ATTACHMENT 1

ORDER ON ESTABLISHMENT OF GRIEVANCE
REDRESS COMMITTEE



N S-82 19/05/2017
Order

On establishing rules and procedures for Grievance Redress Comision of
LEPL Municipal Development Fund of Georgia
On the basis of Article 4 clause 10 sub-clause “P” of the resolution N558 dated: 30 October 2015 of the
Government of Georgia on “Foundation of Municipal Development Fund of Georgia, formation of the Supervisory
Board and Approval of its Policy” and for the purposes of consideration grievances and applications within the
Sustainable Urban Transport Improvement Project,

I hereby order:

1. The Rules and Procedures of Grievance Redress Commission of Municipal Development Fund of Georgia
to be approved with all its annexes

2. The present order can be appealed within a 1-month period in compliance with rules established
by the Law to Tbilisi City Court (Address: N6 of N12 KM Agmashenebeli Alley).
3. The present order enters into force in accordance with current legislation.

Signed

Director of MDFG



Grievance Redress Commission

Procedure

Article 1. Purpose

This document describes the procedures of the Municipal Development Fund of Georgia (MDF) to address complaints
or concerns submitted by people who may be impacted by projects implemented by MDF.

The purpose of these GRC Procedures is to make MDF more accessible to project affected communities and to help

ensure efficient resolution of project-related complaints.

In projects implemented by MDF, grievance resolution is viewed as a two-stage process. The present Procedures are

developed specifically for the purposes of Stage 2 process of grievance resolution by the GRC.

Article 2. Principles!

a) Accessibility

The mechanism has been developed with a view to make the Grievance Redress Mechanism accessible to those
aggrieved parties who may face barriers ofawareness, literacy, language, finance, distance or fear of reprisal.

b) Fairness and impartiality

Evaluation of complaints shall be conducted on the basis of fairness.Its outcomes will be consistent with
applicable national and international standards and will not restrict access to other redress
mechanisms.Fairness also relates to the process, which shall ensure that the aggrieved people have reasonable
access to sources of information, advice and expertise necessary to engage in a grievance process on fair,
informed and respectful terms.

¢) Transparency and Publicity

The mechanism has been developed for the purposes of transparency of the process. It aims to ensure that
stakeholders to a grievance are being informed about its progress, and of the mechanism’s performance, in
order to build confidence in its effectiveness and meet any public interest at stake. It also ensures transparency
of the outcome to meet the public interest concerns.

Article 3. Eligibility

1. Grievance can be filed by a person or community who believes they have been or may be adversely affected
by the projects implemented by MDF.

! These principles have been taken from and are based on the principles described in the Guide to Designing and Implementing
Grievance Mechanisms for Development Projects, p. 17-18, available at: http://www.cao-
ombudsman.org/howwework/advisor/documents/implemgrieveng.pdf



2. GRC shall consider the matter in two stages. At the first stage locally available means for the resolution of
Grievances is applied, such as discussing the issues with local engineers/contractors, consulting with Project
Monitoring Consultant or/and sending out written address to the local municipality. In case the
grievance/application is not resolved at the first stage, it is transferred to the next stage, where the it is
considered by the determined by the Individual Administrative Act of the Executive Director of MDF.

3. Grievance can be filed if it is related to an active project under auspices of MDF and implementation of which has

not yet completed (financing of which is closed) in the following cases:
a) The grievance/application has not been resolved at the first stage.

b) The grievance/application has been taken directly to the second stage.

4. Complaints must be in writing and addressed to the Executive Director of MDF through the following:

a) Complaints will be accepted by hand delivery;
b) Complaints will be accepted through postal service at the MDF Office: 3rd Floor, #150 D. Aghmashenebeli

Ave., 0112, Thbilisi, Georgia.
5. Complaints shall be submitted in Georgian language.

Article 4. Registration &Reference
1. Upon receipt of the complaint it will be registered at the reception of MDF. The complainant shall be given a receipt

evidencing submission of his/her complaint with the MDF. The receptionist will direct the complaint to the Director of
MDF, who shall screen all incoming claims and within 5 working days of receipt of such claim by the reception office,

direct the appropriate claims to the Safeguards Unit.
2. Within 3 days the applicant is notified upon the acceptance of grievance/application.
3.Within 15working daysof registration of the complaint in the database the Safeguards unit will:

a) Determine if additional information and/or documents necessarily need to be provided by the complainant,
and if sorequest the complainant in writing to submit such additional information/documents.

b) Obtain relevant and necessary information internally, from MDF’s various departments or from project
partners.

c) Decide on the date when the complaint shall be presented to the GRC for hearing and Inform the
complainant of such date, if necessary;

d) Update the status of the complaint in the database.

Article 5. GRC Hearings
1. GRC Hearing shall be held at least once a month. Any complaintmust be heard within two months afterits

registration at the MDF reception.

