
Grievance Mechanisms (GM) 
 
1. Introduction 

Transparency and accountability are the core principles of the "Social Infrastructure and Energy 
Efficiency 2018" Project. For this purpose, the Project includes a Grievance Mechanism (GM). 
The GM's objective is to strengthen accountability to project beneficiaries and provide media for 
project stakeholders to provide feedback and / or express grievances about project-supported activities.  
GM is a mechanism that allows identification and resolution of problems affecting the project. By 
increasing transparency and accountability, GM aims to reduce the risk of the project to involuntarily 
affect citizens / beneficiaries and is an important learning and feedback mechanism that can help 
improve the impact of the project.     
The mechanism is focused not only on receiving and registering grievances but also on solving them. 
While feedback should be examined at the closest level to the grievance, all grievances should be 
registered and follow the basic procedures set forth in this chapter.  

2. Defining of GM 

For the purposes of these Guidelines, the Grievance Mechanism is a process of receiving, evaluating, 
and resolving project-related grievances received from citizens and communities affected at project 
level.  

3. Application scope and the use of GM 

Application scope: The Grievance Mechanism under the Project will be available to project 
stakeholders as well as other stakeholders to address questions, comment, submit proposals and / or 
submit grievances, or to submit any feedback on to all activities financed under the project.  

GM users: Project beneficiaries, people who are affected by the project (i.e. those who will be and / or 
could be directly or indirectly affected, positively or negatively by the project) as well as citizens in 
general can use GM in purposes mentioned above. 

GM Administrators: GM for the "Social Infrastructure and Energy Efficiency 2018" Project is 
managed by Mayor’s Office - Beneficiaries of subprojects. In addition, interested parties may also 
address the Moldova Social Investment Fund (MSIF) in case of concerns / grievances.    

Filing the grievances: Grievances may be filed at any time during the implementation of the project. 
 

4. GM’s procedures 
 

4.1 Modalities of filing the grievances  

The modalities by which citizens / beneficiaries / persons affected by the project (PAP) can submit 
grievances on the activities financed by the project are the following: 

a) By e-mail: 
 Mayor’s Office - sub-project beneficiary email address (indicated on the construction site sign 

board) 
 MSIF email address:  office@msif.md 



b) Internet: 
 Mayor’s Office web site  
 MSIF web site: http://www.fism.gov.md/ro/content/contacte 

c) In writing: 
 Letter addressed to the Mayor of the beneficiary community  
 MSIF: bld. Stefan cel Mare si Sfant 124, et. 3, bir. 12, Chisinau town, MD-2001, Republic of 

Moldova 
d) By telephone: 

 Mayor’s Office - sub-project’s beneficiary (indicated on the sign board installed on the site) 
 MSIF: 022-27-91-21 

e) By fax: 
 Mayor’s Office - sub-project’s beneficiary (indicated on the sign board installed on the site) 
 MSIF: 022-27-53-20 

The project will provide flexibility in the channels available for grievances, as well as 
accessibility to contact information for grievances. The MSIF Executive Director must be informed of 
all grievances received. 

4.2 Confidentiality and conflict of interest 

Grievances may be submitted anonymously and confidentiality will be ensured in all cases, including 
that ones where the persons who filed the grievances are known. For this reason several modalities of 
filing the grievances have been established in order to avoid conflicts of interest between the parties. 

4.3 Receiving and registering the grievances 

The person receiving the grievance will fill out a complaint form (Annex A) and file the grievance 
with the Grievances Register kept by both the Sub-Project Beneficiary - Mayor’s Office and the MSIF. 
Subsequently, the grievance will be submitted as a matter of urgency to the MSIF Executive Director 
for sorting and redirecting to the appropriate department in that institution.   

Along with determination of the person responsible for the investigation, the Executive Director will 
ensure that there is no conflict of interest, i.e. that all persons involved in the examination process have 
no material, personal or professional interest in the outcome of the examination and have no personal 
or professional ties with the petitioners or witnesses. 

Once the investigation process has been established, the person responsible for grievances registering 
of GM  will enter this data into the Grievances Register, and inform the complainant about the receipt 
of the grievance and the expected timeframe for the response.  

The number and type of proposals and questions will also be registered and reported so that they can 
be analyzed to improve communication within the project. 

 
4.4 Examination 

Under the Law on Petition no. 190 of  July 19, 1994, with subsequent amendments, grievances will be 
examined within 30 working days of the date of registration. The person responsible for examining the 
grievance will collect facts to obtain a clear picture of the circumstances surrounding the grievance. 



Subsequent examination / monitoring may include on-site visits, document review, and a meeting with 
people who could solve the problem. 

 
4.5. Responding to grievances 

The complainant will be informed of the results of the examination by letter, electronically or by mail, 
depending on how the grievance was received. The answer will be based on the materials of the 
examination and will, if appropriate, contain references to national legislation. 

 
5. Informing the population on the Grievance Removal Mechanism (awareness) 

5.1 Information provided in accessible format 

Grievance Removal Mechanism information will be included as a separate compartment in the Grand 
Agreement signed between the Beneficiary Mayor and MSIF, will be available on the Moldova Social 
Investment Fund website and will be included in the stakeholder communication and within the events 
organized by the project. 

5.1 Transparency, monitoring and reporting 

5.2 Transparency 

Periodic policies, procedures, and updates on the GM system, grievances submitted and resolved will 
be available on the Moldova Social Investment Fund website in the Programs section - "Social 
Infrastructure and Energy Efficiency 2018" (KfW3). These will be updated quarterly. 

5.3 Periodic internal monitoring and reporting 

The MSIF Executive Director will evaluate the functioning of the GM quarterly in order to: 
- monthly / quarterly presentation to the project team and management of an overview of GM results, 

including suggestions and questions.  
- analyze the situation of grievances to monitor what has not yet been resolved and to propose the 

necessary remedial measures 

5.4 Reporting in the half-yearly and annual reports to the World Bank  

MSIF will include in the half-year project implementation reports submitted to the Bank a section 
dedicated to GM, in which it will provide updated information on the following: 
- quantitative data on the number of registered grievances and the number of grievances; 
- qualitative data on the type of grievances and answers presented, issues that are not solved. 
 

 
 
 
 
 
 
 
 
 
 
 



                                                                                                    ANNEXA – Registering the grievance / question 
 

Registering the grievance / question (Form A) 
Instruction: This form is filled in by the employees receiving the grievance or question, and is kept in the Project files. 
Attach any supporting documents / letters, as appropriate.    
Date of the grievance receiving:   
 

Grievance registration number:  

Grievance / question registering method ( √):  
 
□ personal            □ by telephone          □ by e-mail              □ by SMS on the phone       □ web site 
 
□ the box for grievances / suggestions     □ community meeting   □ public consultations       □ other way ______________ 
 
Name of complainant: (information is optional and always treated confidentially)  
 
Address or contact information of the person who filed the grievance (the information is optional and confidential) 
 
Brief description of the grievance / question: (More details and data required) 
 
 
 
 
 
□ Category 1 Social actions (measures) 
□ Category 2 Environment protection actions (measures)  
□ Category 3 Grievances relating to non-compliance with the terms of the contract 
□ Category 4 Grievances about inappropriate use of financial resources / lack of transparency or other financial management 

issues 
□ Category 5 Grievances about abuse of power / project interventions or actions of state officials 
□ Category 6 Grievances about the MSIF staff performance 
□ Category 7 Other 
The person who must manage and monitor the grievance:  
 
 
 
Stage of examination of the grievance (e.g. the response was sent, in the examination process, resolved): 
 
 
 
 
Other comments:  
 
 
 


