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1. Introduction 
Introductory information  

 

This document is a Stakeholders Engagement Plan (SEP) for Unitary Enterprise SARIA, 

identifying stakeholders, communication channels and plans for the facility located in the village 

Podosye, Bereza District, Brest Region, Republic of Belarus. 

 

SEP provides an overview of national legislation, the requirement of the European Bank for 

Reconstruction and Development (EBRD) for implementation 10:  engaging stakeholders and 

disclosure of information, the European Union (EU) Directive, and international best practices for 

disclosing information. The plan outlines a general approach to stakeholder engagement and public 

consultation. 

 

Since the SEP is a valid document, it will be periodically reviewed and, if necessary, updated 

during the execution of the project to comply with any new or modified actions, changes in the 

design decision or again identified stakeholders. 

 

Purposes and Tasks of the Plan  

 

The purpose of this SEP is to maintain long-term interaction and relations between Unitary 

Enterprise SARIA, the local population and other stakeholders, in order to improve and facilitate 

decision-making, including project-affected population groups and other stakeholders, as well as to 

ensure these groups with opportunities to pit forth their opinions on the Project. 

 

The SEP briefly describes all public hearings and consultations held to date, and determines the 

actions that will be carried out by Unitary Enterprise SARIA to notify stakeholders of the nature 

and possible consequences associated with the development of the production line No. 3 at the 

Unitary Enterprise SARIA (Project). 

 

The SEP contains a table of stakeholders that identifies all relevant stakeholders and the most 

appropriate communication channels, strategies, disclosure requirements, and complaint 

investigation processes that will be adopted.  If there are stakeholders that are not included in the 

SEP, they can contact the above-mentioned contact to obtain information on the Project and will be 

added to the stakeholder engagement program in this SEP. 

 

The specific objectives of the SEP are described in details below: 

- to determine the area of works; 

- to identify, compare and evaluate the affected parties and other stakeholders and how they may be 

affected or interested in the Project; 

- to analyze the Project stakeholders for their understanding, so that appropriate methods and 

means for their engagement can be developed; 

- to provide a work plan for hearing that will allow to make contribution of stakeholders to the 

Project; 

- to make sure that interested parties have timely access to information on activities of the Project; 

- to make sure that the information disclosed to stakeholders is clear and accessible, and places for 

hearings are accessible to anyone who wants to be present; 

- to ensure that vulnerable and underprotected groups of population (including women, the elderly, 

the disabled, etc.) are identified and practical measures to include them in current hearings are 

taken; 

- to establish clear mechanisms for managing issues, problems and complaints of stakeholders and 

ensure appropriate processes for resolution of possible complaints; 

- to manage expectations of the society and other stakeholders; 

- to document official hearings and actions on disclosure of information, to determine the 

stakeholder tracking system and the record registration management system. 
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Scope of plan  

 

This Stakeholder Engagement Plan covers the performance of works at Unitary Enterprise SARIA, 

including the contractor’s activities and includes:  

 

- Chapter 2 - Project overview and location; 

- Chapter 3 - Public hearings and disclosure requirements; 

- Chapter 4 - Identification of stakeholders and other parties concerned; 

- Chapter 5 - Review of existing practices for engaging stakeholders; 

- Chapter 6 - Past experience of stakeholder engagement; 

- Chapter 7 - Stakeholder engagement program, engagement methods and resources; 

- Chapter 8 - Grievance mechanism. 
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2. Project Description 
 

About Company 

 

Unitary Enterprise SARIA, a legal entity of the Republic of Belarus, was registered by the Brest 

Regional Executive Committee on June 10, 2005, and was founded by Saria International GmbH, 

Selm, Germany. 

It specializes in the production and wholesale sales of germ flour of animal origin (meat and bone 

and blood), animal feed and technical grease. It provides services to food processing and 

agricultural enterprises of the Republic of Belarus in collection, export and processing of low-value 

raw materials of animal origin, approved for processing for feed purposes by the state veterinary 

service. 

 

About Project 

 

Unitary Enterprise SARIA developed the project:  Reconstruction of the plant of Unitary 

Enterprise SARIA, Dlinnaya St., 94, Podosye village, Bereza district, with the construction of the 

production line No. 3. 

