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I. INTRODUCTION 

1.1 Brief Project Description 

This Stakeholder Engagement Plan (SEP) which has been drafted and will be implemented by the 

Consolidated Agricultural Projects Management Unit (CAPMU) on behalf of the Ministry of 

Agriculture, Regional Development and Environment in support of the Moldova Agriculture 

Competitiveness Project (MACP). This SEP will support the implementation of the Additional 

Financing (AF) of $3.5 million to scale up the successful sustainable land management activities, in 

line with the national strategies and programs for soil conservation, land degradation neutrality and 

climate resilience.  

The proposed AF would provide funding to two specific areas: (i) further support the development of 

enabling environment for land degradation neutrality (ii) allocation of funding for sustainable soil 

management practices, including financial support in the form of matching investment grants to farmers 

for expanding the adoption of sustainable land management practices and technologies; and  investment 

support for the rehabilitation of anti-erosion shelterbelts with the purpose of maintaining and enhancing 

the productivity of agricultural land 

The expected outputs would be: (a) the enabling environment for achieving Moldova’s Land 

Degradation Neutrality (LDN) commitments strengthened through sustainable land management 

(SLM); (b) rehabilitation of 2,000 hectares of anti-erosion shelterbelts for a protected area of 

approximately 50,000 hectares;  (c) introduction of SLM practices on a cultivated area of at least 50,000 

hectares; (d) local socio-economic benefits generated for approximately 5,000 beneficiaries; and 

(e) implementation of an awareness and outreach campaign on sustainable land management SLM and 

LDN  targets .  

1.2 Project Location 

The exact project locations for the sustainable land management technologies are not currently known 

since the competition for the demand-driven matching grants to implement will be open to farmers 

country-wide, except the cities of Chisinau and Balti and the Transnistria Region. The same partially 

applies to the anti-erosion shelterbelts. Given the relatively limited additional financing funding, this 

sub-activity will be focused in the Raut river-basin rayons of the northern-central region of Moldova. 

The exact communities, however, are not known either as they will be selected following an outreach 

campaign, based on their interest in participating in the project and further commitments to be taken. 

1.3 Purpose of the Stakeholder Engagement Plan  

 

The purpose of the Stakeholder Engagement Plan (SEP) is to ensure appropriate stakeholder 

consultation and information disclosure in the context of Moldova. The goal of the SEP is to help 

decision-making and facilitate project implementation by involving project-affected people and other 

stakeholders in a way that gives these groups the opportunity to provide feedback and express their 

views on intended project outcomes, benefits and potential adverse consequences. The SEP is a useful 

tool for managing communication between the project and its stakeholders.  
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II. REGULATIONS AND REQUIREMENTS 

2.1 Relevant Moldovan Stakeholder Engagement Legislation  

Moldova has the following citizen/stakeholder engagement legislation that relates to both the right to 

access information and participation in policy development and decision-making: 

Access to Information 

• The right to information is guaranteed by the Constitution of the Republic of Moldova in Article 

34 while the Law on Access to Information has been granting access to public data since 2000. 

Article 5 of the Law on Access to Information stipulates that the direct subjects of this Law are 

both Central and Local Public Administration Authorities. The Law on Access to Information 

(adopted in 2000), restricts only public access to state secrets, confidential business information 

submitted to public institutions under conditions of confidentiality, and personal data, the 

disclosure of which may be considered interference in one’s private life. 

There is a guide for journalists on legal access to government information developed by Access 

Info Europe and the Network for Reporting on Eastern Europe. It provides a very detailed step 

by step guidance on access to information, data security, and how to submit a request for 

information among others. There is another guide for public servants and journalists developed 

in 2015 by the Moldovan Independent Journalism Center and Civil Rights Defenders, which 

provides a clear illustration of how the Law on Access to Information should be implemented, 

with specific tips for public servants and journalists.  

The Citizen Engagement Legislation 

• The Law on Transparency in Decision-Making Processes #239 of 2008 defines how the 

consultation process with the civil society takes place. It identifies the following phases in 

ensuring the transparency of the decision-making process: a) informing the public about the 

initiation process of the decision drafting; b) making the draft decision/policy available to 

stakeholders; c) consulting citizens, associations and other stakeholders; d) reviewing the 

citizens and other stakeholders’ recommendations; e) informing the public about the decision 

taken.  

