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3.Sectionl. Introduction

4. Purpose

5. This procurement guidance offers an overview of the World
Bank’s (Bank) complaints review mechanism. This guidance explains
the key concepts and outlines the process for filing and reviewing com-
plaints that arise in connection with contracts where the Bank’s Stand-
ard Procurement Documents (SPDs) are required to be used.

6. When the Bank has not issued an applicable SPD, the Borrower
shalluse procurementdocuments and internationally recognized stand-
ard conditions of contract, acceptable to the Bank.

7.1tis non-mandatory and provides guidance only.

8. For specific details, including the mandatory requirements for
procurement-related complaints, refer to the World Bank Procurement
Regulations for IPF Borrowers (Procurement Regulations), paragraphs
3.26t03.31 and Annex I1I.

9. Treatment of procurement complaints

10. The Procurement Regulations set out how procurement com-
plaints are to be treated. The treatment is covered by the appropriate
procurement rules and procedures applicable to the circumstances of
the procurement.

11. There are three possible scenarios.

12. Complaints arising in connection with contracts where the
Bank’s Standard Procurement Documents (SPDs) are required to
be use; Complaints that arise in connection with contracts where the
Bank’s SPDs are required to be used are called “procurement-related
complaints”. This guidance focuses solely on these types of complaints.

13. Complaints arising in connection with contracts under an Alter-
native Procurement Arrangement (APA); The Procurement Regula-
tions paragraph 2.4 describes APAs. In such cases, the Bank may rely
on, and apply, the procurement rules and procedures of (whichever of
the following options is appropriate):

14. a) The multilateral or bilateral agency or organization taking the
leadingrole in the procurementactivity; or

15.b) The Borrower’s agency or entity executing the procurement.

16. Complaints arising in connection with contracts subject to na-
tional procurement procedures.

17. A procurement complaint arising in connection with a contract
subject to national procurement is subject to a different set of rules
and procedures. The Procurement Regulations paragraphs 5.3 to 5.6
describe national procurement procedures. A Borrower is required to
have an effective complaints mechanism in order to be able to use its
own procedures for national open competitive procurement financed

by the Bank.
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