grievances promptly but also prevents
escalation. This approach is strategic in enhanc-

U Aye Min

" §

MPRL
N "

| complained about a crude oil pipeline leakage
that happe- ned on my land to the community
volunteer and MPRL E&P personnel responded
at the drop of a hat. | have seen that the company

2" Quarter OGM
Progress Report
FY 2024-2025

ing local acceptance of its activities and reducing
operational disruptions, thereby safeguarding its
social license to operate.

The OGM serves as a cornerstone of MPRL E&P's
accountability framework, having resolved 183
cases to date and maintaining community confi-
dence. Beyond grievance resolution, the OGM
plays a strategic role in identifying emerging
trends in social and environmental issues. This
insights-driven approach enables MPRL E&P's
executive management to proactively address
evolving challenges, enhancing operational resil-
ience and adaptive capacity.

staff takes great care in entering our farmland
with their machinery so as to not cause harm,
and their tanker trucks carrying crude oil from
wellhead to storage have never had a single
incident of spillage or wastage.

It is really convenient for farmers like us as the
company take immediate actions to address
the issue of oil pipeline leakages and old pipe-
lines on farmland through this reporting
platform. As a result, we pass this information
to fellow farmers and encourage them to use it
if they have concerns or suggestions to the
company. It” s not a big deal for us; we are always
happy to use it whenever we have something
to report.J)

Operational Grievance Mechanism
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L As a village administrator, | have to acknowl-
edge by signing complaints lodged by commu-
nity members as they report to the company
through the OGM. Then | coordinate together
with respective company personnel and com-
plainant to work out a resolution that meet all
parties” expectations and the mechanism’s per-
formance indicators.

Sometimes | would direct the community
about what type of issues and how they can
lodge a complaint to the company through
the mechanism, and | find it very supportive
of and responsive to the community mem-
bers and farmers when it comes to their
concerns.

Looking ahead, MPRL E&P's strategic focus on
sustainability involves leveraging the OGM to
foster long-term community partnerships and
environmental stewardship. By commemorating 10
years of OGM operation with a special publication
at the end of 2024, the company aims to trans-
parently share insights and achievements with
stakeholders. This strategic milestone underscores
MPRL E&P's commitment to continuous improve-
ment and community responsiveness, positioning

2" Quarter OGM
Progress Report
FY 2024-2025
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U Aung Aung

Village Administrator

(Kyar Kan Village)

The company have never failed to appear and
resolve the complaints even during the
pandemic and changes in the country’s political
process. They diligently explain and discuss to
reach a negotiated resolution even if they
cannot address a specific concern.d?

it for sustainable growth amidst changing regula-
tory landscapes and societal expectations.

In conclusion, MPRL E&P's strategic utilization of
the OGM not only addresses immediate commu-
nity grievances but also strengthens its resilience,
reputation, and strategic alignment with global
sustainability goals. By integrating human rights,
community engagement, and insights-driven
management, the company demonstrates leader-
ship in responsible resource management and

stakeholder relations within the energy sector.

Operational Grievance Mechanism
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used to, and | feel safe living in my house today.
| wish to take this opportunity to express my
thanks to the personnel who responded in a
timely and effective manner to relieve my concern.
The OGM is such a beneficial mechanism that
our community and farmers in Mann Field are
able to report situations — oil spill or leakage in
their farmland, crop or soil damage, to name a
: - \ few — that affect the community and get respon-
Y <. ded to minimize and repair harm. )

cc | used to worry about electrical hazards as
the low-hanging overhead powerline was too
close to my house. In case of strong wind or rain,
it posed several electrical hazards, and | was
prompted to contact the community volunteer
and put him in the picture. Finally, here’s the
newly-erected electricity pole in my compound
with the powerline kept at a safe distance
thanks to the response of officials concerned. |
am now able to do my household chores and run
my grocery at ease. | do not have to stay out of
the house even when it rains or gets windy like |

———————
Y
> 5 5

> S 45
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12. Historical Timeline of the OGM in Mann Field

- KAP survey of 420 house- - KAP survey of 340 house - Resumption of OGM campaign
holds indicated 60% of re- holds indicated 87% of with 788 community participants
spondents knew or heard respondents knew or heard - OGM remains functioning during
of OGM of OGM the global pandemic and amidst

- First OGM campaign for - Third OGM campaign att- local security challenges
improving engagement racted 1,872 participants
between MOGE (Mann to 16 awareness sessions
Field), communities and
MPRL E&P

4 4 4

2015-16  9917-18  9p18-13

v v v
- Independent review and - KAP survey of 350 house - KAP survey of 350 house
pilot OGM holds indicated 80% of holds indicated 96% of
- Roll-out of OGM and infor- respondents knew or heard respondents knew or heard
mation dissemination to all of OGM of OGM
villages - Second OGM campaign drew - Fourth OGM campaign 'CSR
- Set OGM KPIs and trainned 3,123 participants to 42 Open Day' completed with
volunteers as first point of awareness sessions 2,081 participants
contact by community
Operational Greivance Mechanism 18
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