• The above law has been supplemented by Government Order #967 of August 8, 2016 on the 

exact consultation mechanisms with civil society. This order sets the framework for 

consultation, describing the step by step tasks, roles and responsibilities of the authorities, 

including deadlines, consultation methods, and transparency of the adoption of decisions. 

It also recommends that local public administrations update their internal procedures related to 

the transparency of the decision-making process. The Article 16/1 of the Law on Transparency 

in Decision-making mentions that for the infringement of the respective law, the persons bear 

disciplinary and administrative responsibility.  

• The Government Order # 11 as of January 19, 2010 created the National Participation Council 

as an advisory body to the Prime Minister’s office, involving the civil society in the policy 

decision-making process. However, the operation of the National Participation Council has not 

been regular. 

• The Law on Environmental Impact Assessment #86 as May 29, 2014 envisages substantial 

public consultations for projects that are subject to EIA. The participatory principle under 

Article 3 (5) envisages that all interested parties have access to relevant project documentation 

and the findings of the environmental impact assessment in advance of public consultations 

with enough advance notice and clear location and timing where the public consultations will 

be held. One serious drawback of this legislation is that only projects that are subject to EIA 

require public consultations and those roughly correspond to World Bank Category A and 

partially Category B projects. This means that those projects that do not require EIA are not 
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mandated to carry out public consultations. Afforestation, for example, is not included in the 

list of investments that require EIA. 

2.2 World Bank Regulations 

The World Bank has a long history of multi-stakeholder engagement and strategies to promote effective 

project preparation, project implementation and project monitoring, which entails empowering citizens 

to participate in the development process and integrating citizen voice in development programs as key 

enablers to achieving results. 

In August 2016, the World Bank’s Board of Executive Directors approved the Environmental and 

Social Framework (ESF), which went into effect in 2018 and progressively replaced the Bank’s 

Safeguards. The ESF protects people and the environment from potential adverse impacts that could 

arise from Bank-financed projects and promotes sustainable development. Within the ESF, ten 

Environmental and Social Standards set out responsibilities for Borrowers. The Standards are designed 

to help Borrowers manage project risks and impacts as well as improve environmental and social 

performance, consistent with good international practice and national and international obligations. 

The Environmental and Social Standard on Stakeholder Engagement and Information Disclosure 

defines the requirements for stakeholder engagement which are the following:  

• Establish a systematic approach to stakeholder engagement that helps Borrowers identify 

stakeholders and maintain a constructive relationship with them  

• Assess stakeholder interest and support for the project and enable stakeholders’ views to be 

taken into account in project design  

• Promote and provide means for effective and inclusive engagement with project-affected 

parties throughout the project life-cycle  

• Ensure that appropriate project information is disclosed to stakeholders in a timely, 

understandable, accessible and appropriate manner  

III. BRIEF SUMMARY OF PREVIOUS STAKEHOLER ENGAGEMENTS 

Despite the Covid-19 lockdown in Moldova during the preparation of this AF, the continuous 

consultation and stakeholder engagement process under the parent project ensured that the project team 

was fully aware about the stakeholder view on the past and continued SLM investments in Moldova. 

Specifically, the Consolidated Agricultural Project Management Unit (CAPMU), the implementing 

agency for the parent project and additional financing, has engaged with key stakeholders to discuss the 

results of the soil conservation investments: 

- Regional conferences with farmers and local government representatives (2014-2018); 

- Informal communication with government agencies (throughout 2014-2020);  

In addition, the AF is based on the National Land Degradation Neutrality Targets Program developed 

by national authorities in 2018 with extensive consultations of the civil protection and private sector. 

• The National LDN Program 2018-2030 

The National Working Group (LDN WG) was established for steering the LDN TS process and LDN 

mainstreaming into national planning documents. The national LDN WG provided a high-level multi-

stakeholder platform to secure active participation of key stakeholders. The national LDN WG includes 

20 experts and policy specialists, who were delegated as representatives from governmental 

organizations (line ministries, national land use planning, agriculture, environment and forestry, 

statistics), the private sector (farmer organizations, land-based companies), CSOs. Government 

leadership and multi-stakeholder engagement created a collaborative and synergetic framework for 

monitoring and evaluation of the LDN implementation. 
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• Regional Conferences with Farmers and Local Governments 

The CAPMU organized three regional workshops in the northern and southern regions (Basarabeasca, 

Donduseni and Taraclia to discuss the implementation experience, share best practices and detailed 

methodological guides developed during the implementation of the parent project that could be 

replicated by other farmers and local governments. The overwhelming conclusion from these 

conferences was that the demand for such investments exceeds the supply and there was need to 

continue to systematically invest into and share more widely information about SLM practices. 

