Grievance Mechanism (GM) for the Strengthening Digital Governance for Service Delivery Project (P178162)
Communities and individuals who believe that they are adversely affected by the Strengthening Digital Governance for Service Delivery Project (P178162) financed by the World Bank, may submit complaints through this project-level grievance redress mechanism. If you believe you have been adversely affected by this project during the implementation phase, please fill this form https://kryeministri.rks-gov.net/zyra-e-kryeministrit/komisionet/komisioni-per-transformim-digjital/  and send it to the GR focal point Ali Krasniqi ali.h.krasniqi@rks-gov.net. It will be recorded in a Project’s Grievance Registry and acknowledged in 7 calendar days. The complainant will be informed by the focal point about proposed corrective measures and actions taken within 15 calendar days upon the acknowledgement of grievance. If the issue cannot be solved or action is not required, the focal point will provide explanation and justification to the complainant on how to further proceed with the grievance. Complaints can address other legal remedies in accordance with the Kosovo laws and regulations.
Contact information for enquiries and grievances:
	Description
	Contact Details

	Institution
	Digital Transformation Unit

	Main Contact
	Ali Krasniqi

	Address
	Mother Theresa Square 10000 Pristina, Republic of Kosovo

	Email
	ali.h.krasniqi@rks-gov.net

	Website
	https://kryeministri.rks-gov.net/zyra-e-kryeministrit/komisionet/komisioni-per-transformim-digjital/ 

	Telephone
	+383 (0)38 200 14018


 
Since this is a World Bank supported project, you may also submit your grievance at the WB’s Grievance Redress Service (GRS). The GRS ensures that complaints received are promptly reviewed in order to address Project-related concerns. Project affected communities and individuals may submit their complaint to the Bank’s independent Accountability Mechanism (AM). The AM houses the Inspection Panel, which determines whether harm occurred, or could occur, as a result of Bank non-compliance with its policies and procedures, and the Dispute Resolution Service, which provides communities and borrowers with the opportunity to address complaints through dispute resolution. Complaints may be submitted to the AM at any time after concerns have been brought directly to the attention of Bank Management and after Management has been given an opportunity to respond. For information on how to submit complaints to the Bank’s Grievance Redress Service (GRS), please visit http://www.worldbank.org/GRS. For information on how to submit complaints to the Bank’s Accountability Mechanism, please visit https://accountability.worldbank.org. 