 

New project components 

 

The project envisages the construction of the aerotank No. 3, clarifier No. 3, reconstruction of the 

auxiliary sewage treatment building, production and warehouse unit, administrative and amenity 

building (AAB), and restoration of the broken asphalt concrete pavement.  This project also 

provides for reconstruction of the existing plant for disposal of animal raw materials in order to 

install an additional line for processing of feather-down wastes and poultry waste.  The 

construction of production line No. 3 shall be carried out during the reconstruction of the existing 

building of the production and warehouse complex at the enterprise.  The existing building is one-

storied, the attached part is also one-storied.  The design capacity of the new line is:  

- for wastes - 61 thousand tons per year; 

- for finished products:  meat and bone meal - 2,457 kg/h, animal fat - 1,145 kg/h; 

- output of finished products is:  feather raw materials - 30%, meat and bone - 17%. 

 

 
               
                   Picture 1.  Production line No. 3 is planned to be located on the territory of Unitary Enterprise SARIA 
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Project status 

 

The project was subjected to significant analysis and feasibility studies, including engineering 

design and cost estimation.  An economic and financial analysis as well as an Environmental 

Impact Assessment (EIA) was also carried out.  

 

The project was developed on the basis of a design assignment, initial permissive documentation 

and engineering surveys.  The master plan and landscaping are made in accordance with the 

technological standards of design and construction norms and rules for design of master plans for 

industrial enterprises TKP 45-3.01-155-2009. 

 

The project percentage completion as of June 2019 is 30%. 

 

Estimated project implementation period: 

 

Beginning of construction and installation works –  02.01.2019 

Completion of works – 31.10.2019  
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3. Hearings and Disclosure 
 

Public hearings and disclosures conducted by Unitary Enterprise SARIA comply with the 

requirements of the laws of the Republic of Belarus and international best practices. 

 

National Legislation Requirements  

 

The EIA procedure is regulated by the Resolution of the Council of Ministers of the Republic of 

Belarus dated June 14, 2016 No. 458 (as amended by the Resolution of the Council of Ministers of 

the Republic of Belarus dated January 13, 2017 No. 24) “On Approval of the Regulation on 

Organization and Conduct of Public Discussions of Draft Environmentally Significant Decisions, 

Environmental Impact Assessment Reports, Taking into Account the Environmentally Significant 

Decisions and Introduction of Amendments and Additions into Some Resolutions of the Council of 

Ministers of the Republic of Belarus.” 

  

In accordance with Chapter 2 of the Resolution of the Council of Ministers of the Republic of 

Belarus dated June 14, 2016 No. 458 “PUBLIC DISCUSSIONS OF DRAFT CONCEPTS, 

PROGRAMS, PLANS, SCHEMES, DRAFT REGULATORY LEGAL ACTS” were carried out in 

the following stages: 

1.1. preliminary informing of citizens and legal entities of initiation of development of draft 

concepts, programs, plans, schemes, draft regulatory legal acts; 

1.2. organization and holding of public discussions of draft concepts, programs, plans, schemes, 

draft normative legal acts, and in case of interest of citizens and legal entities - organization and 

holding of meetings to discuss them; 

1.3. bringing to notice of citizens and legal entities of information on decisions. 

 

In accordance with the Decree of the Council of Ministers of the Republic of Belarus dated January 

19, 2017 No. 47 “On Approval of the Regulations on Environmental Expertise Procedure”, a 

construction project is subject to a state environmental-impact expertise:  determining the 

compliance or non-compliance of the design documentation with the environmental legislation and 

rational use of natural resources. 

 

In accordance with the Resolution of the Council of Ministers of the Republic of Belarus dated 

30.09.2019 No. 791 “On approval of regulations on procedure for state expertise of city-planning 

projects, architectural projects, construction projects, construction lines allocated to them, launch 

complexes and estimates (estimate documentation), a construction project is subject to construction 

expertise, the compliance of the state expertise object with the requirements of regulatory legal 

acts, including technical legal acts, architectural, urban planning and construction activities is to be 

assessed. 

 

After carrying out of the above-mentioned measures in accordance with the Resolution of the 

Council of Ministers of the Republic of Belarus dated 08.05.2018 No. 343 “On approval of the 

Regulations on procedure for sending notifications on construction and installation works”, it is 

necessary to receive the Notification of notification receipt and of construction object registration 

in the government construction oversight authority prior to the commencement, resumption of 

construction and installation works. 