• Meetings with Government Agencies 

Meetings with government agencies, such as Ministry of Agriculture, Regional Development and 

Environment, Moldsilva, the national forestry agency, and the Institute for Forestry Development 

indicated that there was continued interest to invest in SLM practices following demand from key 

stakeholders and constituencies which resulted in an official letter from the Government of Moldova 

requesting  $3.5 million GEF financing to scale up SLM activities from the parent project.  

IV. STAKEHOLDER IDENTIFICATION 

The World Bank Environmental and Social Standard 10 on Stakeholder Engagement defines 

stakeholders as follows: 

4.1 Project Affected Parties 

‘Project-affected parties’ includes “those likely to be affected by the project because of actual impacts 

or potential risks to their physical environment, health, security, cultural practices, well-being, or 

livelihoods. These stakeholders may include individuals or groups of agricultural producers/farmers 

and other land users, including local communities” (World Bank, 2018b). They are the individuals or 

households most likely to observe changes from the environmental and social impacts of the project.   

In the context of this particular AF, the project-affected parties are those farmers who stand to benefit 

from matching grants for the implementation of SLM practices on their farms as well as rural 

communities, including LPA which will benefit from the shelterbelts planted on the public lands to 

prevent erosion on the private lands of community residents. 

4.2 Other Interested Parties 

‘Other interested parties’ refers to “individuals, groups, or organizations with an interest in the project, 

which may be because of the project location, its characteristics, its impacts, or matters related to public 

interest. For example, these parties may include regulators, government officials, the private sector, the 

scientific community, academics, unions, women’s organizations, other civil society organizations, and 

cultural groups” (World Bank, 2018b).  

In the context of this AF, the following other interested parties can be identified: 

Table 1- Other Interested Parties 

Other Interested Parties Interest in the Project 

Ministries and Government Agencies 

 

Ministry of Agriculture, Regional Development 

and Environment 

 

 

 

 

 

 

 

Overall implementation success as this is a 

project that falls within the ministerial domain: 

protection and enhancement of the soil 

productivity for higher yields; compliance with 

environmental requirements 
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Other Interested Parties Interest in the Project 

Moldsilva 

 

 

 

Ministry of Finance and Ministry of Economy 

and Infrastructure 

 

Institute for Forestry Development (ICAS) 

 

 

 

Agency for Land Relations and Cadaster 

 

 

 

 

The State Planning Institute for Land 

Management (IPOT) 

 

Implementation of afforestation activities 

through shelterbelts and contributing to 

Moldova meeting national LDN targets 

 

Promotion of overall economic development 

 

 

Implementation of afforestation activities 

through shelterbelts and contributing to 

Moldova meeting national LDN targets 

 

Interest in the general proper management and 

registration of private and public lands as well 

as interest in soil protection and improvement 

activities 

  

successor of the institutions 

"Kolhozvinsadproiect" and "Moldghiprozem", 

founded for the intensification of agriculture and 

the acute need to implement a complex 

organizational system, has the task of forming a 

sustainable basis both for the regulation of land 

ownership and organization of the territory, and 

for the development of integral management 

system and effective monitoring of the territory 

of Moldova. 

 

Over the years, the Institute has succeeded to 

implement programs of state and district 

importance, intended to meet the challenges 

facing rural areas, in particular, thus occupying 

the leadership position on land market in 

Moldova on state regulation of land ownership 

regime, cadaster and land monitoring. 

Non-governmental organizations (ACSA, 

Forum of Environmental NGOs). The MARDE 

maintains a list of environmental NGO database 

with contacts at: 

http://www.mediu.gov.md/ro/content/ong-uri-

de-mediu  

General interest in the implementation success 

of SLM activities; policy and technical 

implementation input/feedback; interest in 

representing local community interest or act as 

contractors under the AF 

National and local media Interest in reflecting project implementation and 

keeping the general public up to date on 

investment project progress 

Bilateral and International Donors (UNDP, 

IFAD, USAID) 

Information and coordination to maximize 

development impacts of other donors’ 

interventions 

4.3 Disadvantaged and Vulnerable Groups 

‘Disadvantaged / vulnerable individuals or groups’ are potentially disproportionally affected and less 

able to benefit from opportunities offered by the project due to specific difficulties to access and/or 

understand information about the project and its environmental and social impacts and mitigation 

strategies. 

http://www.mediu.gov.md/ro/content/ong-uri-de-mediu
http://www.mediu.gov.md/ro/content/ong-uri-de-mediu
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The AF activities are focused entirely on the rural area where the majority of the poorest reside in 

Moldova. Almost 80 percent of the poor and 70 percent of the bottom 40 are employed in the 

agricultural sector.  Farmers and agricultural workers, together, accounted for 40 percent of the poor. 

