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I. Introduction

The purpose of this Stakeholder Engagement Plan (SEP) is to provide a basis for a constructive relationship between „Termoelectrica” S.A. as Beneficiary of the proposed Second District Heating Efficiency Improvement Project), the Project Implementation entities and the affected stakeholders over time. The SEP has been prepared according to the Environmental and Social Standards (specifically - ESS10: Stakeholder Engagement and Information Disclosure) of the World Bank Environmental & Social Framework (ESF) and will cover the whole life of the Project, including pre-construction, construction and operation. 

1.1. Project Background

· Improving energy efficiency and ensuring energy supply security are critical factors in enhancing Moldova’s economic competitiveness and key elements in fighting poverty according to the National Development Strategy. Inefficient energy use in Moldova is leading to higher energy costs for industries and residents, with a negative impact on growth and competitiveness. Despite the fact that energy intensity was almost halved since 1990 due to the decline of industry, Moldova remains one of the most energy intensive economies in the region. In addition, the high energy costs affect the available disposable income for Moldovan households. The median household devotes a fifth of its expenditures to energy services and products, mostly to stay warm. This share is higher for poorer households: the poorest quintile of Moldovan households spends over 20% of their income on energy on an annual basis. Hence, improving energy efficiency is beneficial both for improving the economic competitiveness of the country and poverty alleviation.
· The district heating (DH) is the dominant form of residential space heating (SH) in Chisinau, Moldova where circa 500 000 persons rely on it for their well-being. Besides, the DH system supplies heat to public buildings and to a number of private entities. The heat from the DH system is used both for space heating in buildings and for producing domestic hot water. „Termoelectrica” S.A.  (TE) is the main heat energy supply agency.
· Since 2009 with the assistance from the World Bank (WB) Moldova has embarked on a comprehensive institutional, corporate and financial restructuring of the DH sector in Chisinau. In 2014 the Bank approved District Heating Efficiency Improvement Project (DHEIP) (P132443) in the amount of US$ 40.5 million with the objective of contributing to improved operational efficiency and financial viability of the new district heating company and improving quality and reliability of heating services delivered to the population in Chisinau. The project has been successfully implemented to date, supporting priority investments aimed at optimizing and modernizing the heat distribution network, such as reconstruction of several major pumping stations, replacement of selected segments of DH pipes and switching from Central Heating Substations (CHS) to Individual Heating Substations (IHSs) for better and more efficient supply of heat and hot water to end-used consumers.
· The ongoing DHEIP revealed a significant need in investments on the supply side infrastructure, which is approaching the end of its operational life and may pose a threat to uninterrupted heat supply in Chisinau. In 2018 the World Bank launched a study on the optimization of Chisinau DH system and fuel supply options. The objective of the study was to help Termoelectrica and the GoM to identify the optimal energy model for short- to longer-term development of Chisinau DH, and a supporting investment plan, to further improve TE’s operational efficiency and financial viability. The Government of Moldova approached the World Bank with a request to support further investments through the proposed Second District Heating Efficiency Improvement Project.
1.2. Project Overview
Project Development Objective:
The Development Objective of the Project is to increase the efficiency and reliability of heat and power production and distribution of the Chisinau District Heating system.
Project Components and activities
The Project will finance the following activities grouped into three components.
Component 1. Optimization of Heat and Electricity Generation. This component will finance modernization of CHP Source-1 and installation of gas engines, including electrical connections, to increase and optimize the efficiency of heat and electricity production by Termoelectrica. Also, this component will finance a modern comprehensive Management Information System and a modern interactive Hydraulic System for Termoelectrica to improve its operational planning and control capabilities, and Technical Supervision for the sub-component 1.2. Component 1 will consist of five sub-components:
1.1. Modernization of Generation at CHP Source-1, including: 

(i) Reconstruction of Unit 2, which will include reconstruction and retrofit of the steam turbine to extend its operational lifetime and to increase electricity production capacity, replacement of turbine associated equipment, power generator diagnostics, replacement of steam boiler burners (installation of modern efficient burners) and other equipment to increase boiler efficiency, modernization of vibration control system, installation of automated control systems for capacity regulation, safety and burning process control.

(ii) Major overhaul of turbine and replacement of boiler heat surface at Unit 3, which will include major overhaul of the steam turbine to extend its operational lifetime and replacement of steam boiler’ economizer.
1.2. Increasing Efficient Cogeneration, including: 

(i) Installation of efficient cogeneration units based on Gas Engines at HOB West and CHP Source-3, which will include construction of new facilities to accommodate the gas engines and associated equipment, and their installation – at HOB West and at CHP Source-3 [a new dedicated facility within the territory of existing CHP Source-2];

(ii) Installation of power transformers and 110 kV power facilities/switchgear, which will include installation of power transformers and 110 kV switchgear (new power facility ID-110 kV) for connection to the grid at HOB West, and installation of 110 kV switchgear (modernization of existing power facility ID-110 kV) at CHP Source-3.
1.3. Implementation of a modern comprehensive Management Information System. Development and installation of a modern comprehensive Management Information System for Termoelectrica to improve its operational planning and control capabilities.
1.4.Implementation of a modern interactive Hydraulic System. Development and installation of a modern interactive Hydraulic System for Termoelectrica.
1.5. Technical Supervision for sub-component 1.2. Technical Supervision for sub-component 1.2 (for the installation of cogeneration units based on Gas Engines and high-voltage power facilities at CHP Source-3 and HOB West).
Component 2. Pilot Energy Efficiency Investments. This component will finance pilot energy efficiency investments in residential buildings, including:
(i) Installation of circa 140 Individual Heat Substations (IHSs), including associated pipes, in residential buildings), where there are deficiencies with the quality/operation of internal heating systems and/or which do not have centralized domestic hot water (DHW) supply.

(ii) Reconstruction of the internal heating and DHW distribution systems in circa 40 residential buildings, which already have IHSs or where IHSs will be installed within the Project, providing heat consumption control and metering at apartment level by changing from vertical to horizontal distribution;

(iii) Thermal rehabilitation of circa 7 residential buildings, which already have IHSs and horizontal distribution systems or where they will be installed within the Project.
Component 3. Project Management. This component will finance consultancy support for project implementation and supervision, including fiduciary, safeguards, and project monitoring and reporting through the existing Moldova Energy Project Implementation Unit (MEPIU), as well as audits of Termoelectrica and Project accounts.

1.3. Project Location

Project area covers Chisinau which is the capital and largest city of the Republic of Moldova. It is also the main industrial and commercial center, located in the middle of the country, on the river Bac, a tributary of Dniester river. The city population is of 532,513, while the population of the Municipality of Chișinău (which includes the city itself and other nearby communities) is about 662,836. The city lies in central Moldova and is surrounded by a relatively hilly landscape with very fertile soils. The geology of the city is composed by limestone, sand and clay layers, with a series of hydrogeological horizons, which make it favorable for various geological processes such as landslides and ravine erosion. The city has many green spaces, including several relatively large parks, - the biggest one is in the Botanica district, along the three lakes.
1.4. Anticipated Project Impacts
Optimization of heat and electricity production and implementation of energy efficiency measures will have a positive impact on consumers by providing more reliable district heating services and increasing the efficiency of the district heating sector.
In the preliminare list of beneficiares buildings are included residential buildings. Therefore, the Project will have a direct positive impact on 140 residential through improved thermal energy supply services and by minimizing health impact caused by inefficient and dirty heating devices, indoor and outdoor air pollution. The Project will benefit women, who work or stay at home more often than men. The vast majority of the buildings that will benefit from the planned investments have an defective internal heat and domestic hot water supply system, which is not energy efficient.

In some of the buildings, the hot water distribution system is totally missing and residents are required to use electrical or other equipments, which supplies hot water at a higher price.
The Project, also, will have positive long-term effects on the financial viability of the company, which will subsequently improve its employees’ health and working capacity, through safer working conditions, appropriate training to increase productivity and improve their skills.
Both for component 1 and for component 2 there are no environmentally sensitive areas and natural objects on the selected Project site, nor in its vicinity (natural vegetation or water courses, or protected areas).

It is anticipated that the low impact on owners of properties neighboring to CHP-1 (planned Source 3) and HOB West for component 1 such as noise, dust, will be in the construction period.
To anticipate and mitigate these impacts the TE and MEPIU aims at conducting  awareness of the local population (with the focus on directly affected buildings and businesses) on planned project activities and timing, monitoring of construction process and responsible entities, project' designed engagement/feedback ways, such us grievance redress mechanism at project level.

During component 2 implementation it is anticipated the social impacts typical for small scale construction/rehabilitation works, temporary by nature and site specific, and can be easily mitigated by applying best construction practices and relevant mitigation measures. Also, the two planned activities within component 2 implementation: rehabilitation of internal heat and DHW supply systems (providing heat consumption control and metering at apartment level by changing from vertical to horizontal distribution) and thermal rehabilitation of the buildings could affect financially the residents. The tenants will contribute to these investments for improvement the internal heat and DHW supply system and energy efficiency in their residential buildings. Within implementation of these activities a special financing mechanism will be developed, including targeting vulnerable groups. Therefore, the implementation process will be organized taking into account the needs, possibilities and resources of the beneficiaries.
1.5. Purpose and objectives of SEP
The purpose of the SEP is to provide a basis for a constructive relationship between „Termoelectrica” S.A. (as Beneficiary of the Project)/Project Implementation entities and the affected stakeholders over time. The SEP will cover the whole life of the Project, including pre-construction, construction and operation. The SEP also stipulates for stakeholders how their concerns are to be considered in the different phases of the Project.
The Key Objectives of the SEP can be summarised as follows: 

· Provide guidance for stakeholder engagement such that it meets the WB’s ESS 10 of ESF; 

· Identify key stakeholders that are benefitted, affected, and/or able to influence the Project and its activities; 

· Identify the most effective methods, timing and structures through which to share Project information, and to ensure regular, accessible, transparent and appropriate consultation; 

· Develop a stakeholder engagement process that provides stakeholders with an opportunity to influence Project implementation; 

· Establish a formal grievance redress/resolution mechanism; 

· Define roles, responsibilities and resources for the implementation of the SEP; 

· Define reporting and monitoring measures to ensure the effectiveness of the SEP and its periodical reviews based on findings.

II.
Regulation and Requirements

2.1.
Legislation in Republic of Moldova
The legal context of DHEIP-2, in terms of public consultation and information disclosure, is governed, directly or indirectly, by the following national laws and documents:
· Republic of Moldova Constitution / 1994 - Republished. Amended and completed, in 2016
Article 32. Freedom of Opinion and Expression

1. Every citizen shall be guaranteed the freedom of thought and opinion, as well as the freedom of expression in public by means of word, image or any other means possible.

2. The freedom of expression may not harm the honor, dignity or the rights of other people to have and express their own opinions or judgments.

Article 34. Right of Access to Information

1. The right of a person to have access to any kind of information of public interest shall not be curtailed.

2. Public authorities, according to their as­signed competence, shall be committed to ensure that citizens are correctly informed.

3. The right of access to information shall not prejudice neither the measures taken to protect the citizens or the national security.

4. The State and private public media shall be bound to provide the correct information of the public opinion.

5. The public media shall not be submitted to censorship.

· Law no.982 / 2000 on Access to Information, as amended in 2003-2011-2015-2018
The present law regulates:

a) the interaction between the providers of information and individuals and/or legal entities during the exercise of their constitutional right to access information.
b) the principles, conditions, ways and order of accessing official information held by the providers of the information
c) the obligations of information providers to ensure access to official information;

d) methods of safeguarding the right to information.

· Law no.86 / 2014 on Environmental Impact Assessment, as amended in 2017
This Law sets the basis for the functioning of the mechanism of environmental impact assessment of some public and private projects or some projected economic activities with a view of prevention or reduction the negative environmental impact and protection of public health at the initial stages of project performance. EIA shall be performed in accordance with the following principles: (a) preventive actions; (b) reliability and completeness of information c) principle of transparency and accessibility; d) participatory principle; e) precautionary principle; f) polluter - pays principle. Public consultations for the projects which require a full EIA are compulsory at the initial stage of the project before preparing the EIA (at the scoping stage) and at a later stage, when the Statement on EIA is disclosed to the public prior to reviewing the final (updated) documentation by the state environmental authority. 

