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The document sets out the Project Grievance Mechanism, which has been established and is currently operational, for addressing any issues or comments related to the Project. It further describes the process for establishing a grievance mechanism at the local level, as well as a contractor-level grievance mechanism. As the Project progresses, specific details regarding exact locations and contact points for lodging grievances at the local level will be added and/or updated at the end of this document, in Chapter 6. Notifications concerning grievance management include clear and straightforward instructions for stakeholders on how grievances may be submitted using the contact information provided at either the local or central level. 
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[bookmark: _Toc229303551]1 Introduction

The Government of the Republic of Serbia is implementing the Serbia Inclusive Primary Education Improvement Project (“Project”) with financial support from the World Bank. Within the Ministry of Education of the Republic of Serbia (“MoE”), a Project Management Unit (“PMU”) has been established as a body responsible for the overall implementation of the Project. 

The Project Development Objective (PDO) is to improve the quality of learning conditions in targeted primary schools across Serbia. In these schools, improvements in the overall quality of teaching and learning will be achieved through the introduction of a full-day schooling model, alongside enhancements to physical learning environments in single-shift schools, as well as expanded access to enriched single-shift programs focused on both cognitive and non-cognitive skills, and strengthened school management and teaching practices supported through the implementation of School Development Plans. These activities will be complemented by investments benefiting a broader cohort of students and teachers. On the one hand, the introduction of a national assessment of learning processes will enable all schools to better diagnose learning gaps and more effectively target their interventions. On the other hand, improvements in the content and structure of continuous professional development for teachers will generate long-term benefits for the teaching workforce nationwide, while in the short-term benefits will be directed toward schools implementing enriched single-shift and full-day schooling models, including teacher training delivered under the Project.

[bookmark: _Hlk183525549]The Project will be implemented over a period of four and a half years. The MoE will serve as the lead implementing agency and the principal institution responsible for advancing the reform agenda, in coordination with the Institute for the Improvement of Education (IIE), the Institute for Education Quality and Evaluation (IEQE), and selected local self-governments (LSGs). 

A detailed description of all Project activities is available on the web site of the Project.

The Project will be implemented in accordance with the environmental and social policies and standards of the World Bank. One of the requirements set out under the World Bank’s Environmental and Social Standard 10 (ESS10), which is addressed in this document, is the establishment and operation of a Project-level Grievance Mechanism to address any inquiries, suggestions, or complaints raised by individuals, groups, or organisations affected by, potentially affected by, or otherwise interested in the Project.

The Grievance Mechanism is not considered a judicial or quasi-judicial remedy and does not preclude any individual or entity from pursuing available administrative or judicial remedies in accordance with the laws and regulations of the Republic of Serbia.



[bookmark: _Toc229303552]2 Purpose of the Grievance Mechanism
The establishment and implementation of the project-based Grievance Mechanism serve, alongside other stakeholder engagement modalities, a threefold purpose:
· to provide all stakeholders with timely and effective access to Project-related information, including by responding to specific inquiries and requests for information;
· to prevent and/or address any adverse environmental and social impacts identified through individual grievances submitted in connection with the Project; and
· to enable the systematic analysis of received complaints, with a view to informing future Project implementation activities and stakeholder engagement, and thereby enhancing overall Project outcomes.
[bookmark: _Ref123557011]The Grievance Mechanism addresses complaints submitted by external Project stakeholders (including individuals, groups, and organisations), hereinafter referred to as complainants. It is not intended for use by employees, members of the Project team, workers, or other persons directly engaged in Project implementation, who are considered internal stakeholders.
The Project will be implemented nationwide, covering more than 120 primary schools, predominantly located in vulnerable and/or underdeveloped municipalities. At this stage, the specific subproject locations (i.e., the list of local LSGs and primary schools where Project activities will be carried out) have not yet been finalised. The list will be disclosed on the Project’s official web site once it has been determined.

