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GRS COMPLAINT RESOLUTION PROCESS

ACCOUNTABILITY MECHANISMS
The GRS is o ne of thr ee main a venues for addr essing 
grievances related to World Ba nk-support ed oper atio ns:

•   Proje ct -Level Gr ievance Mecha nism s: 
  The bor row ing go vernment is r espon sible  for  

putting in plac e a respon sive and ac cessible  
project-le vel gr ieva nce me chan ism to pr ocess  
and �n d solution s to complain ts raised by people 

•  World Bank Grievanc e Redress Servic e:
  The GRS is a c orpo rate-le vel complaint-ha ndling 

mechanism tha t he lps task t eams br oker solutio ns 
for dir ect or referr ed complain ts submitt ed to World 
Bank ma nagemen t . It r eports to World Ba nk Senior 
Managemen t .

•  World Bank Accountability Mechanism:
  

 

Suppor ting evide nce is not nec essary but ma y be 
helpfu l in  review ing an d resolvin g the c omplain t . 
The compla int ma y also  inc lude sugge stions 
on ho w the  individu als be lieve the c omplain t 
could be  resolved.  A ll compla ints w ill be tr eated 
as con� dentia l. The GRS w ill not disc lose an y 
per sonal da ta tha t ma y reveal the  identity o f 
complainants without thei r cons ent.

COMPLAINT ADMISSIBILITY
W hen  t he GRS receives a compla int, it �rs t 
assesses its admis sibility . The GRS considers a 
compla int admis sible wh en: 

•  the  complain t relates to a W orld Bank   
 suppor ted pr ojec t tha t is u nder  p repar ation,  
 activ e, or has been closed for less than 15  
 mon ths;

•   the  complain t is submitt ed by in dividua ls 

suppor ted pr ojec t , or by th eir auth oriz ed 
repr esent ativ e; and

•   the  complainant( s), alle ge t hat th ey have 

suppor ted pr ojec t .

The GRS conside rs a complain t inadmis sible when 
it relates to pr ocuremen t; alle ges fr aud and/ or 
corru ptio n; per tains to issues de clar ed eligible 
for an  investiga tio n by th e Inspe ctio n Panel; 
conc erns emplo yment or  pursuit of emplo yment 
with the  World Bank; pe rtains to IFC- and MIGA -
suppor ted pr oje cts; or is fr ivolous. The GRS refers 
inadmis sible  compla ints th at are not related to 
envir onmental or soc ial issues to the a ppr opria te 
World Ban k unit. 

CONTACT  You can c ontact  t he GRS 

through its websit e at  www.w orldbank. org/ grs  

or via emai l at gr ieva nces@worldbank. org

GRS
Receives

Complai nt

�  Noti�es compla inant of receipt

�  Det ermines if c omplain t w ill be pr ocessed

 Revie w
0f Is sues

�  Noti�es compla inant of ca se status

�   Requests additio nal inf orm ation, if nec essary

Soluti on
�   Solu tion  and time line pr opose d to 

compla inant s

�   If complain ants agr ee, p roje ct team an d 
project imple mentin g agenc y imple men ts 
and GRS  mon itors

�   Compla int close d when solu tion is fu lly 
imple ment ed

The World Bank Accountability Mechanism is an 
independent complaints mechanism that assesses 
allegations of harm to people or the environment. It 
houses the Inspection Panel which carries out 
independent compliance reviews, and the Dispute 
Resolution Service which facilitates a voluntary and 
independent dispute resolution option for 
communities and Borrowers. The World Bank 
Accountability Mechanism is independent from World 
Bank Management and sta�, and reports directly to 
the Board of Executive Directors