· Law no.64 / 2010 on Freedom of Expression, as amended in 2012-2013-2015 

This law guarantees right to freedom of expression and regulates the balance between right to freedom of expression and defense of private and family life.
· Law no.239 / 2008 on Transparency in Decision Making

The law refers to the transparency of information linked with the decision-making process and to the consultation of stakeholders when drafting decisions. The consultation during the decision-making process aims at collecting, providing and exchanging information. The consultation with and involvement of citizens, civil society, and business environment in certain major issues guarantees a higher value of documents drafted and approved by the authorities and their support at the implementation stage. 
According to the present law, Citizens have the right:

a) to participate, under the conditions of the present law, to any stage of the decision-making process; 

b) to request and obtain information regarding the decision-making process, including receiving the draft decisions accompanied by the related materials, according to the Law on access to information; 

c) to propose to the public authorities the initiation of the elaboration and the adoption of the decisions; 

d) to submit to the public authorities recommendations regarding the draft decisions under discussion.
According to this law, for the purpose of ensuring transparency in decision-making, the public authorities must go through the following stages: 

a) informing the public that the drafting of the decision has started; 

b) providing the draft decision with accompanying materials to the stakeholders; 

c) consulting the citizens, organizations and other stakeholders; 

d) examining the recommendations of citizens, organizations created pursuant to the law, and other stakeholders when drafting decisions; 

e) informing the public regarding the decisions adopted.
· Administrative Code of Republic of Moldova, no.116/2018 
The administrative code establishes procedure for consideration of petitions of the RM citizens addressed to the relevant authorities/bodies (further - "bodies") for the purpose of ensuring protection of petitioners’ rights and legitimate interests.

In this code the petition is understood as any the statement, claim, suggestion, appeal submitted to competent authorities, including a preliminary application challenging an administrative act or a failure to consider an application within the statutory deadline. 

The Petitioner/Applicant who is not satisfied with the answer received on the preliminary application or did not obtain an answer within the statutory deadline has the right to appeal to the competent administrative court.

The Petition is addressed in written or electronic form in the state or other language according to the Law on functioning of languages on the territory of the Republic of Moldova.
The Petition must include: the name and surname of the petitioner; the petitioner's address and the e-mail; the name of the public authority; the subject of the petition and its motivation; the signature of the petitioner or his legal or authorized representative, and in the case of the petition transmitted in electronic form - the electronic signature. The anonymous or submitted petitions without indicating the petitioner's postal or e-mail address are not examined. 
2.2.
World Bank Environmental and Social Standard on Stakeholder Engagement
The WB’s safeguard policies have been replaced in 2018 with the Environmental and Social Framework (ESF). 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. For a general overview of the ESF framework and all the standards in several languages, including English, French and Russian, please visit: https://www.worldbank.org/en/projects-operations/environmental-and-social-framework
The Environmental and Social Standard on Stakeholder Engagement and Information Disclosure (ESS 10) defines the requirements for stakeholder engagement and which guide the development of this SEP 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 considered in Project design;
· Promote and provide means for effective and inclusive engagement with Project-affected parties throughout the Project life-cycle; and
· Ensure that appropriate Project information is disclosed to stakeholders in a timely, understandable, accessible and appropriate manner.
Other standards that are applicable to this project include, but are not limited to:
ESS 1 Assessment and Management of Environmental and Social Risks and Impacts sets out the Borrower’s responsibilities for assessing, managing and monitoring environmental and social risks and impacts associated with each stage of a Project supported by the Bank.

ESS 2 Labor and Working Conditions enhance the development benefits of a Project by treating workers in the Project fairly and providing safe and healthy working conditions.

Some of the objectives of this standard are:

· To promote safety and health at work.

· To promote the fair treatment, non-discrimination, and equal opportunity of Project workers.

· To protect Project workers, including vulnerable workers such as women, persons with disabilities, children (of working age, in accordance with this ESS) and migrant workers, contracted workers, community workers, and primary supply workers, as appropriate.

· To prevent the use of all forms of forced labor and child labor.

· To support the principles of freedom of association and collective bargaining of Project workers in a manner consistent with national law.

· To provide Project workers with accessible means to raise workplace concerns

ESS 4: Community Health and Safety addresses the health, safety, and security risks and impacts on Project-affected communities and to avoid or minimize such risks and impacts, with particular attention to people who, because of their particular circumstances, may be vulnerable.
III. Brief Summary of Previous Stakeholder Engagement Activities
The specific nature of the Project required a broad engagement with various Project stakeholders and has been ongoing since 2018.  
3.1. Key Meetings/Consultations with Stakeholders During Project Preparation

In the course of developing the architecture of the Project, some preliminary stakeholder engagement activities have already been initiated with potential beneficiary of the Project (TE), government agencies and international donor organizations (WB). The meetings served to better understand the nature of existing DH system support programs, identify sector needs and gaps. 
Thus, the specific stakeholder engagement activities that have taken place during Project preparation include:

· Series of meetings between task team of the WB representatives and GoM;
· Joint meetings and workshops with WB, MEI, TE and MEPIU; and
· Sites visits with key stakeholders to collect primary data.
3.2. Summary outcome of the virtual stakeholder consultations

Due to constraints posed by COVID 19 emergency situation in Moldova, the consultations conducted virtually in order to meet the ESS 10 requirement, especially for the compnennet-2, which aims at providing improved heating services for selected residential buildings.
The virtual consultation exercise was jointly conducted by the Moldova Energy Projects Implementation Unit (MEPIU) and Termoelectrica S.A. (TE) from March 27 to April 03, 2020. Public comments and suggestions were collected through various consultation tools, and the public was invited to send their written comments. Summary of the key outcomes and conclusions are described below.

Within the conducted survey the managers have the opportunity to address other questions, suggestions and proposals which must be taken into consideration during the project preparation and implementation, for example the suggestion of organizing meetings with engineers / technicians who would explain to the tenants in more details the technical aspects of the project

The level of awareness/information of the buildings’ managers on the objectives and benefits of the project and on the technologies to be implemented is satisfactory for creating a favorable environment for the implementation of the project.

It was noted that particular attention should be paid to informing managers/administrators and tenants about the benefits of technologies to be implemented, especially of horizontal distribution heating system.

With regard to project beneficiaries support for the project depend on the level of awareness they have. The substantial level of uncertainty regarding the willingness of the tenants to support the implementation of the project can be explained through the following: (i) the lack of a cost-benefit analysis of the planned and presented investments to the tenants, (ii) the lack of information regarding the tenants' participation in the implementation of the project, and the size of necessary financial implication of the tenants and (iii) the insufficient knowledge among the tenants about the proposed activities, technologies and their benefits. Participatory actions by consensus with the tenants of a common mechanism for financing the works will be one of the key factors for supporting the project

Consultations revealed that it will be necessary to develop and implement a clearly defined and well documented procedure for the implementation of Component 2, which will aim at, among other things, obtaining the agreement of the tenants, defining the financing the works and identifying and distributing the roles and responsibilities of each party.

In the information and future awareness activities of the project, preference to be given to face to face consultation methods of interaction between the tenants and the well-trained specialists from Termoelectrica S.A. and MEPIU. 
A full report on feedback provided by stakeholders following the conduction of public consultations is attached to this document (Annex 7).
An overview of consultations/meetings is presented in Table below. 
Table 1: Key Meetings/Consultations with Stakeholders during Project Preparation

	Engagement methods
	Timing
	Participants
	Areas of discussion

	Meeting
	2018
	WB representatives

GoM representatives
	· Possibility to conduct a study on the optimization of Chisinau DH system and fuel supply options with funding support by Sweden through WB’s ESMAP program, together with the World Bank’s Energy & Extractives Global Practice.

	Consultation meeting
	January 2019
	WB representatives

TE representatives

MEPIU representatives
	· Launch the Optimization of Chisinau District Heating System Options Study.

· Study’s timeline per component; 

· „Termoelectrica” S.A. investment plans;

· Chisinau District Heating Sector Regulation; and 

· Other aspects.

	Site visits
	February 2019
	WB representatives

TE representatives

MEPIU representatives
	· Collect the primary data needed to develop the energy model of the DH system.

	Workshop
	October 11, 2019
	Representatives of MoEI, Termoelectrica” S.A., other Moldovan stakeholders

WB representantives
	· Findings of the Optimization of Chisinau District Heating System Study

· Next steps in Project implementation.


	International Conference
	December 12, 2019
	About 100 participants: energy specialists, representatives of central and local public administration, energy operators, both from the Republic of Moldova and from abroad, as well as academic and civil society.
	· The Project’s objectives and components.

	Virtual consultation
	Ongoing 

(March 27 to April 03 2020)
	Representatives of residential buildings from pilot group (component 2) 
	· 
Key areas of feedback included, needs and aspiration of residents, potential positive and construction induced impacts and mitigation plans


IV. Stakeholder Identification and Analysis

To ensure meaningful and effective consultations, an essential element of the stakeholder engagement process is the careful identification of potential stakeholders and examination of their concerns, expectations and preferences.

According to ESS 10 the Project’s stakeholders are classified into three main groups: affected parties, other parties and vulnerable groups.
4.1. Affected Communities/Parties/Persons
Affected persons, groups and other entities within the Project Area that are directly or indirect influenced (actually or potentially, positively or adversely) by the Project. The affected parties under the project are:

· Component 1: The employees from the subdivisions affected by the modernization works – workers at CHP 2 (Source 1), CHP 1 (in future Source 3) and HOB West and the management team. Also, the inhabitants of the residential buildings and businesses in close proximity to the construction planned site, including local roads, are included in this group as they will be directly affected by the rehabilitation works. (See in the Annex section the list of building and private lands located in the construction area)
· Component 2: Consumers of district heating services from: 140 residential buildings and public institutions subject of installation of IHS, 40 buildings subject of reconstruction of internal heating distribution system, 7 residential buildings subject of thermal rehabilitation and managers of buildings/representatives of the buildings’ management institutions. The table below presents the project affected parties and their interests at various project phases:  
Table 2: Project-Affected Parties and Their Interest
	Stakeholder Group/Persons:
	Interest in Project or How Potentially Affected by Project:

	Project Affected Parties (PAPs) 
	Construction Phase 
	Operation Phase 

	Component 1
	
	

	The staff/employees from the subdivisions affected by the modernization works
	· modernization works could lead to potential personnel changes, such as: transfer to other units, transfer to other positions or even dismissals

· potential impact on employee morale and productivity

· noise and dust
	· the new implemented technologies will require additional knowledge and skills from the personnel involved in the maintenance and operation of the new equipment
· compliance with the new or updated labor safety standards

	The residential buildings and businesses to close proximity to the construction planned site
	· Temporary noise, dust generation.
	· not identified at this stage

	Component 2
	
	

	the consumers of 140 residential buildings and public institutions
	· noise and dust
	· beneficiaries from modernized and efficient heating and DHW preparation systems

· lower costs of heating and hot water services

	consumers from 40 buildings, where the internal heat and DHW distribution systems are reconstructed
	· noise and dust
	· heating regulation at apartment level

· lower costs of heating and hot water services

	consumers from 7 residential buildings
	· noise, dust and temporary access restriction 
	· better-quality services

· decrease of thermal energy losses at block and apartment level

· lower costs of heating services

	Managers of buildings/representatives of the buildings’ management institutions
	· noise and dust
	· represent the interests of the tenants of the residential buildings that will benefit from investments

· they are a middle link in the communication between TE and the tenants

· decrease of the number of complaints by the tenants regarding the services of heating and supply of hot water


4.2. Other Interested Parties/Persons
Other interested parties are individuals/groups/entities that may not experience direct impacts from the Project but who consider or perceive their interests as being affected by the Project and/or who could affect the Project and the process of its implementation in some way.

The following table presents the list of other interested parties that have been identified to date. The list may be supplemented with additional organizations as project preparation and implementation evolves: 

Table 3: Other Interested Parties and Their Interest/Influence
	Authority
	Interest in/Influence on the Project

	National
	

	Ministry of Economy and Infrastructure

· Moldova Energy Projects Implementation Unit

· „Termoelectrica” S.A.
	· Daily Project implementation, including monitoring of ESMPs, SEP, LPM and GRM implementation.

	Ministry of Agriculture, Regional Development and Environment 
	· Environmental management, prevention of pollution, issue permits, ESIA, biodiversity.