[bookmark: _Toc229303553]3 Grievance Mechanism Principles
The establishment of the Project Grievance Mechanism defines a set of key principles to be applied in the grievance resolution process, as follows:
1. Accessibility and Cultural Appropriateness
The Grievance Mechanism is accessible to any individual, group, or organisation affected by or interested in the Project, and its use is free of charge. Information on the Grievance Mechanism is available in the Serbian language and will be disclosed in accessible locations, as further described in this document. Information on grievance submission procedures will also be provided in other languages in official use in the Republic of Serbia, depending on the multi-ethnic composition of the communities in which the Project is implemented.
Advice and assistance in submitting grievances are provided both in writing and verbally, through local and central grievance intake points, whose representatives also assist in clarifying responses to complainants, where necessary. Grievances may be submitted in writing or verbally, through various channels, including by mail, e-mail, telephone, or in person, at the discretion of the complainant. Vulnerable individuals who may face difficulties in submitting a grievance shall be provided with all necessary assistance throughout this process.
2 Transparency
The Grievance Mechanism sets out a comprehensive procedure for grievance handling, including all internal steps undertaken for review and resolution, as well as the parties involved in the decision-making process. It provides a clear overview of what complainants can expect throughout the process and how a grievance may be escalated in the event it is not satisfactorily resolved at the initial stage.
3 Timeframe
The Grievance Mechanism procedure is designed to enable individuals, groups, or organisations to promptly contact the responsible Project representative in order to address urgent Project-related issues. The procedure also establishes timelines for specific actions undertaken within the Project, including the provision of responses within defined time periods.
4 Confidentiality and Non-Retaliation
All complainants are assured that no form of retaliation will be taken against them for submitting a grievance. In addition, grievances may be submitted anonymously, in which case responses will be publicly disclosed. Personal data of complainants shall never be disclosed or shared with any third party, except with individuals directly involved in grievance processing and implementation of corrective measures, and only when necessary and with the complainant’s consent.
5 Good Faith Engagement
The Grievance Mechanism is designed to promote constructive engagement between the Project and its stakeholders, with the aim of identifying, through dialogue, the most appropriate resolution for each grievance, acceptable to all parties involved. The Grievance Mechanism is a voluntary process and does not prevent complainants from pursuing legal remedies in accordance with the laws of the Republic of Serbia, nor does it in any way influence judicial proceedings or their outcomes.

[bookmark: _Ref123556183][bookmark: _Toc229303554]4 Grievance Mechanism Organisation 

Taking into account the specific nature of the Project, whereby overall management is conducted at the central level with the support of the Project Management Unit (PMU), while certain Project activities are implemented across multiple locations in Serbia, a two-tier grievance submission structure has been established. The first tier is the local level (within municipal administrations and/or primary schools where Project activities are implemented), which also encompasses all contractors carrying out works on site, and the second tier is the central level (at the level of the PMU). Responses to grievances, and their resolution, are managed at the PMU level.

Should a grievance not be resolved at the PMU level, the concerned stakeholder may file an appeal, thereby initiating a formal appeals process, with final decisions rendered by a Second-Instance Commission established by decision of the MoE. The organisational structure of the Grievance Mechanism is presented in Figure 1 of this document.
[image: ]



[bookmark: _Ref123566080]Figure 1. Project Grievance Mechanism organisational structure

[bookmark: _Toc229303555]4.1 Local Grievance Access Point 

A Local Grievance Access Points will be established locally, at sites where Project activities are carried out, in order to ensure that complainants have easy access to a designated responsible person and that minor or localised grievances, as well as requests for information, can be addressed promptly and efficiently. The Local Grievance Access Points will be located within municipal administration buildings and/or in the premises of the primary schools where Project activities are carried out.

The Local Grievance Access Point will be managed by a person designated by the LSG or appointed by the school principal in the area where activities are implemented. This designation will be made based on specific circumstances and in coordination between authorised Project representatives and the LSG. Following the establishment of the access point, the contact details of the designated Local Grievance Officer – trained by the PMU Grievance Officer – will be publicly disclosed throughout the Project area and on relevant web sites, including the Project web site and the web sites of the respective municipalities. Typical disclosure locations include notice boards of municipalities, all relevant local community offices, and primary schools.

A list of Local Grievance Access Points for this Project, including the contact details of the respective Grievance Officers and the locations where notices on the Grievance Mechanism are displayed, will be published on the Project web site immediately upon their designation.

[bookmark: _Toc229303556][bookmark: _Toc123484655][bookmark: _Toc123489965][bookmark: _Toc123490042][bookmark: _Toc123491509][bookmark: _Toc123492394][bookmark: _Toc123484656][bookmark: _Toc123489966][bookmark: _Toc123490043][bookmark: _Toc123491510][bookmark: _Toc123492395]4.2 Contractor Grievance Access Point

It is important to note that, where the Project involves any construction works at the local level, the selected contractor is also required to participate in the Grievance Mechanism by establishing a Contractor Grievance Access Point. This requirement reflects the fact that certain grievances may relate directly to construction activities carried out on site, which fall under the sole responsibility of the contractor. Accordingly, each selected contractor shall designate at least one staff member responsible for receiving and processing grievances. The contractor is obligated to inform the PIU of all grievances received and the manner in which they have been addressed. Where necessary, contractors and the PIU shall jointly address grievances.