2. The agenda of the GRC hearing, with a list of complaints to be reviewed at that hearing shall be set in
advance. Such Agenda, together with a short brief/summary on each complaint shall be sent to each member of
the GRC at least 3 working days prior to the date of the GRC hearing.

3. GRC is composed of: [insert names of respective persons].
4. The staff member responsible for each complaint shall first present a short description/summary of the

complaint, and then answer any questions the GRC members may have. Final decision based on the
deliberations and discussions is made by the Committee by the majority of votes.If needed, the complainant



may be invited to the hearing to present evidence related to the case. Copy of the minutes from the hearing
shall be provided to the relevant IFI.

5. The decision adopted by the committee shall besigned by the Executive Director within 5 working days of
such hearing.

6. The final decision shall contain a timeline of its implementation.

7. The information letter (regarding the decision) to the complainant shall be sentin writing within 2 working
days after signing of the resolution by the Executive Director.

8. The response provided to complainant(s) should be informative and include relevant details.

9. Safeguards Unit will update the status of the complaint in the database accordingly.

Article 6. Implementation

1. MDF’s appropriate Unit shall be responsible for the follow up and implementation of the GRC decision in
accordance with the resolution. Safeguards unit shall report to each following GRC meeting on the progress and status

of implementation of the previous GRC meeting decisions.

Implementation time frame will be case specific but should notnormally exceed 100 days. GRC secretary will monitor

implementation of the actions.
2. The GRC will review the data every year to evaluate the functionality of the system, as well as to note the following:
e Failures to follow GRC procedures
¢ Delays in complaint resolution, particularly those that can affect project construction
¢ Most frequent types of grievances and complaints
e Location(s) producing the most grievances and complaints

3. The data obtained as a result of monitoring and evaluation should also be used for organizational learning,
observational analysis and identification of systemic problems and the need for changes, if any, to policies and

procedures to prevent recurrent future disputes.

Note: The present translation is unofficial for informational purposes only.



List of annexed Forms:

- Form A: Sample Letter Acknowledging Receipt of Complaint

- Form B: GRC Process Chart

- Form C: Sample questionnaire to be filled out on bi-annual basis by GRC member(s)
- Form D: Sample of Complain Closure Form

- Safeguard documentation of different IFIs

List of annexes & forms:

- Form A: Sample Letter Acknowledging Receipt of Complaint

- FormB:GRC Process Chart

- Form C: Sample questionnaire to be filled out on bi-annual basis by GRC member(s)
- Form D: Sample of Complain Closure Report

- Safeguard documentation of different IFIs

Form A

Sample Letter Acknowledging Receipt of the Complaint

[insert applicant name]

[insert address]

[insert date]

Dear



I am writing to let you know that we have received your complaint letter dated [insert the date]. The complaint
has been assigned following number: [insert the number assigned]. We are currently examining the issues raised

in your complaint and you will hear from us again no later than [insert date].

If you have any questions concerning this letter, or would like to discuss the complaint handling process further,

please contact [insert staff name], [insert position], [insert contact number].

Thank you for letting us know of your concern.

Yours sincerely,

[insert staff name]

[insert position],



Form B

GRC Process Chart?

Decisio plainant

4

[ ]
;+

g

2 Number of days refers to working/business days.



Form C

Questions targeted for statistical analysis

How many complaints have been raised?

What types of complaints have been raised?

What is the status of the complaints (rejected or not eligible, under assessment, action agreed upon,
action being implemented, or resolved)?

How long did it take to close the complaint?

Were there delays in complaint resolution?

Were there failures to follow the GRM procedures

How many APs have used the grievance redress procedure?

What were the outcomes? (granted/rejected)

Questions targeted for the grievance mechanism’s performance and organizational learning

How well is the system accomplishing its purpose and goals?

Is the system making a difference? How?

Does the mechanism enable complainants to raise their concerns and obtain an objective settlement to
their issues?

Do people know where to go? Is the mechanism accessible and easily understood?

Can complainants readily determine the status of their complaint and how the company is
responding?

Where are the gaps? What is and is not working? Why?

What type of disputes are recurring on a regular basis? What are the root causes of those disputes?

What can be done to address recurring types of disputes earlier, with a view to their prevention?



Form D

Complaint Closure Report

Name of Complainant:

Address:

Summary of the Complaint:

(date submitted, issues raised, etc.)

Activities based on Person Responsible Date of completion Remarks
Recommendations of GRC

Option A

This is to certify that all activities related to the resolution of the complaint have been successfully implemented. The
complainant is in agreement that the complaint is resolved, his/her request has been satisfied and the case can be closed.

Option B

This is to certify thatthe activities related to resolution of the complaint have been implemented by MDF. The
complainant disagrees with GRC’s decision and/or the implemented activities and shall seek other mechanisms to

protect/advance its rights.

Signatures:



Complainant (if available) GRC Executive Director

Date Date
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