	Ministry of Health, Labor and Social Protection
	· Local employment and labor conditions, vulnerable people.

	Ministry of Finance 
	· Approval of payments and financing.

· Monitoring of management of flow of funds.

	Public Property Agency (PPA) - the main shareholder of „Termoelectrica” S.A. 
	· Through the Company’s Administration Board and General Assembly authorizes the high value transactions,

· Establishes the priority directions of the company's activity including regarding the implementation of major investment projects; 
· Decides on the distribution of the annual net profit, thus influencing the financing of investment projects and accumulation of capital reserves for credit / depts repayments

· Through company’s administrative bodies approves corporate operational regulations / procedure including on fields of environmental and labor protection, public transparency and information disclosure etc.

	National Agency for Energy Regulations (ANRE) 
	· Supervises the activity of the energy sectors and the way the energy sector enterprises comply with the normative acts

· Promotes an appropriate tariff policy that is consistent with the market economy principles so as to ensure the protection of the end-user rights and the profitability of energy companies;

· Approves the tariffs calculated according to ANRE approved methodologies, thus influencing the financial and economic stability of the company, the ability to cope with creditors’ payments.


	Local level
	

	Chisinau Mayoralty and municipal Sectors Headquarters 
	· Elaborates and implements policies in the field of urbanism, planning of municipal territory,

· interested in organizing and developing qualitative, safe and environmentally friendly public services,

· interested in public services at affordable prices for the municipal population, especially for vulnerable groups,

· interested in reducing social tension due to non-qualitative public services.

	Non-Governmental
	

	Academy of Environmental Governance of Moldova

National Environmental Center 

National Agency for Energy Conservation

National Institute of Ecology
	· are involved in the research, academia in the fields that are affected by the project activities;
· serve as alternative sources of knowledge in the areas/domain served by the project.

	International
	

	International Financial Institutions
	· interested in reaching the development impact of the projects they fund 

	Contractors
	

	Consultants and Contractors
	· interested in the project activities and timely implementation if selected 


4.3. Disadvantaged/Vulnerable Individuals or Groups
Disadvantaged and vulnerable groups are persons who may be disproportionately impacted or further disadvantaged by the Project as compared with any other groups due to their vulnerable status, and that may require special engagement efforts to ensure their equal representation in the consultation and decision-making process associated with the Project.
The project does not specifically target vulnerable groups and households. The investments are going to benefit all the residents of the residential units covered by the project. However, it is expected that the vulnerable households will benefit more from the rehabilitated infrastructure and improved efficiency which is expected to decrease the share of the vulnerable household income spent on heating.

That said, the Project recognizes that vulnerable people require special consideration, as they might be unable to participate, to the full extent, in the consultation activities, and may also be disproportionately affected by some impacts. The implementation entities will closely monitor the consultation process to ensure access and awareness of the project benefits to the following vulnerable categories:

· Retirees and elderly of the affected enterprise’s subdivisions, employees in the 55+ age group, employees with disabilities and those affected by other vulnerabilities as soon as they are identified;
· People with illness or disability and households with disabled members and those with illnesses;
· Elderly and infirm;
· Poor households who are recipients of social benefits/heating benefits.
During social screening of residential buildings prior to construction will identify each of such groups/individual and will prepare mitigation measures to minimize impacts. In addition, if those who are to get priority in heating service provision but poor, they will be provided with   some concessions / provisions to benefit from the improved heating services.
4.4. Summary of Stakeholder Interest in and Influence over the Project
When deciding the frequency and the appropriate engagement technique used to consult a particular stakeholder group, two criteria must be considered:
· The extent of influence of the stakeholder group on the Project; and

· The extent of interest in Project implementation.

The table below summarizes the potential roles, interests and influence for each of the above-mentioned stakeholder groups. 
Table 4: Analysis and Prioritization of Stakeholder Groups Based on Level of Interest in and Influence over the Component 1 and 2 of the Project

	Categories of Stakeholders
	Role
	Level of Analysis

(H=High, M=Medium, L=Low)

	
	
	Interest
	Influence

	Affected parties
	
	

	Project Affected Parties/Persons (PAPs)/ Directly Affected Parties for component 1
	Information 
	H
	M

	Project Affected Parties/Persons (PAPs)/ Directly Affected Parties for component 2
	Beneficiaries of investments 
	H
	M

	Vulnerable groups
	Beneficiaries of investments
	H
	L

	Interested parties
	
	

	Ministry of Economy and Infrastructure 
· Moldova Energy Projects Implementation Unit
· „Termoelectrica” S.A.
	Lead in implementation
	H
	H

	Other national Authorities
	Regulation, approvals, implementation
	M
	H

	Municipality authorities
	Engagement/ Distribution of information related to the Project.

Representing interests of locals.
	M
	M

	Mass media and NGOs 
	Communication/public information
	M
	M

	Financial institution/donors
	Funding, technical assistance
	H
	H

	Consultants and Contractors 
	Collaboration, implementation
	H
	M


V. Stakeholder Engagement Program
5.1. Planned Stakeholder Engagement Activities
The future stakeholder engagement programme phases are outlined below:

· Preparation & Pre-construction. This phase will begin prior to Project effectiveness and to the launch of individual activities;
· Construction; and
· Operation.
This SEP covers the proposed engagement activities for these phases according to the anticipated needs of stakeholders. 
The main engagement tools and methods will be:

· Public consultation/group meetings - the disclosure of information should support consultation. Consultation is a two-way process of dialogue between the Project implementation team and Project stakeholders. 
At the stage of SEP preparation, the potential beneficiaries of investments included in the Component 2 of the Project are not yet clearly identified. Consequently, in preparation phase of the Project and pre-construction the implementation entities will consult a pilot group of about 15-20 managers of potential beneficiary buildings. Thereby, these managers will take over the role of Project ambassadors in the information process. The other beneficiaries will be consulted as soon as they are identified over the period of one year. Also, additional consultations will be held at the request of the beneficiaries or when the implementing entities will consider necessary to use this information and feedback tool during implementation period.

The results of such consultations will be documented and posted on MEPIU’s website.
· Workshop (s) – A workshop or the several workshops with managers of residential buildings will be carried out. The main topics of these workshops will be the ways of information and awareness of resident on project benefits, established implementation procedure, timing for construction, GRM. Other topics relevant for these workshops will be identified within first consultation with managers of buildings from pilot group.
· Leaflets – leaflets with information that might present more interest for affected parties, such as the benefits of proposed investments, will be developed and distributed in the meetings/ public consultations, will be placed on information boards at Source 1, Source 2, HOB West and residential/public buildings that will benefits by investments, and will be published on the websites of MEPIU and TE.
· Information boards - establish Information Boards in each Project area/building. On these information boards will be placed the information related to the Project, relevant for every phase of Project implementation.
· Individual meetings –individual meetings will be held with the affected people at their request, also with people from vulnerable groups (if such cases are identified) in order to find and implement solutions to some specific situations or issues.
· MEPIU and TE websites – the web sites of the implementing agencies will be the main information tools during Project implementation. Short descriptions will be developed in an accessible and proper language for websites on benefits of planed investments, mitigation measures during construction phase etc. 
· Letters – the letters will be an instrument used in order to facilitate the Project implementation process through good collaboration between the implementing entities and other stakeholders. 

· Reports – the reports will be used to monitor the Project implementation and to keep informed the main stakeholders of the Project.
· E-mails – to facilitate communication between implementing entities. 

Below is a plan for engaging relevant stakeholders throughout the Project cycle. The Plan presents an action plan for specific activities, as well as engagement and communication activities, and the mains topics for every engagement activity.

It is important to keep in mind that the situation is dynamic and that some stakeholders and their interests might change over time.
In order to keep the Project stakeholders informed about Project progress and implementation challenges throughout the Project cycle. The tables below present a proposed stakeholder engagement programme covering all aspects of Project implementation, including compliance with both the national and World Bank environmental and social requirements.

Table 5: Overview of planned communication and engagement activities of Project Affected Parties

	Stakeholder group
	Engagement methods
	Frequency/location 
	Topics
	Responsible stakeholders

	
	
	
	Preparation & pre - construction
	Construction
	Operation
	

	Component 1

	PAPs/DAPs (including vulnerable groups)
	Public consultation/group meetings
	at least twice per year
	General planned Project implementation process

Environmental and social impacts mitigation measures

Planned engagement activities and timing/ SEP implementation 

Labour management procedures 

Internal GRM and GRM for communities
Benefits of the Project

Other information as requested
	GRM

Benefits of the Project

Labour Management procedures

Mitigation measures

Other information as requested
	GRM

Other information as requested
	TE/MEPIU

	
	Information boards at TE’s subdivisions 
	Permanently
	
	
	
	

	
	MEPIU and TE websites
	Permanently
	
	
	
	

	
	Information boards on construction sites
	Permanently
	
	
	
	

	Component 2

	Managers of buildings - pilot group
	Public consultation/group meetings
	In the Project preparation stage
	General planned Project implementation process

Environmental and social impacts mitigation measures

Planned engagement activities and timing/ SEP implementation 

Labour management procedures 

GRM

Benefits of the Project

Other information as requested-*/
	· 
	· 
	TE/MEPIU

	Managers of all beneficiaries’ buildings
	Public consultation/group

Meetings
	2 meetings - at the beginning and the end of the construction works.
 Additional meetings, if MEPIU and TE will identify the need for additional meetings
	
	General planned Project implementation process, including financial aspects and targeted measures for vulnerable groups
Environmental and social impacts mitigation measures

Planned engagement activities and timing/ SEP implementation 

Labour management procedures 

GRM

Benefits of the Project

Other information as requested
	On request or if MEPIU and TE will identify the need for additional meetings
	TE/

MEPIU/

Contractors

	
	Workshop (s)
	Prior construction works begins
	Awareness of residents on project benefits, Project implementation procedures, including financial  aspects and targeted measures for vulnerable groups 
GRM
	On request 
	On request
	TE/MEPIU

	
	Leaflets 
	· Distribution in group or individual meetings/public consultation

· Placing on information boards
	GRM

Benefits of the Project
	GRM

Benefits of the Project 
	Project results
	TE

	
	MEPIU and TE websites
	Permanently
	General planned Project implementation process

Environmental and social impacts mitigation measures

Planned engagement activities and timing/ SEP implementation 

GRM

Benefits of the Project

Other information as requested
	Project results
	TE/MEPIU

	
	TE’s call center

Viber
	During operation stage
	· 
	· 
	GRM

Other information as requested
	TE

	PAPs/DAPs

(people from  beneficiary  public and residential buildings, including vulnerable groups)
	Public consultation/group meetings
	2 meetings - at the beginning and the end of the construction works.
 Additional meetings, if MEPIU and TE will identify the need for additional meetings
	General planned Project 
implementation process, including financial aspects and targeted measures for vulnerable groups
Project benefits


	General planned Project implementation process

Planned information and engagement activities and timing (SEP implementation)

Environmental and social impacts mitigation measures (ESMPs including GBV)

GRM

Benefits of the Project

Other information as requested
	· 
	TE/MEPIU/ Contractor

	
	Leaflets 
	Distribution in group or individual meetings/public consultation

Placing on information boards

	Project benefits
	GRM

Project benefits
	Project results
	TE

	
	MEPIU and TE websites, Social media
	Permanently
	Planned information and engagement activities and timing 

Environmental and social impacts mitigation measures 

GRM

Benefits of the Project
	Project results
	TE/MEPIU

	
	TE’s call center

Viber
	During operation period
	· 
	· 
	GRM

Other information as requested
	TE

	IAPs
	Workshop
	If necessary
	General planned Project implementation process

Planned information and engagement activities and timing (SEP implementation)-Environmental and social impacts mitigation measures

GRM

Benefits of the Project

Other information as requested
	Monitorization of Project implementation process

Stakeholders engagement, including vulnerable group

ESMPs implementation

GRM implementation

Benefits of the Project

Other information as requested


	Information on request
	TE/

MEPIU/

Contractor

	
	Public consultation
	Twice a year
	
	
	
	

	
	MEPIU and TE websites

Social media 
	Permanently
	
	
	
	

	
	Letters
	When necessary
	
	
	
	


Table 6: Overview of planned communication and engagement activities for other interested parties

	Stakeholder group
	Engagement methods
	Frequency/location 
	Topics
	Responsible stakeholders