 

International Best Practice 

 

The EBRD is committed to promoting environmentally sound and sustainable development in 

accordance with its Environmental and Social Policy (dated May 2014) and Performance 

requirements (TR) No. 10:  Information Disclosure and Stakeholder Engagement.  The EBRD 

specifies its requirements for interaction with stakeholders in the following documents: 

- Environmental and social policy (dated 2014) and TR No. 10:  Information disclosure and 

engagement of stakeholders; 
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- Policy on public information (dated 2014).  

 

The EBRD considers public hearings and stakeholder engagement as a continuous, meaningful and 

comprehensive process that should be launched at the earliest stage of the environmental and social 

assessment, and which should be continued for the entire duration of the project funded by the 

EBRD.  This SEP meets the EBRD requirements for stakeholder engagement and information 

disclosure. 

 

The investment program is classified as a category B project in terms of the EBRD's environmental 

and social policies.  As a category B project, Unitary Enterprise SARIA will adopt this SEP, 

including a Complaint investigation procedure. 

 

Accounting for stakeholder engagement 

 

Unitary Enterprise SARIA shall be obliged to keep records of all hearings, minutes of meetings and 

reports on informal consultations, clearly recording the key information provided to stakeholders, 

as well as incoming messages, complaints and questions, along with a summary of actions taken. 

 

Within the framework of the public relations procedure, Unitary Enterprise SARIA will have to 

record and update data on engagement of stakeholders on an ongoing basis and prepare annual 

reports on results of activities, as well as key issues raised by stakeholders engaged. 
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4. Identification of stakeholders  
 

Identification of key stakeholders 

 

This section identifies all relevant stakeholders, including local, district and regional authorities.  

Stakeholders can be both individuals and organizations directly or indirectly affected by the 

project, wishing to express their opinion.In order to identify key stakeholders, the following 

definitions were used: 

 

In order to identify key stakeholders, the following definitions were used: 

- Stakeholders:  any person, group or organization that has a personal interest in the end result of 

the Project; 

- Key stakeholders:  any stakeholder with significant influence or significantly affected by the 

implementation of the Project. 

 

There are other types of partnerships that are important for the project, that is why interaction with 

groups or individuals who have a particular interest in the project implementation, which the Client 

must define to facilitate the work on projects, is a statutory requirement. 

 

Stakeholders can be divided into groups in the following categories: 

 

- International  (for example: investors); 

- Government (for example:  state, relevant ministries, as well as other relevant authorities); 

- Non-governmental organizations; 

-  Provision of services/suppliers; 

- Customers; 

- Educational institutions (for example:  schools, universities, research centers); 

- Industrial sector (for example:  construction and industrial trade organizations); 

- Internal stakeholders (for example:  employees, employee associations, trade unions; 

- Primary communities (for example:  affected human settlements concerned, local population 

groups); 

- Civic groups (for example:  hospitals, local schools); 

- Mass media. 

 

If any stakeholders are not in the above-mentioned list, but they would like to receive information 

on the project, such parties should contact Unitary Enterprise SARIA (contact details are given at 

the beginning of this document). 

 

Table 1 below shows the identified stakeholders according to the above classification. 
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Table:  Stakeholder classification 

 

Stakeholders who will be 

directly or indirectly affected by 

the project 

Stakeholders involved in the 

project 

Stakeholders who may influence 

project implementation 

decisions 

Villagers who are potentially 

affected by the enterprise activity 

EBRD (Creditor) Supervisory authorities (State 

Control Inspectorate for Brest 

region, etc.) 

Landowners and land users located 

near the object 

Unitary Enterprise SARIA State organizations that issue 

approval documents and 

conclusions 

Agricultural activities near the 

project 

Employees of Unitary Enterprise 

SARIA (internal stakeholders) 

Poultry farms 

Residents living in close proximity 

to the object 

Contractor under the turnkey 

contract and other subcontractors  

Regional government 

Local infrastructure 

workers/owners 

Employees of the contractor under 

the turnkey contract and other 

subcontractors 

Local government 

 Project implementation consultant 

and its staff  

Ministry of Emergency Situations 

 Project management unit of 

Unitary Enterprise SARIA 

Mass media 

 Equipment suppliers Broad segments of the population 

 Supplier staff  

 

Key stakeholders identified during the development of this plan 

 

Stakeholders of the project identified at this stage are presented in Section 5, Table 2, together with 

analysis of the best ways to interact with them, based on convenient information means available to 

them. Identifying the relevant stakeholders is crucial to the project implementation process. 

