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Grievance Mechanism 

PAI serves as the NGO Host supporting knowledge and exchange efforts through this CSO Hub platform 
and with CSOs and YLO in GFF Partner countries.   
 
PAI’s Chief Operating Officer is the assigned responsible party to manage grievance resolution under 
the project.  The grievance mechanism addresses concerns promptly and effectively, in a transparent 
manner that is culturally appropriate and readily accessible to all Project-affected parties, at no cost 
and without retribution.  
 
The Project grievance mechanism is consistent with World Bank Environmental and Social Standards    
2 and 10 (ESS10). All grant partners and labor-related grievances may be submitted through this 
mechanism.   Grievances may be submitted through the following channels: 

• Via email to the address: grantsfeedback@pai.org.  
• Phone, text or What’s app to +1-202-919-1507 
• On-line access via an on-line form (hyperlink to e-form included) 
• By letter or hand deliver to:  PAI  

Attn: Chief Operating Officer  
1300 19th Street, NW – Suite 200 
Washington, DC  20036 

• You may submit your complaint via email to grantsfeedback@pai.org, mail or hand delivery to 
PAI offices. If you experience any difficulties in completing the form, please contact us at 
grantsfeedback@pai.org 

 
Grievances submitted should include the following: 

• Grant partner/subgrantee/organization name (if anonymity is required, then can be omitted) 
• Grant partner/subgrantee award number if applicable (if anonymity is required, then can be 

omitted) 
• Description of the grievance 
• Documentation of the grievance 

 
All grievances will be registered, classified and reflected in a Grievance Register within two US business 
days of receiving the grievance.  Grievances received will be summarized and disclosed publicly, 
respecting anonymity, on the CSO Hub website within 30 days of receiving the grievance.  
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Grievance Process  
 
PAI will formally acknowledge grievance within 5 US business days of the submission of the grievance. 
Written feedback will be provided so that a record of correspondence is retained and recorded.  This 
acknowledgement would include a summary of the grievance, PAI’s approach to responding to the 
grievance, and an estimated timeframe in which the final response will be issued. PAI will also use the 
acknowledgement opportunity to clarify issues from the grievance or request further information if 
required. 
 
If a grievance is considered out-of-scope for the grievance mechanism, PAI will draft a communication 
explaining why it is out-of-scope and providing any guidance of where to go to get the issue addressed 
(if possible).  PAI will follow the process below: 
 
1. Screen 
 
Each grievance will screened in order to determine the appropriate response. 
 
2. Investigation  
 
PAI’s Chief Operating Officer will lead the grievance investigation. Investigation findings will be used to 
document decision making process and inform proposed remedy. 
 
3. Respond 
 
PAI will  respond formally using appropriate communication vehicle in the appropriate languages. All 
information on the grievance will be documented and actions tracked in the Grievance Register. 
 
4. Follow-up and Close Out 
 
PAI will follow up with the Complainant formally disclosing the outcome of the investigation and 
follow-up steps. These are recorded in the Grievance Register with any supporting documentation. If 
necessary, monitoring arrangements will be put in place to verify implementation. 
 
After resolution, the grievance would be formally closed out. This includes requesting the Complainant 
sign a completion form to document satisfaction with resolution actions, documenting actions taken, 
and closing out in the Grievance Register. 
 
Please note, if requested by you we will make every effort to protect your anonymity-unless consent is 
provided.  
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Grievance Form 

 
1. Contact Information This information must be provided.  
Name:       
Phone Number (Country Code-Number):  
Email Address:      
Name of Organization: 
Subgrantee Award Number: 
 
Gender:     
☐ Male ☐ Female ☐ Other ☐ N/A (for organizations or representatives of a community) 
 
Are you a representative submitting this complaint on behalf of the complainant(s)?   
☐ Yes ☐ No 
If you selected Yes, please attach a copy of the representational authority signed by the 
complainant(s)/members of the community. 
 
Do you consent to have your personal information shared with the World Bank and/or relevant third 
parties (e.g., contractors) of the project you are complaining about?  
☐ Yes ☐ No 
If you selected No, please elaborate:  
 
Do you fear retaliation for making this complaint?  
☐ Yes ☐ No 
If you selected Yes, please elaborate:   
              
 
2. Project Information 
Project Name:  
Country:  
Project Location (Province, City, etc.):  
              
 
3. The Complaint 
Please explain the type of harm you believe the World Bank-supported project has caused or is likely to 
cause you or your community. 
Social ☐ Yes ☐ No    
Environmental ☐ Yes ☐ No     
Other ☐ Yes ☐ No 
 
Comments:  
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4. Efforts to Resolve the Complaint  
Have you raised your complaint through the project-level grievance mechanism?  
☐Yes ☐No  
 
What action was taken by the project-level grievance mechanism to resolve the complaint?  
 
How do you wish to see your complaint resolved?   
              
 
5. Signature:  
You may print the form and sign it. Alternatively, you may click in the box below and add a photo of 
your signature if you prefer. 
 
--------------------------------------   
 
Date of complaint:  
 
Please attach supporting documents, if available.  
 
PAI will not disclose any information that may reveal your identity without your consent.  
 
 


