
17. Complaints and / or Appeals for Review 
 

17.1  Subject to some conditions as described in 17.2 any tenderer/ supplier who 
claims to have suffered or who may suffer loss or damages or received / 
faced or may receive/ face injustices due to a breach of a duty imposed on 
the concerned BRAC officials and /or staff by the Guidelines and 
Procedures, may complain or appeal for review against non or improper 
application of a procedural requirement or a decision made by an individual 
or a committee with respect to procurement of goods and related services 
for BRAC. 

 

17.2  The choice of procurement methods for goods and related services and a 
decision by the Purchaser to reject all tenders shall not be the basis for a 
complaint/appeal. 

 
17.3  A tenderer/supplier shall submit his/her complaint/appeal for consideration 

through the three stages in consecutive order, e.g. Director (Monitoring and 
Audit), Chairperson, and the Ombudsman of BRAC. 

 
17.4   A tenderer/supplier shall submit its complaint, in writing within 5 working 

days of when he/she became aware of the circumstances giving rise to the 
complaint or when he/she should have become aware of the circumstances, 
whichever is earlier. This should be supported by material evidences. 

 
17.5  A tenderer /supplier shall submit his/her complaint in the first instance, to 

the Director (Monitoring and Audit), BRAC. The Director (Monitoring and 
Audit) shall consider the complaint and decide whether to reject the 
complaint or to implement any corrective action. He shall issue a written 
decision to the tenderer /supplier within 15 working days of receipt of the 
complaint stating either the reasons for the rejection of the complaint or 
advising on the corrective action that has been taken, copying the decision 
to the Director, Procurement, BRAC. 

 
17.6  When a complaint is being considered at any level, the tender examination, 

evaluation and approval process will continue, but Notification of Award 
Letter (NOAL) shall not be issued until final decision on complaint has been 
received or the supplier does not pursue the complaint at higher level. 

 
17.7  If the tenderer/supplier is not satisfied with the written decision or fails to 

receive the written decision from him within the specified time period stated 
at 17.5 and wishes to pursue its complaints, he/she shall within 10 working 
days after the date of receipt of the written decision, address the same 
complaint in writing to the Chairperson, BRAC. 

 
17.8  The Chairperson, BRAC shall consider the subject matter of the complaint 

and decide whether to reject the complaint, or implement any corrective 



action. The complainant will be intimated the decision within 30 working 
days. 

17.9  If the tenderer/supplier is not satisfied with the written decision of the 
Chairperson, BRAC or fails to receive the written decision from him within 
the specified time period stated at 17.8 and wishes to pursue his/her 
complaint, he/she shall within 15 working days from the date of receipt of 
the decision shall address the same complaint in writing to the Ombudsman, 
BRAC. 

 
17.10 The Ombudsman, BRAC shall consider the subject matter of the complaint 

and decide whether to reject the complaint or to implement any corrective 
action.  Within 15 working days of receipt of the complaint the Ombudsman 
shall issue a written decision to the supplier stating either the reason for the 
rejection of the complaint or advising on the corrective action that has been 
taken, copying the decision to the Chairperson, BRAC, Director (M&A), 
BRAC, and Director, Procurement, BRAC. 

 
 17.11 The decision of the Ombudsman shall be final and concerned purchaser/ 

officials shall act upon such decision immediately.  
 
 
 
22. Settlement 

of Disputes 
22.1 Amicable Settlement 

(a) The Purchaser and the Supplier shall use their best efforts 
to settle amicably all disputes arising out of or in connection 
with this Contract or its interpretation. 

 22.2 Arbitration 
(a)  If the Parties are unable to reach a settlement as per GCC 

Clause 29.1(a) within twenty-eight (28) days of the first 
written correspondence on the matter of disagreement, 
then either Party may give notice to the other party of its 
intention to commence arbitration in accordance with GCC 
Sub-Clause 29.2(b).  

(b)  The arbitration shall be conducted in accordance with the 
Arbitration Act (Act No 1 of 2001) of Bangladesh as at 
present in force. 

 