	
	
	
	Preparation & pre - construction
	Construction
	Operation
	

	MEI

· MEPIU

· TE
	Meetings
	weekly
	Design of stakeholders’ engagement process

Selection of Consultant and Contractors

Project design

Set-up GRM

Other information
	Construction monitorization

Implementation of ESMPs, SEP, LMP and other safeguards requirements

GRM

Other information as requested
	GRM

Other information as requested


	TE/MEPIU

	
	Reports
	weekly
	
	
	
	

	
	Letters and E-mail
	When necessary
	
	
	
	

	Other national Authorities
	Letters

Meetings
	Before construction works begins
	Information necessary for obtaining approvals, permits and/or for coordination of the documents, according to national laws 

Other information as is requested
	It will be determined 
	Information on request
	MEI/MEPIU/TE

	Municipality authorities
	Letters

Meetings

Public consultations

E-mails

MEPIU and TE websites
	At least twice a year
	Pre-construction Planning 

Project design

Presentation of safeguards documents, with emphasis on the role of the municipal authorities in the implementation of the Project and in particular in the application of the impacts’ mitigation measures on the community
	Construction work monitorization

Implementation of ESF, ESMPs, SEP, LMP and other safeguards requirements;

GRM

Other information as requested
	Information on request
	MoEI/MEPIU/
TE



	Mass media, NGOs and Farmers associations
	Letters

Press-releases
Meetings

Public consultations

MEPIU and TE websites
	At least twice a year
	Benefits of the Project

Invitation to public consultation

Other information if requested
	Start of construction works

Information on request
	Information on request
	MoEI/MEPIU/TE

	
	Leaflets 
	Distribution in group or individual meetings/public consultation

Placing on information boards
	Project benefits
	GRM

Project benefits
	Project results
	TE

	
	MEPIU and TE websites, Social media
	Permanently
	Planned information and engagement activities and timing 

Environmental and social impacts mitigation measures 

GRM

Benefits of the Project
	Project results
	TE/MEPIU

	
	TE’s call center

Viber
	During operation period
	· 
	· 
	GRM

Other information as requested
	TE

	Financial institution (WB)
	Letters

E-mails
	
	Bidding Documents

Pre-construction Planning 

Safeguards documents development

GRM set-up

Other information

	Construction works Monitorization

Implementation of ESF, ESMPs, SEP, LMP and GRM;

Other information as requested 
	GRM

Information on request
	MoEI/

TE/

MEPIU/

	
	Meetings
	at least twice a year
	
	
	
	

	
	Reports
	Quarterly
	
	
	
	

	Consultants and Contractors
	Letters, E-mails, Meetings
	when necessary
	Procurement process

ESMPs/ESAP, LPM, Code of Conduct elaboration and coordination 

Development of design

Other information as requested
	Construction monitorization

Implementation of ESMPs, LMP and GRM;

Other information as requested 
	will be identified after the completion of the construction stage
	Consultants/

Contractors

/MEPIU/TE

	
	Reports
	Weekly and monthly
	
	
	
	


5.2. Timeline for Provision of Comments and Feedback

Termoelectrica SA and the Project Implementation Unit will provide appropriate background and relevant technical or non-technical information to stakeholders’ whose feedback is sought on with sufficient advance notice (5-10 business days) so that the stakeholders have enough time to prepare to provide meaningful feedback. The MEPIU team will gather (written and oral comments), review and summarize 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 either.
5.3. Proposed Strategy for Information Disclosure
The implementation entities will disclose Project information to allow stakeholders to understand the risks and impacts of the Project, and potential opportunities. Stakeholder engagement depends on timely, accurate, accessible, and comprehensible information. Making available Project-related information as early as possible is important.

Prior to the Project appraisal, the following documents will be prepared and disclosed:

1. Environmental and Social Impact Assessment (ESIA) & Environmental and Social Management Framework (ESMF);
2. Labour Management Procedures (LMP); and
3. Stakeholder Engagement Plan.
A contractor(s)’ Environmental and Social Management Plan (C-ESMP) and contractor(s)’ Labour Management Procedure (C-LMP) for component 1 and Site-specific Environmental and Social Management Plans (ESMPs) and C-LMP for component 2 will be disclosed prior commencement of civil works.
Reports and the documents mentioned above will be available to the public for a period of 20 days to provide comments and suggestions. 

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.
Table 7: Information Disclosure Strategy

	Project component
	List/ Type of information to be disclosed
	Methods of disclosure proposed
	Timing/Frequency
	Target stakeholders
	Responsible stakeholders

	All
	Proposed Project Design; PAD (check the WB requirements for PAD disclosure)
	MEI, MEPIU and TE website; distribution via email to municipality authorities
	Prior to the Project appraisal
	All
	TE/MEPIU/WB team

	All
	ESIA & ESMF documentation that is required for disclosure by the WB, including Stakeholder Engagement Plan, Labour Management Procedures and GRM description
	MEI, MEPIU and TE website; distribution via email to municipality authorities; distribution of hard copies to national and municipal authorities and to managers of potential beneficiaries buildings 
	Prior to the Project appraisal
	All
	TE/MEPIU/WB team

	Component 1: Optimization of Heat and Electricity Generation
	C- ESMP
C -LMP
	Post on MEPIU and TE website; 

Brief summary of these documents will be placed on informational boards from TE’s subdivision
	Prior civil works begins

	DAPs and IAPs (see Table 2)
	TE/MEPIU/Contractor

	Component 2: Pilot Energy Efficiency Investments
	Site specific ESMPs

C -LMP
	Post on MEPIU and TE website; 
Brief summary of these documents will be paced on informational boards from beneficiaries public and residential buildings
	Prior civil works begins
	DAPs and IAPs (see Table 2)
	TE/MEPIU/Contractor


5.4. Future Phases of Project
Information materials will be developed to keep the stakeholders informed on Project activities and its environmental and social performance, including a summary of how and when the results of stakeholder engagement activities and grievance handling are reported back to affected communities and/or broader stakeholders. Information which will be disseminated to stakeholders during Project implementation includes the following:

· Non-technical environmental and social assessment reports;

· Ad hoc reports / newsletters on the TE and MEPIU web sites;

· Information on Project implementation and mitigation measures in each phase of Project implementation will be places on the information boards in all TE’s affected subdivisions and affected public and residential buildings;

· Project’s annual reports on SEP implementation process 
· GRM implementation, including resolution for anonymous grievances etc. 
VI.
Resources and Responsibilities for Implementing Stakeholder Engagement Activities

6.1.
Implementation Arrangements

Ministry of Economy and Infrastructure (MoEI) will oversee Project implementation on behalf of the GoM. MoEI’s role will be to ensure that the Project is implemented in an efficient manner, consistent with the Project objectives and agreements. 
The main implementing agency is „Termoelectrica” S.A.  which will be closely involved in all stages of Project design and implementation: procurement design, preparation of bidding documents (especially technical specifications), evaluation of bids and selection of contractors, engineering design, construction, installation, testing, commissioning, and quality control. „Termoelectrica” S.A.  is certified under both ISO 14001 (Environmental Management) and ISO 18001 (Operational Health and Safety Management System), and has in its structure three subdivisions responsible for the issues related to environmental safeguards (Chemical Service, in charge of all environmental issues; Safety and Occupational Hazards divisions). 
The daily Project implementation duties will be delegated by the MoEI to its Project Implementation Unit (MEPIU), established under the Government’s Decree No 1276 of December 21, 2000, as an autonomous legal entity, responsible for the day-to-day management of IFIs-funded Projects. MEPIU will take on the reporting functions on behalf of the Government and will carry out the fiduciary responsibilities (disbursement, financial management, procurement, and monitoring & evaluation) under the Project in compliance with the requirements of the Environmental and Social Standards of the World Bank, to be outlined in the Financing Agreement and Project Operational Manual. The unit is staffed with highly qualified and experienced professionals, both in technical, as well as environment and social aspects, procurements and will ensure Project implementation in accordance with Project ESF documents. 
6.2.
Roles and Responsibilities

A core Stakeholder Liaison Team comprised of MEPIU staff (Social and Environmental and Health and Safety Consultants) and TE staff from the Human Recourses Subdivision, the Commercial Department, Technical Department and the Public Relations Department will take responsibility for and lead all aspects of the stakeholder engagement. However, to implement the various activities envisaged in the SEP, the Stakeholder Liaison Team will need to closely coordinate with other key stakeholders – other national (see Table 3) and local (Mayor’s Office of Chisinau city) authorities, the contractor along with sub-contractors and PAPs/DAPs. The roles and responsibilities of these stakeholders are summarized in the Table below. 

Table 8: Responsibilities of Key Actors/Stakeholders in SEP Implementation

	Actor/Stakeholder
	Responsibilities

	MEPIU
	· Plan, implement and monitor SEP activities;
· Lead and coordinate stakeholder engagement activities;

· Collect stakeholder feedback through public consultation and group meetings and bilateral meetings;
· Manage the grievance redress mechanism at Project level, communicate grievances regularly through monitoring reports;
· Manage the grievance mechanism for Project workers;

· Coordination/supervision of contractors on SEP activities;
· Monitoring and reporting on environmental and social performance to MoEI and the World Bank.

	TE
	· Lead stakeholder engagement activities within the Enterprise and at community level;
· Coordinate with MoEI, PPA, Chisinau Mayoralty and NGOs to implement outreach activities; 

· Local focal point for internal GRM ;
· Manage the grievance mechanism at Project level;
· Discloses all documents, distributes outreach material as needed;
· Facilitate the organization of stakeholder meetings to present Project progress and collect feedback about Project.

	Contractors/sub-contractors
	· Inform MEPIU and TE of any issues related to their engagement with stakeholders;

· Transmit and resolve grievances caused by the construction activities (first level of GRM at Project level) in close collaboration with and as directed by TE/ MEPIU Implementation Consultants;
· Prepare, disclose and implement various plans (e.g. C-ESMP, Labor Management Plan, etc.);

· Inform local communities of any environmental monitoring e.g. noise, vibration, dust;

· Inform the workers of GRM for workers;
· Inform local communities of GRM at Project level;
· Announce important construction activities (such as restriction of access and available alternatives).

	Chisinau City Mayor’s Office
	· Issue permits (as required)

· Respond to E&S risk management requests from community
· Facilitate information requests and grievances by transfer to the TE and MEPIU
· Discloses all documents, distributes outreach material as needed.

	National Authorities  
(See Table 2)
	· Monitor Project compliance with Republic of Moldova legislation;

· Participate in the implementation of some activities in the ESMP/RPF and SEP.

	Project Affected Parties 
	· Invited to engage and ask questions about the Project at Project meetings and through discussions with MEPIU and TE appointed persons;
· Lodge their grievances using the GRM defined in the SEP (Section VII Grievance Redress Mechanism);

· Help the implementing entities to define mitigation measures.


6.3.
Tentative Budget Estimates 
At this stage of the Project is estimated a budget on about 3000-4000 USD for information materials development (brochures, leaflets, posters, other items), translation and printing, which will be used in the engagement/information meetings, consultation, workshops etc.  
VII. Grievance Redress Mechanism
Addressing grievances raised by individuals/groups/entities affected by World Bank-funded Projects is an important component of managing Project risks. A GRM can serve as an effective tool for early identification, assessment and resolution of grievances and therefore for strengthening accountability to beneficiaries. The GRM serves as an important feedback mechanism that can improve Project impact and mitigate the risks. The GRM mechanism will be available to Project stakeholders and other affected parties, enabling them to submit questions, comments, suggestions and/or complaints and provide any form of feedback on all Project-funded activities. 

As part of their first interactions with TE and contractors’ representatives, beneficiaries and other affected parties should be informed of a company’s intention to establish a grievance redress mechanism and continue to be reminded of this mechanism on a regular basis during Project implementation. „Termoelectrica” S.A., the contractors should emphasize the objectives of the grievance system and the issues it is designed to address.

The company’s grievance officers should be responsible for publicizing the procedure through the most appropriate methods as follows:

Table 9: Information Methods of Grievance Redress Mechanism

	Methods
	What to consider 

	Face-to-Face Meetings (group or individual)
	Group meetings work especially well where each impact of operations on communities affects at least several people. Individual meetings would be more appropriate when an issue is specific to one person. Face-to-face interaction is also effective where literacy levels are low. 