Hence, the AF investments that are aimed at protecting one of the main productive assets of the farmers, 

agricultural workers and rural residents contribute to poverty reduction and target directly the 

vulnerable. The AF doesn’t envisage further micro-targeting within the rural areas as the protective 

shelterbelts represent a public good while the matching grants are not necessarily aimed at the poorest 

farmers. 
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4.4 Summary Interest and Summary of Stakeholder Interest in and Influence  

The table below summarizes the potential role, interests and influence for each of the above-mentioned 

stakeholders. 

Table 2- Stakeholder Interest and Influence 

Stakeholder Potential Role of Stakeholder Interest Influence 

PAPs, local 

governments and 

councils 

The main beneficiaries and implementers of the 

AF activities; the success of the implementation 

depends on their active involvement and 

engagement 

High  High  

MARDE 

The main policy maker in the area; interested in 

meeting the LDN targets in line with Moldova’s 

commitments 

High  High  

Ministry of Finance 
Interested in efficient implementation of external 

funding 

Medium Medium 

Moldsilva 
Interested in afforestation activities related to the 

shelterbelt development 

High  High 

Institute for Forestry 

Development 

Interested in afforestation activities related to the 

shelterbelt development 

High High 

Agency for Land 

Relations and Cadaster 

Interested in proper land management and soil 

protection in Moldova 

High Medium 

Sectorial NGOs and 

Think Tanks 
Provide additional policy advice and input 

Medium Medium 

Multilateral and 

bilateral donors 

Provide investments in similar areas and need to 

coordinate to avoid overlap and maximize 

impact 

Medium Medium 
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V. STAKEHOLDER ENGAGEMENT 

Stakeholder engagement is an inclusive two-way iterative process that should be conducted throughout the project life cycle to ensure that the views, 

concerns and opinions of the project-affected groups are considered. The table presents a set of engagement activities that will take place during the project 

preparation stage through to implementation and conclusion. The list of activities may be supplemented and modified during implementation. 

5.1 Stakeholder Engagement Plan Throughout Project Implementation 

 Table 3  – SEP during Project Implementation 

AF Activity Topic of Engagement Target Stakeholders Methods Used Time-

table/location/dates 

Responsibilities 

Prior to Start of Activities 

Shelterbelt Development Activity implementation 

arrangements; 

ESMF/SEP/GRM 

framework 

PAPs (farmers, local 

governments, rural 

residents) 

Public meetings (face-to-

face or zoom); 

Information boards at 

local government offices  

CAPMU, ICAS/ 

Moldsilva, MARDE, 

IPOT websites 

placement of relevant 

materials 

Brochures, flyers 

Prior to launch of 

activity  

CAPMU E/S team, 

implementation partners 

at Moldsilva/ 

Institute for Forestry 

Development (ICAS)/ 

 

SLM Matching Grants Activity implementation 

arrangements; 

ESMF/SEP/GRM 

framework 

PAPs (farmers) CAPMU, AIPA and 

MADRE websites 

placement of relevant 

materials 

Mass media 

Information boards at 

local government offices 

Prior to launch of 

activity 

CAPMU E/S team, 

activity 

consultant/mayors 
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AF Activity Topic of Engagement Target Stakeholders Methods Used Time-

table/location/dates 

Responsibilities 

Brochures, flyers 

Shelterbelt and SLM 

Matching Grants 

Activity implementation 

arrangements, 

ESMF/SEP/GRM 

framework 

 OIP  Project launch workshop; 

E-mails with project 

information  

CAPMU, MADRE, 

AIPA, Moldosilva 

websites placement of 

relevant materials 

Brochures, flyers 

Prior to the launch of 

activity 

CAPMU team  

During Implementation 

Shelterbelt Development Implementation progress 

and issues; status of E&S 

compliance; feedback 

from stakeholders and 

corrective measures if 

necessary 

PAPs (farmers, local 

governments, rural 

residents) 

Face-to-face meetings, 

ad-hoc consultations; 

Zoom/webex meetings 

Information Board 

updates at Mayor’s 

Office (e.g. Rayonal agri 

dept, Regional dev 

agencies etc.) or/and 

regional representatives 

of ONG rural 

development agencies 

ACSA/Agrofarm/etc.) 