Upon establishment of the Contractor Grievance Access Point – prior to the commencement of any on-site activities – the contact details of the designated person responsible for this function (the Contractor Grievance Officer) shall be disclosed together with the contact details of the Local Grievance Officer, as well as at the location where construction works are being carried out (e.g., at the site entrance gate or on the construction notice board). A functional linkage between the Local Grievance Access Point and the Contractor Grievance Access Point shall be established to ensure information sharing and full coordination in the resolution of grievances at the local level.

A list of established Contractor Grievance Access Points under the Project, including the contact details of the respective Grievance Officers and the locations where notices on the Grievance Mechanism are displayed, will be published on the Project web site immediately following their establishment.

[bookmark: _Toc229303557]4.3 Central Grievance Access Point

A Central Grievance Access Point operates at the Project level to ensure the resolution of more complex grievances or requests for information that require the involvement of, or feedback from, multiple departments within the Ministry.

The Central Grievance Access Point is managed by a member of the PMU responsible for social aspects and citizen engagement (the Central Grievance Officer), who is directly accountable to the Director of the PMU responsible for overall Project implementation. The Central Grievance Officer is responsible for collecting all grievances (both resolved and unresolved) from Local Grievance Access Points and Contractor Grievance Access Points and recording them in a centralised registry. The Central Grievance Officer also provides support to these intake points in the performance of their functions and monitors their operation. Furthermore, the Central Grievance Officer manages the grievance handling process –whether grievances are submitted directly to the central access point or remain unresolved at the local/contractor level – in coordination with all relevant sectors and departments of the MoE, and supports the work of the Second-Instance Commission responsible for deciding on appeals.





The contact details of the Central Grievance Officer, for the submission of any inquiries or comments related to the Project, are as follows:

Serbia Inclusive Primary Education and Care Project, Project  Management Unit 
Central Grievance Access Point 
Central Grievance Manager: Sanja Štrbac Musmar 
Position: Social Specialist
Address: 22–26 Nemanjina St, 11000 Belgrade, Serbia 
e-mail: zalbe.ipeip@mpn.gov.rs
Phone: +381 064/2378246 (workdays 10–13 h)

The above contact details are always disclosed together with all contact details of the Local Grievance Officer and the Contractor Grievance Officer, clearly indicating that grievances may be submitted directly to any one of these officers or to all three simultaneously.

[bookmark: _Toc229303558]4.4 MoE Second-Instance Grievance Comission 

A Second-Instance Grievance Commission shall be established by decision of the Minister of Education and shall consist of three permanent members and one alternate member.

The Commission convenes when a complainant who is not satisfied with the response/decision received from the Grievance Officer resubmits their grievance. The Central Grievance Officer, who is also a member of the Commission, organises and coordinates the work of the Commission.

[bookmark: _Toc123484660][bookmark: _Toc123489970][bookmark: _Toc123490047][bookmark: _Toc123491514][bookmark: _Toc123492399][bookmark: _Toc123484661][bookmark: _Toc123489971][bookmark: _Toc123490048][bookmark: _Toc123491515][bookmark: _Toc123492400][bookmark: _Toc123484662][bookmark: _Toc123489972][bookmark: _Toc123490049][bookmark: _Toc123491516][bookmark: _Toc123492401][bookmark: _Toc123484663][bookmark: _Toc123489973][bookmark: _Toc123490050][bookmark: _Toc123491517][bookmark: _Toc123492402][bookmark: _Toc123484664][bookmark: _Toc123489974][bookmark: _Toc123490051][bookmark: _Toc123491518][bookmark: _Toc123492403][bookmark: _Toc123484665][bookmark: _Toc123489975][bookmark: _Toc123490052][bookmark: _Toc123491519][bookmark: _Toc123492404][bookmark: _Toc123484666][bookmark: _Toc123489976][bookmark: _Toc123490053][bookmark: _Toc123491520][bookmark: _Toc123492405][bookmark: _Toc123484667][bookmark: _Toc123489977][bookmark: _Toc123490054][bookmark: _Toc123491521][bookmark: _Toc123492406][bookmark: _Toc123484668][bookmark: _Toc123489978][bookmark: _Toc123490055][bookmark: _Toc123491522][bookmark: _Toc123492407][bookmark: _Toc123484669][bookmark: _Toc123489979][bookmark: _Toc123490056][bookmark: _Toc123491523][bookmark: _Toc123492408][bookmark: _Toc229303559]5 Complaint resolution 

A grievance is defined as any actual or perceived concern or complaint raised by an individual, group, or organisation (the complainant) in connection with the Project. The Grievance Mechanism is designed not only to address complaints, but also to respond to specific requests for Project-related information that may not yet be publicly available.