	Printed Materials, Grievance Forms (for written complaints)
	They should be visually engaging and easy to understand (e.g., consider drawings in lieu of text), especially where literacy levels are low. Grievance forms for written complaints can also include key facts about the procedure

	Displays (stands, wall mounts on target building)
	Displays are useful to show key facts about the grievance mechanism or to publicize contact information for grievances. Where communities live in close proximity to operations, use company premises and equipment to hold displays. Consider asking permission to put displays in public places that community members frequently visit

	Company Representatives 
	Establish a personal connection with the affected parts through a local presence or visits by company representatives responsible for handling grievances. Equip employees with necessary information about grievance procedures; where grievance procedures are fairly complex, consider providing training for employees.

	Third Parties (contractors, MEPIU representatives)
	In the materials the company provides to communities, include information about third parties that are authorized to speak on the company’s behalf.

	Online (Web site and Email)
	If information about the mechanism is provided on the company Web site, then publicize the Web site to communities through methods described above.

	Training Sessions (for communities)
	Consider bringing Project management staff (e.g., environmental, health and safety division, Project operations management) and communities together during training sessions to facilitate understanding of Project operations.


7.1. Internal Grievance Redress Mechanism

The internal GRM is meant to TE’s employees that are anticipated to be affected by implementation of component 1 of the Project.

Through this mechanism the employees will be able to express any concerns, ask questions about the Project or express their dissatisfaction.

The employees will be able to express their dissatisfaction/grievance or question using the existing internal grievance redress mechanism of TE. According to this, the employees express their grievances in writing or verbally to the head of the subdivision in which he/she works and to whom he/she is subordinate. The head of subdivisions will give him/her an answer if he/she holds the necessary information, otherwise he/she will direct the dissatisfaction or question to enterprise’s departments corresponding to grievance’s type/content. However, the heads of potential affected subdivisions will report weekly to the top management on grievances received.
Employees will also be able to file a grievance regarding the Project in the Chancellery, office 202. These grievances will be sent directly to the top management.

It would be opportune if the employees could get a satisfactory answer directly from the head of their subdivision. In this way, any grievances will be solved more quickly.
Therefore, the heads of the subdivisions that are planned to be affected by the implementation of component 1 of the Project will be informed in depth about the details of the Project and will be trained on the grievance redress mechanism in order to help their subordinates to cope with the inconveniences and possible changes.
Preferred methods: face-to-face meetings, printed materials, training sessions. 
7.2. External Grievance Redress Mechanism
In addition to the above, within the Project will be established a two-level grievance management structure to address the public and PAPs concerns and complaints within the Project implementation.

The implementation entities intend to establish the following channels through which citizens/beneficiaries/Project Affected Persons (PAPs) can make complaints/ suggestions/ compliments regarding Project-funded activities: 
	Moldova Projects Implementation Unit
	Termoelectrica S.A.

	Chisinau,1, Alecu Russo St., office 163
	Chisinau, 6, Tudor Vladimirescu st.

	Tel: (+373) 22 496790

Fax: (+373) 22-49-67-90
	Tel: (+373) 22 43-64-59

Fax: (+373) 22 49-50-97

	Email: mepiu@mepiu.md
	Email: anticamera@termoelectrica.md

	Verbal complaints addressed to Project staff could be recorded in writing by the receiver


If the complainants will use the other existing TE’s channel for consumers grievances (call center, viber number), these grievances will be directed to TE’s Project/components managers.
I level – Site/sub-Project. The Project affected persons and stakeholders at site level will have the option to report their complaints/feedback to the site/sub-Project implementing contractor. The implementing agency/contractor will be responsible for addressing the complaint/feedback within 5 days of being apprised of the issue. 
The contractor’s staff is responsible for maintaining logs of the complaints/feedback received, as well as issues that have been resolved and those which are pending and report bi-weekly to TE and MEPIU. If the issue cannot be resolved at the sub-Project/site level, then the site level engineer/safeguards staff will immediately direct the grievance to a higher level, to the TE/MEPIU.

II Level. If there is a situation in which there is no response from the local/site level, or if the response is not satisfactory then complainants and feedback providers have the option to contact the TE and MEPIU directly to follow up on the issue. 
The grievances/complaints at every level will be recorded, examined and solved no later than 2 weeks from their receipt. 
Preferred methods: face-to-face meetings, printed materials, training sessions for block administrators, stands / wall mounts on target residential buildings or in the courtyards, online (Web site and Email). 

7.3. Grievance Records and Documentation

Each complaint should be assigned with an individual reference number and appropriately tracked and recorded actions are completed. The all grievances submitted will be registered/entered in to a unique register/database by TE and MEPIU.

A simple database will be developed under the Project to manage and monitor grievances. The documentation on grievances will include:

· the name and contact details of the complainant;
· the date and nature of the complaint;
· the name of the staff charged with addressing the complaint;
· any follow up actions taken;
· the proposed resolution of the complaint; and
· how and when relevant Project decisions were communicated to the complainants.
The verbal grievances will be received by Contractor’s officers, but if the grievance cannot be solved at the sub-Project/site level, it will be suggested to the complainant to file a written grievance/complaint or to use the number phone and email address appointed for Project grievances in order to be directed to second levels.

7.4. Grievance Closure

A grievance will be “closed” when a resolution satisfactory to all parties has been reached. In certain situations, however, it is possible to “close” a grievance even if the complainant is not satisfied with the outcome. This could be the case, for example, if the complainant is unable to substantiate a grievance, or if there is an obvious speculative or fraudulent attempt.

In such situations, the efforts to investigate the complaint and to arrive at a conclusion will be well documented and the complainant will be advised of the situation.

If the complainant is not satisfied by the response or the proposed solution, he/she may appeal to court.

7.5. Communication on the GRM

The GRM will be presented and explained in the meetings with PAPs, in the public consultations, in the leaflets, it will be placed on the informational boards/panels and on the MEPIU and TE websites.

Besides, all information on GRM will be provided on request.

The training for Project GRM will be conducted for contractors’ safeguards staff. The training will approach the subjects on recording, examination, response to the grievances and documentation on the grievances.
VIII. Monitoring and Reporting

TE, MEPIU and Contractors will appoint the officers in charge of functioning of Project GRM.

„Termoelectrica” S.A. /MEPIU will maintain a database and activity file detailing all public consultation, disclosure information and grievances collected throughout the Project, which will be available for public review on request. 

MEPIU will also closely monitor the effective implementation of all safeguards’ instruments (Environmental and Social Management Plan (ESMP), SEP and the Grievance Redress Mechanism designed under the Project).

8.1. Quarterly Reports

The MEPIU and TE will prepare quarterly reports on stakeholder engagement activities for the World Bank, to include:

· Activities conducted;

· Public outreach activities (meetings with stakeholders and newsletters);

· Entries to the grievance register;

· Entries to the commitment and concerns register;

· The number of site visits and their outcome; and
· New stakeholder groups (where relevant). 
The results of the GRM will be reported semi-annually to WB and posted on MEPIU’s website.

8.2. Annual Reports

MEPIU/TE will compile a report summarising SEP results on annual basis. This report will provide a summary of all public consultation issues, grievances and resolutions. The report will provide a summary of relevant public consultations’ findings from informal meetings held at community level.
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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 the MEPIU website www.mepiu.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: Termoelctrica S.A., Moldova Energy Projects Implementation Unit


        ANNEX 2 – List of industrial buildings and of owners properties neighboring to CHP-1 and HOB
	No.
	Owner
	Real estate
	Cadastral number
	Address, street
	Purpose
	Area

	1


	Tataru Vasile

Chisinau, 130. M. Dosoftei str., bld. D, apt. 17 
	Land plot
	0100518.705
	26 Prunului/A
	For construction
	0.2659 ha

	
	
	Construction
	0100518.705.01
	26 Prunului/A
	Construction
	830.8 sq.m.

	
	
	Construction
	0100518.705.02
	26 Prunului/A
	Construction
	9.3 sq.m.

	2
	I.C.S. TEHGAZ GRUP S.R.L.
	Land Plot
	0100518.155
	8 Mesager
	For construction
	

	
	
	Construction
	0100518.155
	8 Mesager
	Construction
	

	3
	CC “Fabrica de Beton si Mortar” LLC, Chisinau mun., 26 Prunului str.
	Land plot
	0100518.079
	26 Prunului
	For construction
	3.9356 ha

	
	
	Constructions
	0100518.079.01
	26 Prunului
	Production building
	498.6 sq.m.

	
	
	Constructions
	0100518.079.02
	26 Prunului
	Production building
	567 sq.m.

	
	
	Constructions
	0100518.079.03
	26 Prunului
	Construction
	134 sq.m.

	
	
	Constructions
	0100518.079.04
	26 Prunului
	Construction
	89.7 sq.m.

	
	
	Constructions
	0100518.079.05
	26 Prunului
	Construction
	397 sq.m.

	
	
	Constructions
	0100518.079.06
	26 Prunului
	Construction
	953.8 sq.m.

	
	
	Constructions
	0100518.079.07
	26 Prunului
	Construction
	189.3 sq.m.

	
	
	Constructions
	0100518.079.08
	26 Prunului
	Construction
	181.6 sq.m.

	
	
	Constructions
	0100518.079.010
	26 Prunului
	Construction
	54.5 sq.m.

	
	
	Constructions
	0100518.079.011
	26 Prunului
	Construction
	25.1 sq.m.

	
	
	Constructions
	0100518.079.012
	26 Prunului
	Construction
	9 sq.m.

	4
	„Energoreparatii” LLC

Chisinau mun., 1 Otovasca str.
	Land plot
	0100424.527
	9 Vadul lui Voda 
	For construction
	0.9049 ha

	
	
	Construction
	0100424.527.01
	9 Vadul lui Voda 
	Production building
	448.2 sq.m.

	
	
	Construction
	0100424.527.02
	9 Vadul lui Voda 
	Production building
	1152 sq.m.

	
	
	Construction
	0100424.527.03
	9 Vadul lui Voda 
	Production building
	1310.2 sq.m.

	
	
	Construction
	0100424.527.04
	9 Vadul lui Voda 
	Warehouse
	332.2 sq.m.

	
	
	Construction
	0100424.527.05
	9 Vadul lui Voda 
	Garage
	135.2 sq.m.

	
	
	Construction
	0100424.527.06
	9 Vadul lui Voda 
	Additional construction
	161.5 sq.m. 

	
	
	Construction
	0100424.527.07
	9 Vadul lui Voda 
	Warehouse
	227 sq.m.

	
	
	Construction
	0100424.527.09
	9 Vadul lui Voda 
	Warehouse
	16 sq.m.

	
	
	Construction
	0100424.527.10
	9 Vadul lui Voda 
	Warehouse
	341 sq.m.

	
	
	Construction
	0100424.527.11
	9 Vadul lui Voda 
	Construction
	6 sq.m.

	
	
	Construction
	0100424.527.12
	9 Vadul lui Voda 
	Construction
	38 sq.m.

	5
	APLP-52/305 COOP
	Construction
	0100424.045.01
	2j Florarii lane
	Multi-storey residential building
	587.2 sq.m.

	6
	“Gestiune economică Termoelectrica” JSC
	Construction
	0100424.045.02
	2j Florarii lane
	Multi-storey residential building
	204.8 sq.m.

	7
	Chisinau mun. /IMGFL 17
	Land plot
	0100424.282
	17j Vadul lui Voda
	For construction
	0.099 ha

	
	Republic of Moldova / IMGFL 17
	Land plot
	0100424.282.01
	17j Vadul lui Voda 
	Multi-storey residential building
	242.4 sq.m.


ANNEX 3 – List of Beneficiary Residential Buildings of Investments Under Component 2  (Pilot Group)
	
	Housing management company
	Address of residential building
	 Floors/no.
	 Surface/m2
	Apartments/no.