Brochures, flyers 

Website placement of 

progress reports and 

Monthly on 

implementation progress; 

Bi-annually on all 

aspects of project 

implementation, 

including E&S 

compliance and feedback 

Highlight of successes in 

media written and TV (as 

success stories emerge) 

Printed materials 

continuously 

CAPMU E/S team, 

activity consultant 

/mayors/local councilors/ 

CAPMU communication 

consultant 
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AF Activity Topic of Engagement Target Stakeholders Methods Used Time-

table/location/dates 

Responsibilities 

request for feedback on 

CAPMU website 

Reflection in media of 

project progress 

Baseline survey on main 

project beneficiaries  

SLM Matching Grants Implementation progress 

and issues; status of E&S 

compliance; feedback 

from stakeholders and 

corrective measures if 

necessary 

PAPs (farmers) Awareness and outreach 

campaigns 

Specialized trainings and 

capacity building events, 

including field trips 

Zoom/webex workshops 

Brochures, flyers 

Website placement of 

progress reports and 

request for feedback on 

CAPMU website 

Information Board 

updates at Mayor’s 

Office (e.g. Rayonal agri 

dept, Regional dev 

agencies etc.) or/and 

regional representatives 

of ONG rural 

development agencies 

ACSA/Agrofarm/etc.) 

Quarterly on 

implementation progress; 

Annually on all aspects 

of project 

implementation, 

including E&S 

compliance and feedback 

Highlight of successes in 

media written and TV 

Printed materials 

continuously 

CAPMU E/S team, 

activity consultant/ 

CAPMU communication 

consultant 
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AF Activity Topic of Engagement Target Stakeholders Methods Used Time-

table/location/dates 

Responsibilities 

Reflection in media of 

project progress 

Baseline survey on main 

project beneficiaries 

Shelterbelt and SLM 

Matching Grants 

Implementation progress; 

status of E&S 

compliance; feedback 

from stakeholders and 

corrective measures if 

necessary 

 OIP  Face-to-face 

meetings/workshop 

Zoom/webex workshop 

Website placement of 

progress reports and 

request for feedback on 

CAPMU website 

Annually or at the 

request of OIP 

 

Printed materials 

continuously 

CAPMU E/S team, 

activity 

consultant/CAPMU 

communication 

consultant 

Post-Implementation 

Shelterbelt Development Feedback on 

implementation and 

satisfaction with E&S 

arrangements, SEP/GRM 

performance 

PAPs (farmers, local 

governments, rural 

residents) 

Face-to-face 

meetings/workshop 

Zoom/webex workshop 

Website placement of 

final reports on CAPMU 

website 

Documentary on activity 

results (articles / 

brochures, etc.) 

Perception Survey 

Once at the activity 

conclusion 

CAPMU E/S team, 

activity consultant/ 

CAPMU communication 

consultant/ 

survey company 

SLM Matching Grants Feedback on 

implementation and 

satisfaction with E&S 

PAPs (farmers) Face-to-face final 

meetings/workshop 

Zoom/webex workshop 

Once at the activity 

conclusion 

CAPMU E/S team, 

activity consultant/ 
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AF Activity Topic of Engagement Target Stakeholders Methods Used Time-

table/location/dates 

Responsibilities 

arrangements, SEP 

/GRM performance 

Website placement of 

final reports on CAPMU 

website 

Documentary on activity 

result (Article / 

brochures, etc.) 

Perception Survey 

CAPMU communication 

consultant/survey 

company 

Shelterbelt and SLM 

Matching Grants 

Feedback on 

implementation and 

satisfaction with E&S 

arrangements, SEP/GRM 

performance 

 OIP  Face-to-face final 

meetings/workshop 

Zoom/webex workshop 

Website placement of 

final reports on CAPMU 

website 

Documentary on activity 

result 

Perception Survey 

Once at the activity 

conclusion 

CAPMU E/S team, 

activity consultant/ 

CAPMU communication 

consultant/ 

survey company 

5.2 Information Disclosure Approach  

The current CAPMU website (http://www.capmu.md) shall be used to disclose project-related documents, including those on environmental and social 

performance in both Romanian and English. All project progress reports, including SEP and GRM reports will be disclosed in the section dedicated to the 

implementation of this additional financing. The contact details of the E&S team will be provided for feedback provisions or if further questions arise. 