 

Stakeholders not identified during this process may contact Unitary Enterprise SARIA with the 

request to get them listed. 

 

Vulnerable populations 

 

Identification of stakeholders allowed to determine the presence of concerned groups of people 

who may be more vulnerable to the potential impacts of the project. 

 

In the process of assessing and preparing this SEP, groups that could have been affected differently 

as a result of the project, depending on their gender, age, ethnicity, religion, physical limitations, 

mental disorders or other characteristics, were considered.  The assessment showed that there are 

no vulnerable groups affected by the project who may need alternative ways of interaction. 

 

In the course of implementation of the project of Unitary Enterprise SARIA, vulnerable groups of 

the population can be identified, which will need to be added to the SEP and determine the relevant 

methods of interaction. 
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5. Interaction and approach of Unitary enterprise SARIA to stakeholders 
 

Overview of existing interactions with the society and stakeholders 

 

Interaction with stakeholders and organization of public hearings is a requirement of the laws of the 

Republic of Belarus (see more detailed information in Section 3).  The approach of Unitary 

Enterprise SARIA is to work in close cooperation with the relevant ministries, regional, district and 

local authorities.  Engagement of stakeholders is carried out at the level of broad masses, 

strengthening relations between the society, local authorities and the company. 

 

Historically, stakeholder engagement processes were mainly related to regulatory engagement, and 

were also limited to internal employee interaction. 

 

As part of this SEP, there is a formal grievance mechanism for external stakeholders with an 

appropriate form for registering complaints, proposals and questions on the Project and structure 

with assigned roles and responsibilities for managing the process, as shown in picture 2. 

 

Table 2 below lists the main key stakeholders and individuals for Unitary Enterprise SARIA.  This 

table will be updated, if new stakeholders are identified during the project. 

 

Table 2:  Stakeholder groups 

 
Stakeholder groups Key stakeholders Summary of key special 

interests 

Government (state) State Committee for 

Standardization of the Republic of 

Belarus RUE 

"Glavgosstroyexpertiza" 

 

Resource efficiency, construction 

project control and compliance 

with legal requirements 

Republican Center for State 

Ecological Expertise and Advanced 

Training of Executive Personnel 

and Specialists of the Natural 

Resources and Environmental 

Protection Ministry of the Republic 

of Belarus 

National ecological policy and 

protection  

Inspection of state control in the 

Brest region  

Permit for construction and 

installation works, construction 

control Local government bodies 

Local government bodies Bereza district executive committee Governing bodies at local, 

regional, national levels, covering 

approvals, permits, projects and 

statistical reporting on wastes, 

water and atmospheric air 

Bereza village executive committee 

District inspectorate of natural 

resources and environmental 

protection 

State Institution " Bereza District 

Center for Hygiene and 

Epidemiology"  

Bereza district emergency 

department  

Local emergency services 

Working suppliers, customers and 

customer’s representatives  

Representatives of state institutions Demand for raw materials 

Internal stakeholders (employees)  Internal employees 

Contractor’s employees for project 

Training 

Employment, social policy and 

procedures, labor safety  

Contractors/service providers Companies – design, construction Other procedures/policies, etc. 

Neighboring communities Committee of rural residents Possibility of accidents during 

operation  Local air quality, land 
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use, construction.  

Participation in future 

developments. 

Impact on the environment and 

local population. 

Emergency preparedness 

Community groups Healthcare Facility "Bereza Central 

Regional Hospital named after E.E.  

Verzhbitsky" 

Possible incidents during 

construction or operation 

 

Brief report on methods of further engagement activities 

 

Further engagement of stakeholders will be built on the already existing system and structure of 

interaction with stakeholders, with the active participation of the relevant local government bodies.  

Planned activities will provide a more systematic approach to consulting and disclosing 

information, as well as recording data in relation to the relevant stakeholders. 

 

In the process of taking measures for interaction with stakeholders, the following information will 

be recorded on an ongoing basis: 

- Type of information disclosed, date and form of information disclosure, as well as means of 

distribution; 

- Minutes of meetings, lists of participants and the venue for any meetings organized with 

concerned groups of people; 

- Individuals, groups, organizations and institutions that were consulted; 

- Key issues and problems discussed and posed by concerned populations; 

- Response mechanism, follow-up activities and researches; 

- Documentation of actions and processes, as well as providing answers to stakeholders. 