	1
	A.P.L.P. NR.54/334 COOP
	32, Maria Dragan st.       
	9
	1370,95
	77

	
	
	32, Maria Dragan st.       
	9
	1378,35
	74

	2
	A.P.L.P. NR.54/105 COOP
	34/1, Maria Dragan st.        
	9
	2042,35
	55

	3
	A.P.L.P. NR.54/304 COOP
	34/2, Maria Dragan st.        
	9
	1421
	78

	4
	A.P.L.P. NR.54/204 COOP
	36/1, Maria Dragan st.        
	9
	1340,1
	79

	5
	A.P.L.P. NR.54/254 COOP
	36/2, Maria Dragan st.        
	9
	1439,4
	75

	6
	Municipal Housing management company  No.12
	60/1, Hincesti Rd.            
	9
	3008,04
	54

	
	
	102/1, Ialoveni st.            
	9
	3717,77
	71

	
	
	60/1, Hincesti Rd.            
	9
	2723,14
	54

	7
	Municipal Housing management company  No. 120
	11, Miorita st.            
	16
	5508,1
	94

	8
	Municipal Housing management company  No.20
	9/2, Moscova blvd.              
	15
	3586,36
	66

	9
	C.C.L. NR.166
	13, Moscova blvd.              
	12
	6152,81
	94

	
	
	13, Moscova blvd.              
	12
	6037,51
	94

	10
	A.P.L.P. NR.52/163 COOP
	15/1, Moscova blvd.              
	15
	6457,33
	111

	11
	A.P.L.P. NR.52/170
	15/2, Moscova blvd.              
	12
	5462,57
	95

	12
	A.P.L.P. NR.52/164 COOP
	15/3, Moscova blvd.              
	15
	3998,5
	102

	13
	A.C.C. NR.130
	14/1, Moscova blvd.              
	9
	2504,63
	48

	
	
	14/1, Moscova blvd.              
	9
	2885,08
	54

	
	
	14/1, Moscova blvd.              
	9
	2917,5
	54

	
	
	14/1, Moscova blvd.              
	9
	2969,1
	54

	14
	A.P.L.P. NR.51/121
	25/4, Cuza-Voda blvd.            
	9
	2381,01
	54

	15
	A.C.C. NR.51/379 COOP
	25/9, Cuza-Voda blvd.            
	10
	3503,3
	84

	16
	A.P.L.P. NR.53/338 COOP
	7, Nicolae Iorga st.       
	8
	3433,5
	74


ANNEX 4 – Information Note for public consultation on COMPONENT 1 implementation

Information Note

Currently a new project for development of the energy sector of the Republic of Moldova is under preparation with the support of the World Bank – the Second District Heating Efficiency Improvement Project (DHEIP 2), intended to continue the efforts to modernize the district heating/energy infrastructure of Termoelectrica S.A., started within the first District Heating Efficiency Improvement Project (2015-2020).

The Project will include the following components:

Component 1. Optimization of Heat and Electricity Generation, including the following sub-components:

1.1. Modernization of Generation at CHP Source-1 (CHP-2), including:

(i) Reconstruction of Unit 2, which will include: reconstruction and retrofit of the steam turbine to extend its operational lifetime and to increase electricity production capacity and efficiency; replacement of turbine associated equipment; power generator diagnostics, modernization of vibration control system; replacement of steam boiler burners and other equipment to increase boiler efficiency; installation of automated control systems for capacity regulation, safety and burning process control;
(ii) Major overhaul of turbine and replacement of boiler heat surface at Unit 3, which will include: major overhaul of the steam turbine to extend its operational lifetime and replacement of steam boiler’ economizer.
1.2. Increasing Efficient Cogeneration, including:

(i) Installation of efficient cogeneration units based on Gas Engines at HOB West and CHP Source 3 (CHP-1) [a new dedicated facility within the territory of existing CHP Source 2];
(ii) Installation of power transformers and 110 kV power facilities/switchgear, for connection of the new cogeneration units based on Gas Engines to the power grid. Installation of power transformers and 110 kV power facility/switchgear at HOB West; modernization of 110 kV power facility/switchgear at CHP Source 3 (CHP-1).
 

1.3. Implementation of a modern comprehensive Management Information System for Termoelectrica S.A. to improve its operational planning and control capabilities.

1.4. Implementation of a modern interactive Hydraulic System.
1.5. Technical Supervision.

Component 2. Pilot Energy Efficiency Investments. This component will finance pilot energy efficiency investments in residential buildings, including:

(iv) Installation of circa 140 Individual Heat Substations (IHSs), including associated pipes, in residential buildings where there are deficiencies with the quality/operation of internal heating systems and/or which do not have centralized domestic hot water (DHW) supply.

(v) Reconstruction of the internal heating and DHW distribution systems in circa 40 residential buildings, which already have IHSs or where IHSs will be installed within the Project, providing heat consumption control and metering at apartment level by changing from vertical to horizontal distribution;
(vi) Thermal rehabilitation of circa 7 residential buildings, which already have IHSs and horizontal distribution systems or where they will be installed within the Project.
Component 3. Project Management. This component will finance consultancy support for project implementation and supervision, including fiduciary, safeguards, and project monitoring and reporting through the existing Moldova Energy Project Implementation Unit (MEPIU), as well as audits of Termoelectrica S.A. and Project accounts.

Who will implement the Project

The Beneficiary of the Project is Termoelectrica S.A. The Project will be implemented with the support of Moldova Energy Projects Implementation Unit (MEPIU), subordinated to the Ministry of Economy and Infrastructure. 
​Both entities will be involved at all stages of project preparation and implementation: planning of procurements, preparation of technical specifications and bidding documents, bids evaluation and selection of contractors, engineering design, construction, installation, testing, commissioning of equipment/facilities and quality control of works execution.

 
MEPIU will have fiduciary responsibilities (payments for the works, financial management, procurements, project monitoring and evaluation, monitoring to ensure that the environmental and social aspects are respected), particularly monitoring the application of the Environmental and Social Standards of the World Bank and according to the national legislation, will ensure the connection between the Government, Termoelectrica S.A. and the World Bank.
How can the project implementation affect the activity of natural persons and legal entiries located in the vicinity of the works areas

The works provided under Component 1 – Optimization of Heat and Electricity Generation will be performed on the territory of Termoelectrica S.A. infrastructure objects/sites: CHP Source 1 (CHP-2), str. Mesterul Manole; CET Source 2 (CHP-1), in the perimeter of the streets Vadul lui Voda and Florariei; and HOB West, in the perimeter of the streets Prunului and Mesager – located in the immediate vicinity of the objects operated by the institutions/enterprises you represent.

Thus, within Component 1 will be carried out works for replacement of old energy equipment and installation of new equipment, which can generate a series of moderate environmental and social risks, such as: solid/metallic waste and evacuation of old/dismantled equipment, labor force safety risks associated to the activities of equipment replacement and installation, welding and other associated activities. 

Besides, these activities can require some minor civil works for rehabilitation of existing spaces or small-scale construction using light structures (e.g. using technologies with Sandwich panels) for installation of the new cogeneration units based on gas engines on HOB West and CHP Source 3 (CHP-1) sites. Respectively, during the construction phase, the works can generate minor short-term inconveniences, such as soil and air pollution, noise generation, construction waste, etc. 

All these inconveniences can take place only during the construction phase, will be short-term and generated exclusively on the territory of Termoelectrica S.A. infrastructure objects/sites. Demolition or remodeling of existing Termoelectrica S.A. facilities is not provided for the activities proposed within this Component. 

Within both Components, there is possibility for certain temporary inconveniences to occur for institutions/enterprises located in the vicinity of the works area, such as temporary access restrictions for pedestrians and vehicles and temporary disturbances of the traffic in the area. At the same time, we would like to inform you that it is not expected to have an influx of labor force or a large number of workers from abroad for the construction works.

Taking into consideration the level of potential environmental and social risks, described above, and the existing institutional capacities of the implementation institutions (Termoelectrica and MEPIU), the general assessment of the environmental and social risks, carried out in accordance with the national legislation by specialized national experts, resulted in a project related risks rating “MODERATE risks”.

What will be the monitoring mechanism for the environmental / social aspects and consultation of stakeholders?

In order to approach certain effects and risks related to the environmental and social aspects during project implementation, an Environment and Social Impact Assessment (ESIA) was performed, the specific Environment and Social Management Plan (ESMP) was developed for Component 1, an Environment and Social Management Framework was prepared (ESMF) was prepared for Component 2.

The unified ESIA&ESMP and ESMF report includes the Environmental and Social Standards (ESS) of the World Bank relevant of the project, together with the description of the policies, a legal and administrative framework for environmental and social assessment and management in the DH sector in Moldova. Besides, this report presents the framework of mandatory measures to be respected by the Contractors to eliminate the environmental and social risks related to the works under the project, such as development of the Traffic Management Plan, Code of Conduct, Public Awareness and Communication Plan, etc.

At the same time, based on ESS requirements, experts employed by MEPIU elaborated a Stakeholders Engagement Plan (SEP). The SEP describes the schedule and the methods of engaging the stakeholders during the whole Project lifecycle, distinguishing between stakeholders directly affected by the project and other stakeholders. Besides, the SEP describes the scope and the calendar of information that needs to be communicated to the project affected parties and to other stakeholders, as well as the type of information that needs to be requested from them.

Besides, according to the provisions of the ESS of the WB and the national legislation, a Grievance Redress Mechanism (GRM) has already been developed. Thus, Termoelectrica and MEPIU will timely respond to concerns and complaints from natural persons, legal entities, public institutions in relation to the project implementation.

The grievance redress mechanism will respond to concerns promptly and efficiently, in a transparent, adequate manner from the cultural point of view and easily accessible for all project affected parties, without any cost and prejudicial consequences.

During project implementation, Termoelectrica and MEPIU will inform all the project affected parties regarding the process of grievances collection and solving, and will make available to the public a register documenting the responses to all the complaints/petitions received. Besides, the mechanism will give the possibility to submit anonymous complaints.

In accordance to the requirements of the ESS pf the World Bank, MEPIU, together with Termoelectrica, developed the Labor Management Procedure (LMP). It gives a comprehensive picture of the requirements for organizing labor activities during project implementation.

Considering the State of Emergency in the country which imposes restrictions limiting the organization of direct public consultations, all the relevant documents developed for initiation of the Project (ESIA&ESMP, ESMF, SEP și LMP) will be publically available on the following websites:

www.termoelectrica.md and www.mepiu.md.

In case you have any questions or suggestions to the content of this information note, please address them within 7 days to the following contact data:

MEPIU: 

str. Alecu Russo 1, bloc A1, of. 163, MD-2068, Chisinau, Republic of Moldova
Tel: +373-22-49-67-90, Fax: +373-22-49-67-90 
Email: mepiu@mepiu.md  or

Questions of technical aspects: 069874057 Technical Consultant

Questions of environmental aspects: 060500821 Environmental Consultant

Questions of social aspects (SEP and GRM): 068077557 Social Consultant
ANNEX 5 – Information Note for public consultation on COMPONENT 2 implementation

Information Note 

on the preparation of the Second District Heating Efficiency Improvement Project

Currently a new project for development of the energy sector of the Republic of Moldova with the support of the World Bank is under preparation – the Second District Heating Efficiency Improvement Project (DHEIP-2), intended to continue the efforts to modernize the district heating/energy infrastructure of Termoelectrica S.A., which were started with the first District Heating Efficiency Improvement Project.

The Project will include the following components:

Component 1. Optimization of Heat and Electricity Generation, including the following sub-components:

1. Modernization of Generation Units at CHP Source 1; 

2. Installation of new High-efficiency Cogeneration capacities for heat and electricity production;
3. Implementation of a modern comprehensive Management Information System for Termoelectrica S.A. to improve its operational planning and control capabilities;

4. Implementation of a modern interactive Hydraulic System;

5. Technical Supervision. 
Componenta 2. Pilot Energy Efficiency Investments. 

This component will finance pilot energy efficiency investments in residential buildings, including:

1. Installation of circa 140 Individual Heat Substations (IHSs), including associated pipes, in residential buildings where there are deficiencies with the quality/operation of internal heating systems and/or which do not have centralized domestic hot water (DHW) supply.

2. Reconstruction of the internal heating and DHW distribution systems in circa 40 residential buildings, which already have IHSs or where IHSs will be installed within DHEIP-2, providing heat consumption control and metering at apartment level, by changing from vertical to horizontal distribution;
3. Thermal rehabilitation of circa 7 residential buildings, which already have IHSs and horizontal distribution systems or where they will be installed within DHEIP2.
Component 3. Project Management and Technical Assistance

Implementation period: 2020 - 2024

What are the benefits of DHEIP2 for residential consumers!