The table below provides a preliminary summary of the suggested information to be disclosed based on the project design and topics that might be of interest 

to stakeholders.  

  

http://www.capmu.md/
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Table 4 – Information Disclosure 

AF Activity List/ Type of information to be 

disclosed 

Methods of disclosure proposed Timing/Freque

ncy 

Target 

stakeholders 

Responsible stakeholders 

 

All AF Description; ESMF 

documentation, SEP and GRM 

description 

CAPMU website;  

Emails to local governments for 

posting on local government 

websites 

Before project 

effectiveness 

All CAPMU E&S and 

communication team 

All Progress Reports on Implementation 

and E&S compliance 

(environmental and social 

regulations, SEP, GRM) 

CAPMU website;  

Emails to local governments for 

posting on local government 

websites 

Semi-annually All CAPMU E&S and 

communication team 

All Final Report on Implementation and 

E&S compliance (environmental 

and social regulations, SEP, GRM) 

CAPMU website;  

Emails to local governments for 

posting on local government 

websites 

Semi-annually All CAPMU E&S and 

communication team 

5.3 Timeline for Provision of Comments and Feedback  

The CAPMU team will provide relevant background and technical information to stakeholders’ whose feedback is sought on various project issues with enough 

advance notice (5-10 business days) so that the stakeholders have enough time to prepare to provide meaningful feedback. The CAPMU team will collect 

(written and oral comments), review them and commit to report back to stakeholders on how those comments were incorporated, and if not, provide the rationale 

for reasons for why there were not within 10 to 30 working days from the stakeholder engagement event. 
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VI. ROLES AND RESPONSIBILITIES FOR SEP IMPLEMENTATION 

6.1 Implementation Arrangements 

The AF will be managed by the CAPMU, a well-established and experienced PIU that implemented the 

parent project of this GEF AF. The CAMPU is responsible for all aspects of AF implementation, including 

compliance with ESF and safeguards requirements of the World Bank. This SEP implementation will be 

the responsibility of a team led by the Deputy Director responsible for the implementation of the AF 

activities and will include: a Project Assistant, a Communications Specialist, two SLM consultants, a M&E 

Consultant and an E&S consultant. The implementation of the GRM function shall be delegated to the 

National Agency for Rural Development which has a well-developed network of local offices which can 

uptake grievances at the local level. 

The tools that the CAMPU will use in the implementation of the SEP include, but are not limited to (i) an 

AF-specific area on the CAMPU website; (ii) an electronic grievance register; (iii) a stakeholder 

engagement register (in Excel files); (iv) printed documents (manuals, brochures, posters, etc.) that will be 

used, based on the needs of the SEP. 

6.2 Implementation Arrangements 

The table below summarizes the key functions of various actors in the implementation of the SEP. 

Table 5 – Specific responsibilities for the SEP implementation 

Actor/ Staff/ 
Consultant 

Responsibilities 

Deputy Director • SEP implementation planning 

• Leading stakeholder engagement activities 

• Monitoring of contractors on SEP-related activities 

• Monitoring and reporting on E&S compliance to the CAMPU Director and WB 
teams 

Environmental & 
Social Consultant 

• Supervising compliance with the WB safeguards and providing regular input on the 
status for use in various stakeholder engagement activities with PAPs and OIPs 

Communication 
Specialist 

• Practical organization of various SEP activities 

• Engagement with mass media to reflect the implementation of the AF 

• Development of brochures, leaflets, information board content for mayor’s offices 

M&E Specialist • Monitors the indicators related to the implementation of this SEP and GRM 

• Develops the final beneficiary survey to gauge satisfaction with the stakeholder 
engagement process 

Project Assistant • Maintains the stakeholder engagement register (dates, list of participants, makes a 
summary of feedback provided and helps draft the summary response on how the 
stakeholder feedback was incorporated in implementation and if not, provide the 
rationale) 

SLM Consultants/ 
Contractors 

• Maintain a productive working relationship with the PAPs 

• Serve as an early warning filter to Identify community concerns and communicate 

those to the CAPMU  

• Receive and register any grievance voiced by project-affected parties or other 

interested parties and communicate them immediately to the PIU 

• Support the planning of communication and SEP events  

National Agency 
for Rural 
Development 

• Manages the project-related GRM system 
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Actor/ Staff/ 
Consultant 

Responsibilities 

Project-Affected 
Parties and Other 
interested parties 

• Provide feedback/comments on the implementation arrangements and on the 
stakeholder engagement process through the SEP and GRM in particular. 