 

Information on stakeholder engagement activities will be updated on an ongoing basis and will 

include all the details of public consultations related to the project. 
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6. Past experience of stakeholders engagement and information    

    disclosure 

 

An environmental and social impact assessment has been prepared for the Project. 

Within the framework of the EIA procedure, public discussions were held on the environmental 

impact assessment report of the object “Reconstruction of plant of SARIA Unitary Enterprise, 

Dlinnaya, 94, Podosye village, Bereza district, with the construction of production line No. 3" 

The following work has been done: 

- Unitary Enterprise SARIA was notified of the planned public discussion of the EIA report; 

- a commission for preparation and conduct of public discussions of the EIA report was established 

(order of the Bereza District Executive Committee No. 39-r dated 16.03.2018); 

- the EIA report was available on the website: 

in the Bereza District Executive Committee and on the website of the Bereza District Executive 

Committee (www.bereza.gov.by, section “Public Discussions”); 

in Unitary Enterprise SARIA, as well as on the website of Unitary Enterprise SARIA 

(www.saria.by); 

- notification of the public discussion procedure of the EIA report was posted on the website of the 

Bereza District Executive Committee (www.bereza.gov.by), website of Unitary Enterprise SARIA 

(www.saria.by), in the regional newspaper "Mayak" dated 04.04.20187 G., No. 26 (10 104). 

 

According to the statement of one of residents, a meeting was held on 02.05.2018 at 17.30 at the 

address:  Brest region, Bereza district,  Marevil, Sovetskaya St., 9, branch No. 6 Marevil rural 

House of Culture.  The announcement of the date and place of the meeting was also published in 

the district newspaper Mayak dated April 21, 2018 No. 29 (10,107), as well as posted on the 

website of the Bereza District Executive Committee (www.bereza.gov.by), on the website of 

Unitary Enterprises SARIA (www.saria.by). 

 

The main topics of issues  are the reconstruction of sewage treatment plants, increase in the 

enterprise capacity, utilization of sludge from local waste treatment plants. 

The participants were answered questions posed; no additional consideration of questions was 

required.  Unitary Enterprise SARIA was ready to provide, by prior arrangement, access to the 

enterprise for familiarization with its work. 

 

There were no other comments and suggestions from citizens and legal entities to discuss the 

environmental impact assessment report. 

According to the procedure results, the protocol of commission dated 04.05.2018 and the summary 

of reviews were posted on the website of the Bereza District Executive Committee (section “Public 

Discussion”) - www.bereza.gov.by 

 

7. Stakeholder Engagement Program  
  

Information disclosure 

 

Types of information disclosed and specific communication methods that were and will be used by 

local authorities in this project are listed in the Stakeholder Engagement Program, described in 

Table 3 below.  The purpose of establishing external contacts is to ensure continuous interaction 

with the population and other relevant stakeholders affected by the project, as well as informing of 

the activities, results, developments and implementation of the project.  The information to be 

made public is governed by the EBRD Principles for Public Information, TR No. 10 and the 

national legislation of the Republic of Belarus.  

 

The SEP is an updated document that, if necessary, will be revised and updated to reflect changes 

in stakeholder engagement arising from review of the project and identification of new 

stakeholders, if any.  Information that is subject to disclosure may change as a result of changes in 

project documentation, schedules, or area of impact.  External and internal methods of impact, as 

http://www.saria.by/
http://www.saria.by/
http://www.saria.by/
http://www.bereza.gov.by/
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well as the information to be made public, shown in Table 3, are not exhaustive and, at the request 

of stakeholders of Unitary Enterprise SARIA, may disclose additional information. 

 

Unitary Enterprise SARIA will be responsible for internal and external communication methods in 

relation to the project, and will also be the main contact person for providing information to 

affected persons.  All documents and communication methods related to the project will be 

available in Russian and English. 

 

Further program 

 

The following is the outlined program for conducting public hearings and disclosures.  This 

program includes immediate advice and necessary measures to solve current problems, as well as 

regular consultations and information disclosure activities that should be carried out throughout 

duration of the project. 

 

Contact information and responsibility for SEP implementation: 

 

Legal address: 

Republic of Belarus, Brest region, 

Bereza district, Podosye village, Dlinnaya St., 94 

 

Contact person: Alexey Ivanovich Vantsovich 

Position: director 

 

Phone number: +375293998876 

Fax: +375164369937 

 

Email: info@saria.by 

 

Unitary Enterprise SARIA will collect and document any comments and suggestions related to this 

project. 