[bookmark: _Toc229303560]5.1 Step-by-step complaint resolution process

In order to ensure the effective handling of grievances or requests for information, the Project follows the steps outlined below (see Figure 2).

STEP 1: Receipt, Registration, and Acknowledgment of Grievances

The Grievance Officer (local, contractor-level, or central) receives a request for information or a grievance (in person, by telephone, by post, or by e-mail) and records it in the grievance registry, assigning a unique reference number. The Grievance Officer acknowledges receipt of the grievance within 7 (seven) working days by contacting the complainant through the complainant’s preferred communication channel (see Telephone Grievances). The acknowledgment includes the grievance reference number and the date of receipt. Certain requests for information may be resolved immediately and do not require formal acknowledgment; however, they are also recorded in the grievance registry.

Acknowledgments are not issued for anonymous grievances received by e-mail or post where the complainant has not provided personal and contact details. However, information confirming receipt of such grievances and the manner in which they were addressed is published on the Project web site.

STEP 2: Investigation and Resolution of Grievances

At this stage, an investigation of the grievance is initiated. The complainant may be contacted during this phase to provide additional information, clarify any newly arising circumstances, and assist in identifying potential solutions acceptable to all parties.

The Central Grievance Officer, acting with the approval of the Director of the PMU, determines the responsible department or individual for reviewing and resolving the grievance, establishes the relevant facts and circumstances, proposes corrective measures, and prepares the response to the complainant. If, following the initial review, it is determined that the grievance is not related to the Project, the procedure is discontinued and the complainant is informed accordingly.

In certain cases, the PMU may be unable to act on anonymous grievances, and this is clearly stated in all notifications regarding the Grievance Mechanism. Nevertheless, the PMU will make every reasonable effort to address such grievances, and responses are always published on the Project web site.

STEP 3: Response to the Complainant

Grievances are resolved and responses are provided within 30 (thirty) days from the date of receipt. The response includes a clear assessment of the grievance/request, a description of the requested information, and proposed corrective actions, where applicable. Corrective actions may include mitigation measures addressing any situation arising from Project activities, or compensation measures where mitigation is not feasible, with clearly defined timelines for implementation.

If the Grievance Access Point is unable to provide a response within 30 (thirty) days, the complainant is timely informed of the delay and the revised response deadline. The total response period shall not exceed 60 (sixty) days from the date of receipt of the grievance, although the time required for implementation of corrective measures may be longer, depending on the nature of the grievance.

Responses to anonymous grievances are published on the Project web site, the address of which is indicated in all notifications related to the Grievance Mechanism.

STEP 4: Closure of Grievances at First Instance

If the complainant is satisfied with the first-instance response/decision received from the Grievance Access Point, the grievance is considered closed. For complex grievances and those requiring further actions, the Grievance Officer will request that the complainant provide a signed confirmation that the grievance has been adequately resolved and is considered closed.

STEP 5: Second-Instance Grievance Processing 

If the complainant is not satisfied with the first-instance response/decision, they have the right to resubmit the grievance by filing an appeal to the Ministry’s Second-Instance Commission, through notification to the Central Grievance Officer. This right is clearly stated in each response provided to the complainant, along with information that the Central Grievance Officer will assist in the preparation and submission of the appeal to the Second-Instance Commission.

Upon receipt of the second-instance grievance, the Central Grievance Officer convenes a session of the Second-Instance Commission and submits the grievance case for consideration. In certain cases, it may be necessary to organise dedicated meetings between members of the Second-Instance Commission and the complainant, which may also involve representatives of relevant local self-governments or other local stakeholders, with the aim of identifying a solution acceptable to all parties.

A response to the appeal is provided within 30 (thirty) days from receipt of the appeal against the first-instance decision. In the event of delays in organizing relevant meetings or obtaining necessary information, the Central Grievance Officer shall regularly inform the complainant accordingly.

STEP 6: Closure of Grievances

The grievance closure procedure is the same as for first-instance decisions, including the requirement for confirmation by the complainant. If the complainant remains dissatisfied and declines to confirm that the grievance has been satisfactorily resolved, they are advised of the possibility of seeking recourse through the competent legal authorities.
	
[image: ]

Figure 2: Step-by-step complaint resolution process
[bookmark: _Toc229303561]5.2 Telephone Complaints

When grievances are received by telephone, Grievance Officers record the details of the call in the grievance registry, including the date the call was received, the nature of the discussion, and all other relevant facts. The Grievance Officer shall make every effort to agree with the complainant on the preferred method for delivery of a written response (by e-mail or post), which shall also serve as confirmation of the procedure undertaken and its outcome. Where this is not possible, the record of the telephone conversation entered by the Grievance Officer in the registry shall serve as confirmation.