6.3 Estimated Budget 

The CAPMU implemented similar stakeholder engagements in the parent project and has allocated a 

tentative budget based on the estimates from previous activities which are part of both the AF administrative 

and sub-activity budgets. The CAMPU will review the SEP and its budget every six month and revise it 

accordingly to reflect changing circumstances. 

VII. GRIEVANCE REDRESS MECHANISM 

7.1 Objective of a Grievance Redress Mechanism 

The objective of the GRM is to serve as an effective tool for early identification, assessment and resolution 

of grievances, serving as a project risk management mechanism and strengthening accountability to 

beneficiaries. The GRM serves as feedback mechanism that can improve project impact and mitigate the 

undesirable ones. The GRM mechanism will be available to project stakeholders and other affected parties 

to submit questions, comments, suggestions and/or complaints and provide any form of feedback on all 

project-funded activities.  

7.2 Principles of the GRM 

• All complainants will be treated with courtesy, equally, transparently and fairly and no 

discrimination will be allowed;  

• All complaints will be treated seriously, regardless of the channel of transmission and form of 

communication and be registered in a designated log-book, documented and responded in writing;  

• The timeframes indicated will be observed and the complainant will be notified if more time is 

required to address the particular grievance.  

•  All complainants, if needed, will receive guidance in making and filing their complaint;  

• All complaints will be dealt with confidentiality and in line with the national legal provisions 

regarding protection of personal information/data. 

7.3 GRM Process 

• Channel to Make Complaints 

The following channels can be used through which citizens/beneficiaries/Project Affected Persons (PAPs) 

and OIPs can make complaints/suggestions/compliments regarding project-funded activities:  

a. By Email: indicate email 

b. Internet: CAPMU’s website; GRM rubric: indicate link 

c. In writing: indicate address /post box where the letters should be sent 

d. Dedicated phone number: indicate number (to be formulated in writing) 

e. By fax: indicate fax 

f. Other: verbal complaints addressed to project staff and the ministry which should be recorded in 

writing by the receiver 

• Receipt and Referral 
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The person receiving the complaint will complete a grievance form (see Annex 1), or the complainant can 

fill the form himself/herself and submit it to one of the addresses above. 

The dedicated GRM Officer will register the grievance in the Registry of Grievances and inform the 

complainant of the timeframe he/she is expected to receive a response. When making a grievance, the 

complainant should provide the following details: a) the essence of the grievance. What was done in non-

compliance to existing processes? b) How the complainant is affected by the situation; c) relevant details, 

such as time, date, place, names of individuals; d) supporting documentation; e) expected remedy needed 

to correct the situation. 

Then the GRM officer will refer the case to the Project Director. 

Within two business days, the Project Director will determine which person/department should be 

responsible to investigate the complaint, whether the complaint requires and investigation or not and the 

timeframe to resolve it. The Project Director should ensure that there is no conflict of interest involved for 

the investigating officer. The length of the investigation process depends on the complexity of the case. 

However, all complainants should receive feedback on the status of their grievance within ten business 

days.  

• Investigation 

The person/department responsible for investigating the complaint will collect and review all the facts 

related to the grievance within ten days. The process may include meetings with the person who filed the 

grievance (if willing to meet) and those who can facilitate the resolution. The deadline for investigating the 

complaint may be extended to 20 working days by the corresponding Project Director, and the complainant 

is to be informed about this fact within 2 working days, whether:  

- additional consultations are needed to provide response to the complaint; 

- the complaint refers to a complex volume of information and it is necessary to study additional 

materials for the response. 

After the investigation is finalized, the proposed response will be presented to the GRM/ESF Officer and 

Project Director. The GRM Officer will record the proposed action in the Registry of Grievances in the 

section that describes the suggested action (see Annex 1) 

• Response to the Complainant 

The complainant will be informed about the results of verification via letter, email or by post, as received. 

The response shall be based on the materials of the investigation and, if appropriate, shall contain references 

to the national legislation. The GRM officer will seek feedback whether the proposed actions are deemed 

satisfactory and will record the response in the corresponding section of the grievance form. 