 

All comments received will be reviewed in accordance with the obligations assumed in accordance 

with the “Best International Practice” set out in the “Requirements” of Section No. 3.  All 

proposals will be reviewed concerning validity with a view to make changes to meet requests and 

interests, and the sender will be informed of the results. 

 

Further Stakeholder Engagement Program is described in details in Table 3 below. 
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Table 3:  Further stakeholder engagement program 

 
Stakeholders Communication 

methods 

Information to be 

disclosed 

Time limits 

Involved people, 

residents, employees and 

other industrial 

production 

Information stands with 

mailboxes, online 

systems, local media, 

personal trips to the 

district administration 

General Project 

Description (GPD), 

complaint investigation 

procedure. 

EIA and additional 

information as needed  

Monthly complaint 

update and quarterly 

update 

Information on the scope 

and schedule of 

construction works  

Quarterly update during 

project implementation 

Residents of other 

villages in this area 

Information board, 

media, internet 

GPD, complaint 

investigation procedure 

Update during project 

implementation 

Regional public Newspapers, Internet GPD, complaint 

investigation procedure 

Quarterly update 

Local community 

organizations  

Telephone, newspaper, 

documents and meetings 

on request 

Detailed information on 

the project and the GPD 

on request 

Quarterly update 

Construction workers of 

contractors and 

employees of its 

subcontractors 

Information board and 

meetings in the 

communal area of 

construction 

GPD, complaint 

investigation procedure, 

health and safety 

requirements, employee 

protection requirements 

 Monthly updates during 

construction 

Suppliers of goods and 

services 

Unitary Enterprise 

SARIA and procurement 

department of the 

contractor under the 

turnkey contract, Internet 

GPD, contractor 

selection process, 

environmental and 

labour procurement 

requirements, employee 

protection and complaint 

investigation procedure 

Quarterly update 

Various management 

bodies in accordance 

with the laws of the 

Republic of Belarus 

E-mails, official letters, 

reports   

Annual reports on 

emissions, use of 

resources and 

compliance with laws 

and permits 

During the construction 

process  

EBRD Annual reporting Annual reports on social 

development, 

environmental protection 

and implementation of 

the stakeholder 

engagement plan, 

including resolution of 

complaints related to the 

project 

PESM status 

One year upon signature 

the loan/report 

agreement 

PESM status 

Resolution of 

complaints 
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8. Reporting and complaints 
 

Monitoring, reporting and feedback mechanism 

 

Unitary Enterprise SARIA and the turnkey contractor will monitor the interaction channels, such as 

media, individual meetings and periodic meetings, as well as provide feedback as necessary.  For 

stakeholders participating in public hearings meetings, a box of complaints and suggestions will be 

available. 

 

Any complaints and suggestions will be registered in the log of complaints and suggestions.  Then 

they will be sent to management for further consideration. 

 

Within the framework of the PESM annual monitoring, independent consultants should conduct an 

annual review of PESM implementation, including monitoring the implementation of the 

complaints mechanism.  This procedure will include a review of the documentation of public 

hearings, disclosure of information and any other form of interaction with stakeholders, carried out 

within the framework of PESM. 

 

Grievance mechanism 

 

The grievance mechanism will be implemented to ensure that Unitary Enterprise SARIA and the 

turnkey contractor respond to any complaints, especially from affected stakeholders and population 

groups.  Special attention will be paid to the training of designated personnel engaged in managing 

the grievance mechanism.  The grievance mechanism covers both employees and non-employees 

(i.e. affected people and other relevant stakeholders).  

 

All comments or questions can be brought to the notice of the company either verbally or in writing 

(by mail or via e-mail), or by completion of a complaint form (an example is given in Annex A).  

The complaint form and description of the grievance mechanism will be available on the company 

website, along with description of the grievance mechanism.  Complaint forms can then be sent to 

the contact details listed in Section 6. 

 

Complaint resolution 

 

This grievance mechanism provides for two levels of resolution of complaints for the project 

implemented by the management of Unitary Enterprise SARIA:  Grievance Committees (GC) at 

the local level and at the central level.  Local GCs are composed of members appointed from 

Unitary Enterprise SARIA and the turnkey contractor.  The GCs at the central level is headed by a 

manager responsible for the overall operation of the grievance mechanism and for effective and 

timely implementation. 

