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Ministry of Health

All Provincial Directors of Health
All Regional Directors of Health
Heads of all Primary Healthcare Institutions

Revised Guidelines on_community engagement and grievance redress mechanism for the
Primary Health Care

The Government of Sri Lanka endorsed a policy in 2018 in order to reorganize the primary
healthcare system in Sri Lanka to address the emerging health needs in the country. The policy
recommends the establishment of a mechanism for addressing public/patient concerns, suggestions,
and complaints. It has also been recognized that there is a felt need for a formal accountability
mechanism within the health system of Sri Lanka.

Based on the above key recommendations, guidelines on community engagement and Grievance
Redress Mechanism (GRM) for Primary Health Care have been developed by the Ministry of
Health in 2018. These guidelines have been used for community engagement in PMCls for the last
four and half years. Based on the learned facts and experiences gained through the period this
revised guideline was developed. All healthcare providers under the Ministry of Health as well as
under the provincial ministries of health are instructed to follow these guidelines and establish
friends of facility committees to enhance community engagement for the successtul implementation
of reorganization and strengthening of primary healthcare services.

Please note that these guidelines are subject to review and update from time to time, so that you are
kindly requested to submit your suggestions to Grievance Coordinating Unit under the Additional
Secretary medical services if you feel any amendment is required.
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