• Right to Appeal 

If the complainant is not satisfied with the response, one more attempt will be made to clarify the rationale 

for the proposed action by the GRM staff, Project Director and the investigating person/department and 

other relevant personnel may be involved in the appeals process. A final decision will be taken following 

the appeal meeting. If the response remains unsatisfactory to the complainant, he/she/they may resort to 

raising their grievances outside the project GRM system. 

7.4 Аwareness Process 

The information about the Grievance Redress Mechanism will be available on the CAPMU website and 

will be also included as an agenda item in all face-to-face engagements with project stakeholders, 

beneficiaries, project affected persons. The information about the GRM system will be included in the 

information boards placed in mayor’s offices of the participating communities.  

7.5 Responsibility for GRM Operation 

The responsibilities for the management of the GRM system include the following functions. These 

functions can be performed by assigned staff, e.g. GRM Officer or be outsourced to an outside contractor 

in case the PIU capacity to handle the workload is exceeded. 
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• Overall management of the GRM system 

• Developing and maintaining awareness-building 

• Collection of complaints 

• Recording complaints 

• Notification to the complainant on the receipt and timeline to review a complaint  

• Sorting/categorization of complaints 

• Thorough review of the issues, including the causal link between project activities and alleged 

damage/harm/nuisance 

• Decision-making based on such examination  

• Processing appeals or continuous communication with complainants with the purpose to resolve 

issues amicably 

• Publishing responses to complaints, unless otherwise is requested by complainants due to privacy 

or other concerns  

Organization and implementation of information materials and awareness campaigns 

• Reporting and feedback on GRM results. 

VIII. MONITORING AND REPORTING 

The CAMPU E&S and communication team will be monitoring the environmental and social performance 

of the AF, including the stakeholder engagement activities and grievance management. The CAMPU will 

track the following set of SEP-related indicators.  

8.1 SEP Indicators to be Documented in Stakeholder Engagement Registry and 

Progress Reports 

• Number and location of formal meetings with PAPs 

• Number of men and women that attended these meetings 

• Nature of comments received and how the comments were incorporated or acted upon 

• Minutes of meetings with the list of participants 

• Number of engagement activities with OIPs 

• Issues/comments raised by OIPs and actions agreed on those issues/comments 

• Number and nature of documents disclosed 

• Number and nature of comments submitted via the CAPMU website 

8.2 GRM Indicators to be Reflected in Progress Reports 

• Number of grievances received by category of complaint, gender and channel of transmission 

• Number of cases resolved satisfactorily/unsatisfactorily for the complainants and under 

consideration 

• Time period taken to resolve complaints (within established timeframe, exceeded the timeframe) 

• Any issues faced with the procedures/staffing or use; 

• Factors that may be affecting the use of the GRM/beneficiary feedback system; 

• Any corrective measures suggested/adopted.  
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8.3 Reporting 

During implementation, the SLM activity team will prepare brief quarterly reports on E&S performance 

which will include updates on SEP implementation to be incorporated into CAPMU quarterly progress 

reports. The data provided into the quarterly reports will be aggregated into semi-annual and annual 

progress reports. that will be used to inform the World Bank teams as well as to project stakeholders via 

publication on the CAPMU website and via individual stakeholder meetings. 
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X. ANNEXES 

ANNEX 1 – Grievance Registration Form  

Reference No:  

Note: you can remain anonymous if you prefer or request not to disclose your identity to the third parties 

without your consent. In case of anonymous grievances, the decision will be disclosed at: 

www.capmu.md 

First name _____________________________________  

 

Last name _____________________________________  

 

❏ I wish to raise my grievance anonymously  

❏ I request not to disclose my identity without my consent  

❏ Contact Information  

      Please mark how you wish to be contacted (telephone, e-mail).  

   ❏ By Telephone: _______________________________________________  

   ❏ By E-mail ___________________________________________________ 

   ❏ I will follow up the resolution at the website as I want to remain anonymous 

      Preferred Language for communication:      ❏ Romanian      ❏ Other (indicate)  

 

Description of Incident or Grievance (What happened? Where did it happen? Who did it happen to? 

What is the result of the problem? Date of Incident/ Grievance) 

❏ One-time incident/grievance (date _______________) 

❏ Happened more than once (how many times? _____)  

 

Signature: _______________________________ Date: _______________________________  

Please return this form to: Consolidated Agriculture Project Management Unit 

 

 

http://www.capmu.md/