 

All complaints will be: 

- Accepted immediately, if they are received in case of attendance in person or by telephone; 

- Accepted within 3 working days, if they were sent in writing or via e-mail; 

- Replies must be provided no later than 30 working days; 

- In case of an anonymous complaint, a printed answer must be posted on the bulletin board so that 

the complaining party see the answer and the complaint decision. 

In case of unsuccessful investigation of complaint by the GCs at the local level, a decision on this 

complaint will be made at the central level. 

 

GC at the central level:  

1. Holds a meeting on a monthly basis, however, special meetings can be organized as necessary; 

2. Considers a complaint case within 20 working days and recommends a method for settling the 

complaint to the parties. 
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The GC coordinator at the central level will distribute the relevant information among GC 

members, prepare the minutes of meeting of GC and progress reports, ensure the proper 

documentation of actions and decisions. 

 

Specially appointed and trained employees will register the complaint information in the complaint 

log.  This information will include: 

- Stakeholder’s full name and contact details; 

- Complaint details, method and date of its submission, method of consideration, response and 

closure. 

 

This process is depicted in Figure 3. 

 

Some individuals may require that information on them remain confidential, so this mechanism 

does not impede the exercise of the right of stakeholders to consider their complaints through other 

legal methods. 

 

The complaint form is attached to this SEP and will be available in the company and on the 

website  of Unitary Enterprise SARIA. 
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Picture 3 Grievance mechanism 

 

 

 

 

 

 

 

 YES NO 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Roles and responsibilities 

The Deputy Director for Product Quality will be fully responsible for conducting the consultation and 

information disclosure process, including organizing the consultation process, liaising with certain groups 

of stakeholders, collecting and processing suggestions/complaints, and responding to these 

Filing a complaint 

(verbally or in writing) 

Registration of a 

complaint in the 
registration  

log 

Immediate taken steps for 

complaint settlement 

Identify necessary corrective 

actions 

Inform the applicant of the proposed 

corrective measures or find out the 

reason for inexpediency of this measure 

within 30 days 

Implementation of corrective measures 

and monitoring its implementation 

Informing the applicant of activities 

carried out 

Set the date Close the case 

Set the date of 

execution in the 

complaint 

registration log 
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suggestions/complaints.  Depending on the suggestion/complaint nature, some suggestions or comments 

will be sent to the relevant person in the company for providing feedback. 

Name: Alena Evgenyevna Lebedeva 

Position: Deputy Director for Quality 

Phone number: +375293789895 

Address: Republic of Belarus, Brest region, Bereza district, Podosye village, Dlinnaya St., 94  

E-mail: info@saria.by 

Website:  www.saria.by 

 

Specially trained and designated employees will record and register all complaint information. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

mailto:info@saria.by
http://www.saria.by/
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Annex A - Form for registering public complaints   
 

 

Ser. No. 
 

Note:  If you wish, you are entitled to 

remain anonymous, if you request not 
to disclose your identity to third 

parties with your consent.  

Name ___________________________________________________ 

Last name  ________________________________________________ 
 
      I want to file a complaint anonymously 

 
     I demand not to disclose my identity without my consent  

 
 

Contact details 
Please indicate your preferred method 

of communication (mail, telephone, 

e-mail) 

        

       By mail:  Specify the mailing address: _____________________________________________ 
 

       _____________________________________________________________________________ 

 
      By phone: _________________________________________________________________ 

 

      Via e-mail:  _________________________________________________________ 
 

 

Preferred language for 

communication 

       

        Russian                 

 
      Belarusian        

       

       English     

 
       Other (specify) 

 

 

 

 

Incident or complaint description:    What happened?                                       Whose fault?                                                                           

                                                                          Where did it happen?       What are consequences of the accident?   

 

 

 
 

 

 

 

 

 
 

 

 
 

 

 
 

 

 
 

 

 

Date of accident/complaint 

 

 

        

              One-time accident/complaint (date ________________________) 

 

              Happened repeatedly (how many times? _____________________________) 

  
              Currently happening (current problem) 

 

 

What do you think should be done to solve the problem? 
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Annex B - Complaint log 
 

This template will help with registration of comments, feedbacks and complaints for monitoring purposes 

 

Name/Contact 

information 
Date of complaint 

Complaint/comment 

content 
Responsible person Actions taken 

Date of 

complaint/comment 

resolution 

 

 

 

     

 

 

 

     

 

 

 

     

 

 

 

     

 

 

 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