The project component dedicated to residential consumers under DHEIP-2 is Component 2: Pilot Energy Efficiency Investments, which is addressed especially to apartment buildings connected to the DH system.

Thus, residents of a number of residential buildings in Chisinau, connected to the DH system, having problematic or deficient heating systems and/or which do not have centralized domestic hot water (DHW) supply, will benefit from much higher quality heating and domestic hot water supply services.
Within Subcomponent 2.1 of the Project, Termoelectrica, with the support of the World Bank, will install circa 140 modern, automated Individual Heat Substations (IHSs) for heating and domestic hot water preparation, directly in building basement. All the costs for these modernizations will be supported by Termoelectrica and do not require any investments from the residents.

The new equipment will ensure an efficient and flexible consumption of the heat from the DH system, based on the needs of the residents. Thus, the IHSs will ensure automatic regulation/control of the temperature of the heating agent/carrier supplied to the heating system of the building depending on the outdoor temperature, optimized for the needs of the respective building. For this, the IHSs will contain heat exchangers, automatic control equipment, temperature sensors, etc.

Besides, being equipped with two heat exchangers (one for heating and one for domestic hot water preparation) the IHSs will ensure appropriate quality domestic hot water (DHW) preparation directly in the building basement and its immediate supply to the consumers in the building, at the set temperature. 

Installation of IHSs will give the possibility to the buildings, which currently do not have DHW supply, to benefit from this service. This way, the residents will avoid the high costs they had until now for water heating using different electrical equipment/appliances.

The IHSs will contain heat and DHW meters.

The modern DH solution offers more savings and independence for the consumption at building level. The IHS control panel will give the possibility to set the needed temperature in the building and ensure an efficient and flexible heat consumption for heating and DHW preparation based on the needs of the consumer. 

Besides, installation of IHS will give the possibility to the residents to install new horizontal internal distribution system for heating and DHW, which offers multiple advantages, such as: individual metering for each apartment, starting/stopping the heating when desired, possibility to set the desired temperature in each room, etc.

Subcomponent 2.2, Reconstruction of heating and DHW distribution system from vertical to horizontal system – provides modernization of the heating and DHW distribution systems in circa 40 buildings in Chisinau. 

The reconstruction envisages installation of a new heating and DHW distribution system, replacement of the old pipes with new insulated pipes and other components, each apartment will have individual heat and DHW meters, in the basement of the building will be installed IHS if the building does not have IHS, which will ensure DHW preparation in the building basement, and will maintain automatically the needed temperature for heating in the building, depending on the outdoor temperature. In each apartment there will be new individual heating systems (with possibilities to regulate/control the temperature in each room) and DHW systems, connected via meters to the new distribution systems.

All the costs for the reconstruction will be covered from DHEIP-2 funds, including the works inside the apartments; afterwards the residents will reimburse in installments the costs for the works inside the apartments. For this, Termoelectrica together with the residents of the buildings, will develop an optimal financing mechanism, corresponding to the expectations and possibilities of the population, and which will take into consideration the interests of the socially vulnerable groups, so that as many persons as possible to benefit from the advantages of a modern heating system in apartments. The costs for IHSs, distribution systems in the common areas of the buildings, including the heat and DHW meters for each apartment will be supported by Termoelectrica and will not need to be reimbursed.

Due to the new heat distribution system, individual regulation/control and metering of consumption, savings of up to 30% are envisaged. Thus, the residents will benefit from autonomous/individual heating systems, without being exposed to risks of explosions or contamination with toxic substances eliminated by autonomous/individual gas boilers in apartments.

Schematically, distribution systems in buildings equipped with IHSs and horizontal distribution systems are presented in the figure below.
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Subcomponent 2.3, Thermal rehabilitation of buildings, will benefit only buildings with IHSs and horizontal distribution systems, or where these systems will be installed within DHEIP-2. 

Within this subcomponent, depending on the results of energy audits, will be performed works for thermal insulation of buildings: thermal insulation of external walls, replacement of windows, building entrance doors, thermal insulation of the upper slab of the building, thermally efficient windows for balconies, thermal insulation of parapets, thermal insulation of the slab over the basement.

In case of Subcomponent 2, the thermal rehabilitation works of the buildings will be financed fully from DHEIP-2 funds and will be reimbursed fully in monthly installments based on a socially-oriented financing mechanism, elaborated together with the residents of the buildings.

To benefit from the opportunities offered by DHEIP-2, with the support of the specialists from Termoelectrica and Moldova Energy Projects Implementation Unit (MEPIU), subordinated to the Ministry of Economy and Infrastructure, Housing Associations shall undertake the following steps:

a) Convoke meetings of the residents;

b) Inform the residents about the benefits of the technologies offered by DHEIP-2;

c) Written consent of the residents;

d) Signing a partnership agreement between the Housing Association/Entity and Termoelectrica S.A.
For additional information regarding DHEIP-2, you can contact:

Termoelectrica S.A.:

Vitalie MÎTĂ

Technical Consultant, Termoelectrica S.A.

Phone:   +373 22 385 219; +373 69 874 057

E-mail: mita_v@termoelectrica.md
MEPIU: 


Vadim CORTAC

Social Consultant

Phone: +373 (22) 49-67-90; +373 68 077 557

E-mail: vadim.cortac@mepiu.md 
ANNEX 6 – Interviewing guide for heads of tenant’s associations, covered by the pilot list of component 2 

INTERVIEWING GUIDE FOR THE HEADS OF TENANT`S ASSOCIATIONS, COVERED BY THE PILOT LIST OF DHEIP2/ COMPONENT 2

1. Are you aware about the new World Bank financed project - the Second District Heating Efficiency Improvement Project (DHEIP2) to support Termoelectrica S.A. through the Moldova Energy Projects Implementation Unit (MEPIU), to implement the investments in residential buildings in Chisinau for rehabilitation/modernization of their inhouse heating systems to improve energy efficiency and heat consumption control, and therefore reduce consumption and heat bill?

YES 





NO

2. As administrator (manager) of the Private Homeowners Association (HOA) and/or Construction Cooperative (CC), how would you rate, on a scale from 1 to 7, your level of awareness about DHEIP2 objectives? 

1 (very poor) – 2 – 3 – 4 – 5 – 7 (very good)

3. As administrator (manager) of HOA or CC, do you think this program provided sufficient opportunity to make your voice heard and provide feedback on DHEIP2 objectives? Please rate, on a scale from 1 to 7 of the level of opportunity offered to you.

1 (very poor) – 2 – 3 – 4 – 5 – 7 (very good)

4. Are you aware about the benefits of the following technologies, intended to improve the efficiency and effectiveness of the heating system operation in the residential buildings?

	
	YES
	SOMEWHAT
	NO

	A. Installation of Individual Heating Substations
	1
	2
	3

	B. Reconstruction of internal heating system – from vertical to horizontal distribution
	1
	2
	3

	C. Thermal rehabilitation of buildings
	1
	2
	3


5. Do you consider that the residential building you are living in and administrate would benefit from the above listed works (some or all) resulting in improved inhouse heating system thereby providing increased energy efficiency through increased comfort, better consumption control and hence lower heat bills?

a) YES

b) Probably YES

c) Probably NO

d) NO

e) N/A

6. In your opinion, how many residents in your building would support DHEIP2 for rehabilitation/modernization of inhouse heating systems? 

a) Only a minority 

b) About a half 

c) The majority 

d) It is hard to say

7. What are the information channels/means the users/beneficiaries in your building would prefer to be informed about DHEIP2 objectives?

a) Common meetings with the residents and Termoelectrica and MEPIU representatives.

b) Placing the relevant information on info board of the builiding.

c) Placing the relevant information in the residents’ general assembly meeting room.

d) Another forms

	


8. If you have any comments / suggestions / thoughts regarding DHEIP2 implementation, please list them below for due consideration by TE and MEPIU.

	


ANNEX 7 – Public Consultation Report

Public Consultation Report – DHEIP 2

1. Background
The public consultation exercise on the Second District Heating Efficiency Improvement Project (DHEIP2) was jointly conducted by the Moldova Energy Projects Implementation Unit (MEPIU) and Termoelectrica S.A. (TE) from March 27 to April 03, 2020. Public comments and suggestions were collected through various consultation tools, and the public was invited to send their written comments.

The public consultations were aimed to inform the potential project beneficiaries and affected parties on the scope and objectives of the project, on the impact assessment, on proposed mitigation measures and examine the options for further mitigation measures.

2. Methodology 
In the context of public consultation during ESF documents preparation, a consultation methodology has been developed, adapted to the impossibility of organizing direct public consultations with the stakeholders caused by the restrictions imposed by the state of emergency declared in the Republic of Moldova in conditions of COVID-19 pandemics. The methodology was established and developed following the discussions between MEPIU consultants, World Bank experts and Termoelectrica S.A. representatives. 

According to this methodology, two notes/leaflets (for the Components 1 and 2) were elaborated to inform the parties directly affected by the project on the objectives of the project, the advantages of the technologies proposed to the tenants, the conditions of participation in the project, potential environmental, social impacts and proposed mitigation measures, and about the fact that all interested persons can examine and consult the ESF documentation on the web pages of MEPIU (https://mepiu.md/rom/noutati/Aviz-de-consultari-publice) and TE

(https://www.termoelectrica.md/ro_RO/despre/anunturi/). Additional, the ESIA&ESMF have been published on civic.md (The most popular NGO site in the Republic of Moldova, visited by about 30 thousand visitors every month.

Additionally, to the information note, in order to inform the owners of properties neighboring to CHP-1 (planned Source 3) and HOB West, TE submitted a letter signed by the General Director of Termoelectrica in which the owners were informed about the project and were encouraged to submit their proposals or comments, if any, by email or letter. After sending the letters and informative note, the owners were telephoned by TE to ensure that the owners received the letter and note and to obtain any comments or suggestions, if they were.

The second information note was used to provide primary information on the activities planned within Component 2 to managers of the housing associations from the 23 buildings included in the pilot group. The information notes were disseminated electronically to the potentially affected parties (Component 1 - owners of properties neighboring to CHP-1 (planned Source 3) and HOB West, and Component 2 - managers of housing associations) by the TE team, accompanied by a telephone notification prior or after sending the information note, and also, were placed in the letter boxes, on the information boards and in the other visible places.
Also, in order to obtain feedback under Component 2, together with the WB and Termoelectrica teams, a telephone survey questionnaire was developed for interviewing the administrators of the residential buildings included in the pilot group of the project. The purpose of the questionnaire is to assess the level of knowledge of the administrators regarding the objectives of the project and the technologies proposed for implementation, to assess the opinion of the administrators on the availability of tenants to participate in the project, to identify optimal methods of communication with the tenants of the residential buildings from pilot group and further impacts mitigation measures.

3. Overview of respondents 

· Component 1. 7 owners of properties neighboring to CHP-1 (planned Source 3) and HOB West were identified.
· Component 2. The 23 residential buildings included in the pilot group of the project are managed by 13 homeowners associations or cooperatives, and 3 municipal enterprises for housing management. Thus, 16 managers of buildings were expected to be interviewed using the prepared questionnaire. Two managers could not be contacted by the time this report was drafted. The results of their interviewing will be included in subsequent reports, and the SEP will be updated.
4. Summary of comments and suggestions and survey results
This section presents the results of the public consultation. 
· Component 1. The information note was sent to all identified owners of properties neighboring to CHP-1 (planned Source 3) and HOB West. Then, TE’s representatives contacted them by phone to obtain confirmation that they received and examined the information, and to ask if they had any questions, objections, proposals, comments or suggestions regarding the information presented about the planned activities. All businesses neighboring to CHP-1 (planned Source 3) and HOB West confirmed that they had received the information and expressed their opinions and proposals by telephone (there are records of telephone discussions). At TE’s requests, few of them sent electronic confirmations of receipt.
The housing association from the residential building neighboring to CHP-1 (planned Source 3) sent a confirmation and no objection letter.

Common requests and suggestions of consulted businesses were the following: to provide information and to be consulted in the next stages of project development, including the design stage; an entrance other than the one along the common access road to be used during construction phase by TE and contractors (TE considers this request feasible).

No other comments or suggestions were recorded on ESF documents/project’s planned activities from owners of properties neighboring to CHP-1 (planned Source 3) and HOB West within Component 1 who were informed directly, or from other interested parties who could have consulted the ESF documentation placed on the web pages (during disclosure period TE website had 2000 visitors and MEPIU website had 70 visitors).

