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POLICY AND PROCEDURES FOR HANDLING 
COMPLAINTS RELATED TO SEEK PROJECT 

I.  Policy Statement  

 

1. The SEEK project aims to operate in full transparency and accountability, ensuring and 

enhancing its quality of its operations, therefore building of trust on its work, Millennium 

Foundation Kosovo (MFK), partners and stakeholders as well as the community where the 

activities are implemented is a key principle of its operations.   

 

2. Grievance is a term used for concerns or Complaints raised by an individual or a group of 

individuals that, in their own capacity or on behalf of entities they represent as authorized 

persons, may be affected by the operations of the SEEK project (hereafter “the Project”). These 

concerns and complaints can result from either real or perceived impacts of the Project, and may 

be filed in the same manner and handled with the same procedure explained hereafter.  

 

3. This policy does not replace Laws or Regulations applicable in Kosovo, and if any complaint is of 

such complex nature that has to be addressed through MFK or other mechanisms it will be 

escalated to such mechanism/procedure.  

 

II. What is a Complaint  

 

In the context of this policy, a complaint is an external grievance made against SEEK project or 

more specifically against one of its employees, associated “consultants” or partners where the 

organisation has allegedly failed to meet a commitment. That commitment might be related to 

our activities, our use of resources, our mission and values, staff conduct / behaviour or a legal 

requirement. 

 

III. Nature of complaints  

 

1. This policy will be applicable to any kind of concerns and complaints related to the Project 

activities and participants involved in the processes related to the Project operations and for which 

the IC (GFA – HPC consortium) is competent to (re)act and resolve, either in its own capacity or in 

combination with other Project participants. Such concerns and complaints include issues of staff 

behavioural nature, allegations related to misuse of authority and violations of project criteria and 

also any other concerns related to the adverse impacts from the implementation of SEEK activities, 
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such as, for example, concerns about unfair selection of project beneficiaries, social, gender 

related or environmental impacts of installation works, etc. as long as it is under the control of IC 

(GFA – HPC consortium).1  

 

2. All legal and natural persons and citizens of Kosovo may file a complaint about the behaviour of 

the IC (GFA – HPC consortium) staff and its Sub-contractors  and the Qualified Installers (“QIs”) 

which they consider to be contrary to the SEEK Code of conduct, the respective Operations 

Manuals (HER, AER and WEE), the SEEK Anti-Sexual Harassment Policy and other related SEEK and 

MFK policies and other internal documents, as well as Laws applicable in Kosovo. Behaviours, like 

sexual harassment, cultural insensitivity, or discrimination may be subject of complainant too.  

 

3. This complaint procedure operates in parallel to SEEK processes and covers concerns or disputes 

regarding: IP operations (procurement, selection of Partner institutions, qualification of installers, 

etc.); sub-project selection; sub-project implementation (from sub-project identification until its 

acceptance) as well as related to any other activity in which the IC staff and/or its Sub-contractors 

are directly involved (e.g. post-implementation survey and monitoring). 

 

4. The complaints based on this procedure may be filled also for disputes related to operations of 

MFK and its contractors for the purpose of implementation of the SEEK Project. However, for these 

type of complaints, for which the IC (GFA – HPC consortium) staff is not directly involved and which 

operations are beyond the direct control of the IC, the IC (GFA-HPC consortium) will accept and 

escalate to MFK any such complaint related to SEEK project for which resolution it is not 

competent.  

 

IV. Principles and standards on treating complaints  

 

1. SEEK project will treat all complaints in fair manner, with confidentiality, impartiality, registering 

all received complaints and will provide constructive feedback, in a timely manner.  

 

2. All received complaints will be reviewed within a short period of time. Unless the severity of the 

grievance warrants a fast-tracked response, within 5 days of receiving the complaint, the project 

notifies the complainant that it has received the complaint and the decision on the complaint will 

be provided within 30 calendar days, unless the case is more complex and requires a more detailed 

investigation by the review panel.  

 

V. Grievance submission/reception: Where, when, and how to file a complaint? 

 
1 For complaints related to sexual harassment, please see SEEK’s Anti-Sexual-Harassment Policy.  
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1. Any complaint may be submitted in writing directly to the management of the SEEK project via 

e-mail, by using online forms or by submitting a Letter of Complaint via registered mail addressed 

to the Project Office as per address provided below.  

 

2. The predefined forms should be filled out by the Project participant filing such complaint. For 

those who will need the support through the procedure of online submission of the complaint, 

this will be given from the Project’s info-line. Additionally, information on complaint procedures 

will be described in the Grant Agreement prepared by MFK and printed in the form of the fact-

sheet and shared to the beneficiaries. 

 

3. The IC local support teams (ICLST) are also the contact/complaints point on behalf of the IC. Any 

written complaint may be submitted through them, too. 

 

4. The written complaint may be filled in any official language spoken in Kosovo as well as in English 

and be submitted to the following address: 

 

SEEK Project Office 

Eduard Lir 10, Pristina 

E-mail: SEEK@millenniumkosovo.org 

 

5. As a complainant you have to submit the Complaint Form as attached to this document, 

containing the following data and information: 

a) The name and contact information; 

b) Provide a description of the sub-project (with Identification No. if available) or activity that 

you are complaining about; 

c) Describe the concern or dispute; 

d) Describe the efforts you made to resolve the situation and provide copies of 

correspondence and supporting documentation; or explain why you could not make such 

efforts; 

e) If possible, specify which procedures you think have not been followed and how you would 

like the problem to be resolved. 

f) Any other information you think is relevant for treatment of your complaint.  

g) The signature under the Disclaimer that (1) the complainant claims that all statements and 

facts are correct and that (2) Identified false information may lead to the complainant being 

excluded as a possible grant recipient from the SEEK project in the future. 