[bookmark: _Toc229303562][bookmark: _Toc183678813]6 WORLD BANK GRIEVANCE REDRESS SERVICE
 
Communities and individuals who believe that they are adversely affected by a World Bank (WB) supported project may submit complaints to existing project-level grievance redress mechanisms or the WB’s Grievance Redress Service (GRS). The GRS ensures that complaints received are promptly reviewed to address project-related concerns. Project affected communities and individuals may submit their complaint to the WB’s independent Inspection Panel which determines whether harm occurred, or could occur, as a result of WB non-compliance with its policies and procedures. Complaints may be submitted at any time after concerns have been brought directly to the World Bank’s attention, and Bank Management has been given an opportunity to respond. For information on how to submit complaints to the World Bank’s corporate Grievance Redress Service (GRS), please visit: 
http://www.worldbank.org/en/projects-operations/products-and-services/grievance-redress-service


[bookmark: _Ref123559762][bookmark: _Hlk229303225][bookmark: _Toc229303563]7 Contact details of Local Grievance Officers and Contractor Grievance Officers

The table below is regularly updated in this document by the Central Grievance Officer as relevant information becomes available.

	Project activity / location against which the compaint is received 
	Grievance Mechanism Ad Location
	Local Grievance Manager Contact Details
	Contractor Grievance Manager Contact Details

	

	
	
	






[bookmark: _Toc229303564]8 Grievance submission

Any person with a question or grievance related to the Serbia Inclusive Primary Education Improvement Project should complete the form provided as ANNEX 1 to this document, or use it as guidance in preparing their submission. The grievance or inquiry may be submitted by post or e-mail, using the following contact details:


Serbia Inclusive Primary Education and Care Project, Project  Management Unit 
Central Grievance Access Point 
Central Grievance Manager: Sanja Štrbac Musmar 
Position: Social Specialist
Address: 22–26 Nemanjina St, 11000 Belgrade, Serbia 
e-mail: zalbe.ipeip@mpn.gov.rs
Phone: +381 064/2378246 (workdays 10–13 h)
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[bookmark: _Ref123561895][bookmark: _Toc229303565]Annex 1 – Grievance Submission Form

	MINISTRY OF EDUCATION
Serbia Inclusive Primary Education Improvement Project

For any questions, comments, or grievances related to the Serbia Inclusive Primary Education Improvement Project, please contact the Social Specialist within the Project Management Unit, Ms Sanja Štrbac Musmar, in the following ways:

Serbia Inclusive Primary Education and Care Project, Project  Management Unit 
Central Grievance Access Point 
Central Grievance Manager: Sanja Štrbac Musmar 
Position: Social Specialist
Address: 22–26 Nemanjina St, 11000 Belgrade, Serbia 
e-mail: zalbe.ipeip@mpn.gov.rs
Phone: +381 064/2378246 (workdays 10–13 h)

Please note that responses can be provided only to inquiries or comments directly related to this Project, and not to those concerning the general operations of the Ministry of Education.



	Ref. No. (do not fill in; the number will be asigned by the competent authority):
 

	Chapter 1 – Contact details (optional): 
Note: If you wish, you may remain anonymous. In the case of anonymous submissions, the response will be published on the Project web site.
❏      I would like to submit a compaint anonymously

	Note: Your name and contact details will not be disclosed or made publicly available. The information provided will be used solely for the purpose of further communication with you in relation to your inquiry, comment, or grievance. Gender-related data are collected exclusively for statistical purposes, including processing and analytical reporting; by providing such information, you consent to its use for statistical analysis.
Name: 	
Surname:  	
Sex (optional): ❏                                  male     ❏ female 
Contact details:  
Address:  	
е-mail:  	
Telephone:  	
Please mark how you would like to be contacted:  ❏ by post  ❏ by phone ❏ by е-mail
❏  I will seek the reply on the Project’s web page since I would prefer to stay anonymous.
Prefered language for communication: ❏ Serbian ❏ Other _______________ (please specify)

	Chapter 2 – Inquiries, comments, or grievance (mandatory);
Note: If your inquiry, comment, or grievance relates to a specific event or incident, please provide a brief description, including: What happened? Where did it occur? To whom did it occur? What were the outcomes of the event/incident? When did the event or incident occur (date)? Did it occur more than once (and over what period)? Is it still ongoing?










Please also indicate how you would like the issue to be resolved:
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