· [image: image1.png]


Component 2. Half of the respondents, managers of housing associations, said that they know about the DHEIP2 (Q1).
About 80% of the respondents appreciate the level of knowledge regarding the objectives of DHEIP2 as either good or very good (Q2). The discrepancy between the results obtained at the first question and the results obtained at the second question can be explained by the fact that the respondents obtained information about the project objectives from the informative note sent before the survey.
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At the same time, over 90% of the respondents are convinced (57%) or inclined to believe (36%) that the tenants of the residential buildings will benefit from the implementation of the project in the buildings they manage (Q5).
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Over 70% of the respondents think that the project will be able to provide enough opportunities to promote and defend the interests of the residents (Q3).

Most of the managers know the technologies to be implemented in the residential buildings (Q4). However, the level of knowledge of the managers regarding horizontal distribution heating system is lower than of the other technologies. Thus, 25% of the respondents do not know anything about horizontal distribution heating system.

[image: image3]
The interviewed managers are not convinced that most of the residents will support the implementation of the project. Thus, according to the survey results, at this stage, circa 29% of the interviewed managers consider that the majority of the residents will support the implementation of the project (Q6). But at the same time, 21% of the managers cannot say how many tenants would support the implementation of the project.
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According to the survey results, the methods of informing the residents/tenants preferred by the managers are the direct distribution of the informational materials to each tenant (44%) and the organization of joint meetings of the tenants with TE and MEPIU specialists (33%).
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Within the conducted survey the managers have the opportunity to address other questions, suggestions and proposals which must be taken into consideration during the project preparation and implementation, for example the suggestion of organizing meetings with engineers / technicians who would explain to the tenants in more details the technical aspects of the project.

No other questions, comments or suggestions from the public were received on the activities planned within Component 2.

5. Conclusions 

i. Based on the feedback received from potential affected parties within Component 1, it can be concluded that the awareness/information activities and methods proposed in the stakeholder engagement programme from SEP will be able to cover the needs of informing and involvement of this group of stakeholders. Therefore, the SEP implementation will be pursued and monitored to ensure that this stakeholders’ group is properly informed and consulted at all stages of the project.

ii. The level of awareness/information of the buildings’ managers on the objectives and benefits of the project and on the technologies to be implemented is satisfactory for creating a favorable environment for the implementation of the project.

iii. Particular attention should be paid to informing managers/administrators and tenants about the benefits of technologies to be implemented, especially of horizontal distribution heating system.

iv. The substantial level of uncertainty regarding the willingness of the tenants to support the implementation of the project can be explained through the following: (i) the lack of a cost-benefit analysis of the planned and presented investments to the tenants, (ii) the lack of information regarding the tenants' participation in the implementation of the project, and the size of necessary financial implication of the tenants and (iii) the insufficient  knowledge among the tenants about the proposed activities, technologies and their benefits.

v. It will be necessary to develop and implement a clearly defined and well documented procedure for the implementation of Component 2, which will aim at, among other things, obtaining the agreement of the tenants, defining the financing the works and identifying and distributing the roles and responsibilities of each party.

vi. The development by consensus with the tenants of a common mechanism for financing the works will be one of the key factors for supporting the project.

vii. In the information and awareness activities of the project, preference will be given to direct methods of interaction between the tenants and the well-trained specialists from Termoelectrica S.A. and MEPIU.
List of participants - Component 1

	No.
	Owner
	Address, street
	Method of sending information about DHEIP 2
	Method of confirming receipt of information
	Feedback status

	1
	Tataru Vasile

Chisinau, 130. M. Dosoftei str., bld. D, apt. 17
	26 Prunului/A
	By telephone
	By telephone
	No feedback. The interests are represented by the CC “Fabrica de Beton si Mortar” (owner No. 3 in list)

	2
	I.C.S. TEHGAZ GRUP S.R.L.
	8 Mesager
	By e-mail
	By telephone
	No objections via phone, request for information and consultation in the further stages of the project, coordination request of the traffic organization plan in the area

	3
	CC “Fabrica de Beton si Mortar” LLC, Chisinau mun., 26 Prunului str.
	26 Prunului
	By e-mail
	By telephone
	No objections via phone, but the manager specified that he will send a no objection letter. Request to respect the protection zone in the construction and operation stages of the project, request for coordination of project design

	4
	Energoreparatii” LLC

Chisinau mun., 1 Otovasca str.
	9 Vadul lui Voda

	By e-mail, Information notice placed on the gate of the enterprise
	By telephone
	Letter of no objections

	5
	APLP-52/305 COOP
	2j Florarii lane
	Information notice at the entrance in the building and other visible places, (please, see the photos bellow) 
	Face to face 
(several tenants were present at the time of placing the informative notes) 
	No feedback. The manager is abroad, does not answer to calls, is not another representative of the tenants

	6
	“Gestiune economică Termoelectrica” JSC
	2j Florarii lane
	Information notice at the entrance in the building and in the courtyard,
(please, see the photos bellow)
	Face to face 

(several tenants were present at the time of placing the informative notes)

	No feedback

	7
	IMGFL 17
	17j Vadul lui Voda
	By e-mail

Information note in the letter boxes,
(please, see the photos bellow)
	By telephone
	Letter of no objections


List of participants in the survey - Component 2
	
	Housing management company
	Address of residential building
	Interviewed
YES/NO

	1
	A.P.L.P. NR.54/334 COOP
	32, Maria Dragan st.
	YES

	
	
	32, Maria Dragan st.
	

	2
	A.P.L.P. NR.54/105 COOP
	34/1, Maria Dragan st.
	YES

	3
	A.P.L.P. NR.54/304 COOP
	34/2, Maria Dragan st.
	YES

	4
	A.P.L.P. NR.54/204 COOP
	36/1, Maria Dragan st.
	YES

	5
	A.P.L.P. NR.54/254 COOP
	36/2, Maria Dragan st.
	YES

	6
	Municipal Housing Management company  No.12
	60/1, Hincesti Rd.
	YES

	
	
	102/1, Ialoveni st.
	

	
	
	60/1, Hincesti Rd.
	

	7
	Municipal Housing Management company  No. 120
	11, Miorita st.
	YES

	8
	Municipal Housing Management company  No.20
	9/2, Moscova blvd.
	YES

	9
	C.C.L. NR.166
	13, Moscova blvd.
	YES

	
	
	13, Moscova blvd.
	

	10
	A.P.L.P. NR.52/163 COOP
	15/1, Moscova blvd.
	YES

	11
	A.P.L.P. NR.52/170
	15/2, Moscova blvd.
	YES

	12
	A.P.L.P. NR.52/164 COOP
	15/3, Moscova blvd.
	YES

	13
	A.C.C. NR.130
	14/1, Moscova blvd.
	YES

	
	
	14/1, Moscova blvd.
	

	
	
	14/1, Moscova blvd.
	

	
	
	14/1, Moscova blvd.
	

	14
	A.P.L.P. NR.51/121
	25/4, Cuza-Voda blvd.
	YES

	15
	A.C.C. NR.51/379 COOP
	25/9, Cuza-Voda blvd.
	NO

	16
	A.P.L.P. NR.53/338 COOP
	7, Nicolae Iorga st.
	NO
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Announcement on public consultations on MEPIU website

[image: image11.jpg]C {0 & mepiumd/rom/noutati/Aviz-de-consultari-publice

— AVIZ DE CONSULTARI PUBLICE PRIVIND
IMPLEMENTAREA PROIECTULUI SACET 2

26 MARTIE 2020

in perioada martie-aprilie 2020 se desfasoard pregtirea unui nou proiect pentru dezvoltarea
sectorului energetic al Republicii Moldova cu suportul Bancii Mondiale — Proiectul de
fmbunitatire a Eficientei Sistemului de Alimentare Centralizati cu Energie Termici 2
(PIESACET 2), care are scop continuarea eforturilor de modernizare a infrastructurii
termoenergetice a Termoelectrica S.A., incepute in cadrul primului Project de imbunatatire a
Eficientei SACET (2015-2020).

Proicctul va include urmétoarele componente:

Componenta 1. Op ctrice, inclusiv urmatoarele sub-componente

1.1. Modernizarea Unitatilor de Generare la CET Sursa 1 (CET-2), inclusiv

rea generirii energiei termice

. Reconstructia Unitafii de Generare nr.2, care va include: reconstructia turbinei cu abur pentru extinderea duratei
de functionare si majorarea capacitafii de producere a energiei clectrice si a eficientei; inlocuirea echipamentului
aferent turbinei cu abur; diagnosticarea generatorului electric; moderizarea sistemului de control al vibrafiilor
majorarea eficientei cazanului de abur prin inlocuirea arzitoarelor §i 2 echipamentului aferent; instalarea sistemului

automat de reglare a puterii, protectic si control al arderii




Announcement on public consultations on Termoelectrica S.A. website
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Tn caz daca aveti careva intrebari sau propuneri la coninutul acestora, v rugam sa le adresati in decursul a 7 zile

Ia urmitoarele date de contact:
UCIPE:
str. Alecu Russo 1, bloc Al of 163, MD-2068, Chisinau, Republica Moldova

Tel: +373-22-49-67-90, Fax: +373-22-49-67-90 Email: mepiu@mepiu.md sau

Intrebari cu privire la aspecte tehnice: 069874057
Intrebéri cu privire la aspecte de mediu. 060500821
Intrebéri cu privire la aspecte sociale (SEP si MSR): 068077557

Documentele proiectului expuse pentru consultare public
Nota informativa Componeta 1 SACET 2

Nota informativa componeta 2 SACET 2

ESIA / ESMF SACET 2 vers. eng

EIMS / CMMS pentru SACET 2 (Evaluarea Impactului de Mediu si Social / Cadrul de Management de
Mediu si Social) ver




Announcement on public consultations on civic.md (citizens' information portal)
 Placing informative notes in the letter boxes and in the visible places
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Formulare MEDIA Dezvoltare Contacte

Aviz de consultari publice

» Despre Noi
La momentul de fat3, se afla in stadiul de consultari publice Proiectul de mbunétatire a

» Cine suncem Eficientei Sistemului de Alimentare Centralizaté cu Energie Termica din mun. Chisinau faza 2,
care urmeaza sa fie implementat in cadrul , Termoelectrica” 5.A., conform Notelor

» Conducerez informative de mai jos.

» File din istorie in acest sens, solicitam prezentarea opiniilor, propunerilor si recomandarilor Dvs. la acest
proiect, care urmeazé s fie expediate pana pe 7 aprilie 2020, la adresa

» Valorite intrepringeri electronica: mepiu@mepiu.md.

» Transparents Noté informativa Componenta 1

S Noté informativa Componenta 2

Planul de management al muncii SACET 2, ver. eng.

» Informegi tennice.
ESIA-ESMF_DHEIP2, vers.eng.
» Cogenerare
EIMS / CMMS pentru SACET 2 (Evaluarea Impactului de Mediu si Social / Cadrul de
» Indicatori tehnico-economici Management de Mediu si Social) vers. romana, prescurata, prefinal, 28.03.2020.

» Repoare Planul de Implicare a Partilor Interesate (SEP), SACET 2, pre-final 01.04.20, vers. eng

» Certificate. Licenge. Acrediari. Fersoans e contact:

Vitalie MITA, Consultant tehnic , Termoelectrica” S.A., Tel: +373 22 436 408; +373 69 874 057, E-

» Documente constiuitive .
mail: mita_v@termoelectrica.md;

> Diplome. Premit CORTAC, Consultant aspecte sociale UCIPE, Tel: +373 (22) 496 790; +373 68 077 557, E-

adim.cortac@mepiu.md.

» Posturi vacante
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� For projects not listed in the Law, public consultation is not compulsory, thus the procedure is not consistent with World Bank requirements for Category B projects. In such cases the ESMF requires to follow WB rules and for all category B projects necessary EA disclosure and public consultations.


� Based on the previous experience, the construction phase will last about 6 months.


� Based on the previous experience, the construction phase will be about 6 months.


� In the preparation/pre-construction stage the formal consultation process with the potential beneficiaries will be carried out in order to obtain their agreement on the implementation of the project's component. Partnership agreements will be signed before construction begins.


� According to presented data on civic.md
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