6. For the reporting on sexual harassment, the complainant shall use the template provided in 

SEEK’s Anti-Sexual-Harassment Policy.  

mailto:SEEK@millenniumkosovo.org
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VI. Acknowledgment, assessment, and record 

 

1. In each case the complainant shall receive a confirmation that his/her complaint has been 

received by the SEEK project. The compliant is entered into the database using a Compliant 

registry form, and relevant management of SEEK is notified about the receipt of the complaint. 

 

2. The SEEK project will register each complaint regardless of the form in which it is received, by 

mail or email, with a complaint number. Within five days, the project will provide a notice to the 

complainant that the complaint was registered, provide a timeline for response—assuring the 

complainant that the complaint is being addressed, the Project is responding properly, and it gives 

the Project a record of the allegation. The project will keep documented records of allegations and 

response to the complainant. This will include electronic records as well as paper based files.  

 

3. The IC is committed to solve the complaint as soon as possible and a typical processing of the 

complaint shall not take longer than 30 calendar days. If a more complex investigation is required, 

the complainant should receive an update explaining the reasons and actions required to resolve 

the complaint, and the likely timeline for its resolution. 

 

VII. Reviewing and Investigating Grievances 

 

1. For each complaint case, the Project Management (consisting of Project Director and Team 

Leader) will appoint a Complaint Committee (‘the Committee’) who shall be responsible for 

handling the respective complaint. The Committee should organize the process to validate the 

complaint’s legitimacy and arrange for investigation of details. The Committee will consist of three 

staff members, from whom at least two staff members will be from the same Project component. 

Members shall not be among those staff members who have decided or those on whom the 

compliant has been directed. 

 

2. If the complaint is of minor issues, especially those related to a complainant’s request for 

information and/or clarification, it can be handled easily by providing such information on the 

spot, or referring to the person (either IC staff member or to the liaison personnel of the 

Municipality participating in the Project). In these type of cases the establishment of a committee 

is not compulsory.  

 

VIII. Developing resolution options, respond to grievances, and close out 

 

1. Complaint assessment results may be:  
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a) Complaint accepted wholly or in part; 

b) Complaint rejected. 

 

2. The Project will communicate to the complainant, advising of findings and the outcome. 

 

3. In case the complainant accepted the findings and the outcome, the Project will propose 

corrective actions, timeframe, and implementation responsibilities agreed to by Project and 

complainants. In case the Committee’s proposal is accepted by the complainant, the corrective 

measures will be implemented. In case of acceptance, the complainant shall sign a statement of 

accepting the findings and outcome, prepared by project. The project will Assign responsibility for 

completing the outstanding actions, and establish the Schedule for completion.  

 

4. In case the complainant does not accept the outcome and the proposed corrective actions, and 

the Committee incl. the Project Management has explored all alternatives within the Project, the 

case will close out and refer to remedies outside the IC/Project grievance mechanism as applicable 

in accordance with the best similar practice. In case of acceptance, the complainant shall sign a 

statement of accepting the findings and outcome, prepared by project. 

 

5. The IC will inform the complainant whether for such type of grievance the escalation of 

complaint to MFK is possible or the IC is the final decision maker in this type of grievance. 

 

6. A regular reporting of IC will be provided to MFK for all complaints made and their resolution as 

integral part of monthly reporting.  

 

IX. Escalate the complaint to the MFK  

 

1. If a complainant is unhappy about the response received from the IC or if they believe the 

corrective action has not been adequately implemented, they may file an appeal within 30 days 

of receiving the outcome they may appeal the outcome notification, to the Millennium Foundation 

Kosovo (MFK) through its Energy Director, responsible for SEEK project:  

 

Millennium Foundation Kosovo 

Str. Migjeni, No 21 (ish Banka e Ljubljanës), 9th Floor, Pristina 

E-mail: office@millenniumkosovo.org   

 

2. The complaints will be escalated to MFK also in the cases when IC is not competent to treat such 

type of complaints which are related to MFK personnel or its contractors such Qualified Installers, 

work contractors etc.  

mailto:office@millenniumkosovo.org
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3. If the Complaint Procedure is unable to resolve a grievance (even after escalation to MFK), the 

affected parties may use remedies through the court system in Kosovo. 

 

X. Data protection policies 

 

1. Any data collected as part of a complaint procedure will be treated in line with requirements of 

Law No. 06/L –082 on the protection of Personal Data in Kosovo. Personal Data will be treated 

with confidentiality and will not be disclosed to any unauthorized person/entity unless otherwise 

provided by Kosovo Law. 

 

2. For any issues related to personal data protection, including, privacy policies applicable, transfer 

of data, and the rights of data subjects, the complainant may request further information from 

the SEEK Project and MFK. For the SEEK project applicants a personal data protection policy is 

provided at the moment of Application. The same policy is also applicable regarding personal data 

collected during complaint procedures. 

 

Pristina, February 11, 2021 

 

Attachment: Complaint Form 

 


