Procurement Complaint Handling Protocol

Maharashtra Institution for Transformation (MITRA) is committed to transparent and accountable
practices when seeking goods, works, consultancy and non-consultancy services from suppliers.
It is committed to ensuring its procurement processes work effectively and fairly for all suppliers.
A bidder can offer a suggestion or raise a grievance regarding a bidding/selection process, and in
general, the tendering process. Mere fact of lodging of a complaint shall not warrant suspension of the
procurement/selection process.

Any bidder who is not satisfied with any procurement process may lodge a complaint as per the
following process:

1. Bidder can submit their complaints online at www.mahamitra.org

2. Once a bidder raises a complaint, the complaint gets registered in the system and a Unique
Complaint 1D is generated which will be used in all correspondences related to the complaint

3. The complainant needs to furnish complete and valid details, quote the valid bid reference no. and
upload supporting documents (as required).

4. On receipt of a procurement related complaint, MITRA will screen and review the
complaints,prepare an analysis of the complaint as per the following process:

i For basic queries, MITRA will respond to the complainant within fifteen (15) working
days.

ii. For queries which need further inputs, will be referred to Procurement Committee
(which is a tender committee involving officials from various Departments). The
recommendation of the committee will be provided to the complainant.

iii. For queries, which need further inputs beyond the procurement committee, will be
referred further to the Escalation Level 2 to the State Vigilance Commission,
chaired by the Chief Secretary, Govt. of Maharashtra. The recommendation of the
committee will be provided to the complainant

5. During the course of screening of the complaint by MITRA, the complainant may be contacted
seeking for more details regarding the complaint

6. Importance of Timeliness, Adherence to Timelines, Accuracy and Completeness of Information:

i.  Every effort shall be made by MITRA to ensure that complaints handling process shall not
cause delay in the awarding of a contract. Similarly, every effort shall be made by the
bidding and consulting community to ensure that only genuine complaints are submitted.

ii.  The absence of relevant information may lead to delays in MITRA’s review of procurement-
related complaints. Therefore, complaints must include factual and verifiable details, along
with any pertinent supporting information, and should be submitted through the designated
link provided above.

iii.  Complaints should be specific and clearly articulated. Vague submissions or those
containing sweeping general allegations are discouraged, as they hinder effective resolution.


http://www.mahamitra.org/

7. Important Points :

Vi.

vil.

While responding to any procurement-related complaint, MITRA is obligated to uphold
the confidentiality of the procurement process and protect any proprietary information
submitted by the complainant, whether as part of their bid or otherwise

All complaints related to a procurement/selection process which are received
before finalization of technical and financial evaluation report shall be discussed in the
evaluation report[s] along with their analysis and findings

Complaints can be withdrawn at anytime giving the reference to the unique ID number and
in writing to Email id ......

Any complaints related to procurement funded by the World Bank will also be addressed
in accordance with the additional provisions required by the applicable Procurement
Regulations of the Bank.

MITRA shall ensure that copies of all responses to procurement-related complaints are
shared with the auditors, the World Bank team, and other relevant officials as appropriate,
and statistics of procurement related complaints received will be available in the on-line
portal

MITRA maintain an online complaint register, for maintaining record of all complaints,
results of analysis and findings and the process of their disposal.

For MahaSTRIDE project - MITRA as Nodal Agency shall ensure that the Program is carried
out in accordance with the provisions of the Bank’s “Guidelines on Preventing and Combating
Fraud and Corruption in Program-for-Results Financing”, dated February 1, 2012 and revised
on July 10, 20151 (variously, the “Anti-Corruption Guidelines” or “ACG”)
https://policies.worldbank.org/en/policies/all/ppfdetail/3682. In case of any conflict between
ACG and ACG Protocol, former shall prevail.



https://policies.worldbank.org/en/policies/all/ppfdetail/3682

