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Executive Summary 
For the past decade, the Gaza Strip has been affected by chronic electricity shortages that has 

undermined the provision of basic health services. The Electricity Sector Performance 

Improvement Project (ESPIP) is designed to improve the efficiency of the Palestinian electricity 

sector and energy security in Palestine by applying a set of measures along the energy supply 

chain. The project comprises four main components as follows: 

• Component 1: Strengthening the Capacity of Palestinian Electricity Sector Institutions; 

• Component 2: Improving the Operational Performance of Palestinian Electricity 

Distribution Companies (DISCOs); 

• Component 3: Improving Energy Security in Gaza with Solar Energy (revolving fund 

component for HHs and SMEs & Grant component for Health sector); 

• Component 4: Technical Assistance, Capacity Building and Project Management. 

Component 3 of the four components of the project includes the installation of health sector 

PV systems for one hospital (250 kWp) and three clinics (25 to 30 kWp). The World Bank will 

finance the supply and Installation of PV solar systems under this component. Therefore, the 

project is guided by the World Bank safeguard policies along with the Palestinian laws and 

regulations in the energy and environment sectors.  

 

In agreement with the Term of Reference (ToR) of this assignment, the Consultant has 

prepared a full ESMP for Health sector PV systems including one hospital, namely Nasser 

Hospital, in Khanyounis City, and three clinics; namely Abu Shbak Clinic, Shuhada Al Zaytoun 

Clinic, and Deir Al Balah Central Clinic in Jabalia, Gaza, and Deir Al Balah Cities. The proposed 

system for the hospital is ground-mounted, while the proposed systems for the three clinics 

are rooftop. The main components of these systems include Photovoltaic modules, hybrid 

inverter, lead acid batteries, cables, protections and other accessories, and steel structure. 

Policy and legal framework 

The project is guided by the World Bank safeguard policies along with the local laws and 

regulations set by the Palestinian Authority. Therefore, the applicable policies, laws, and 

guidelines include: 

• World Bank OP/BP 4.01 on Environmental Assessment: According to this policy, the 

project is classified as (category B) given that the potential adverse impacts are 

neither unprecedented nor are they as critical as those of (category A). I.e. the 

potential negative impacts on human populations and environment are site specific; 

and the mitigation measures are easily designed and implemented. For such projects, 

the policy requires an ESMP to be prepared. 

• Palestinian Environmental Assessment Policy: In accordance with this policy, an 

Initial Environmental Evaluation (IEE) is required for projects where significant 

environmental impacts are uncertain, or where compliance with environmental 

regulations must be ensured. The IEE study should include the predicted impacts and 

benefits of the project, and the proposed mitigation and environmental monitoring 

and management measures. 

• The Palestinian Environmental Law (PEL) No. 7 of 1999. 

• WHO Ambient Air Quality Guidelines. 
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• WHO Noise Level Guidelines 

• Palestinian Ambient Air Quality Standards 

• Palestinian Noise Level Guidelines 

• World Bank Environmental, Health and Safety General Guidelines 

Baseline Conditions 

Location: Taking into consideration the type of the proposed systems for the different 

facilities (rooftop or ground-mounted), the on-site objects found in the PV installations' sites 

in the three clinics are mainly solar water heaters, water tanks, antenna towers, and existing 

PV systems, which are found in Deir Al Balah Central Clinic site and Shuhada Al Zaytoun Clinic 

site. Moreover, two Eucalyptus trees are found to the southern border of Deir Al Balah clinic 

site. On the other hand, the main objects found in the Nasser Hospital site are 68 trees (Palm 

trees, Olive trees, and Acacia trees). As the sub-projects sites are commonly surrounded by 

residential areas, these trees are the main floristic species found in the project areas, while 

no specific significant faunistic species or habitats were recorded. 

Taking into consideration that the four facilities are located in mixed residential/commercial 

areas, the surroundings of the proposed sites for PV installations are mainly residential/ 

commercial buildings, and schools (two schools adjacent to the western and the eastern 

borders of Deir Al Balah clinic site, and a school adjacent to the western border of Shuhada Al 

Zaytoun clinic site). Moreover, all of these facilities are located on main and sub-main paved 

roads. 

Noise Levels: All of the four sub-projects sites are located in urban areas, with medium to high 

traffic activities identified in the vicinity of the sites, and all of the four sites contain diesel 

generators with different capacities. Studies for areas with similar characteristics showed that 

the average noise level during weekdays in such areas ranged from 69.57 dB to 87.88 dB. 

Energy: The existing power supply options in the four sub-projects sites include mainly an 

external supply from the Gaza Electricity Distribution Corporation (GEDCo) grid and on-site 

generation from emergency diesel generators with capacity to cover the load of the main 

devices in the facility. Moreover, a 250 kWp PV solar system has been installed at Nasser 

Hospital in early 2019, and two small scale PV solar systems of 0.5 kWp and 8 kWp are installed 

at Deir Al Balah Central Clinic and Shuhada Al Zaytoun Clinic, respectively, to operate a 

groundwater well and small desalination plant. 

Public Consultation 

Representatives of the four health facilities were approached through individual meetings 

that took place between August 07, 2019 and September 16, 2019, where the project 

components, locations and baseline conditions of the proposed sites were reviewed. 

Moreover, neighbors of the sites who are expected to experience nuisance from heat and light 

reflection from the installed PV systems during operation, as well as the schools and shops 

that are expected to be affected during construction were also approached through 

interviews that took place on September 16, 2019, and October 7-8, 2019. 

The general opinions and concerns from the interviewed personnel were incorporated and 

addressed within this report. Following are the main concerns raised during different 

meetings: 
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• For Nasser Hospital:  

o Electricity is essential for the operation of all devices and services at the 

hospital. A 250 kWp PV solar plant has recently been installed to serve the 

hospital. Moreover, the hospital depends on diesel generators with large 

capacities as a key source of energy. 

o The residents of the buildings to the South of Nasser Hospital site did not 

experience any nuisance from heat and light reflection of the existing PV 

system, and they do not expect that the new system will have any impact on 

them. The residents believe that the benefits of such project are much more 

important, as it will help improving the health services in the area. 

• For Deir Al Balah Central Clinic: 

o Electricity is mainly required for the medical refrigerators. The available 

sources of energy include, along with the electricity from the grid, a diesel 

generator, and a 500-watt PV system that is used to operate a groundwater 

well . 

o No biological resources are found to be affected by the project activities. In 

addition, no surrounding communities are found to be affected by heat and 

light reflection from the proposed system. 

o The project will have an overall positive impact on the surrounding schools, 

as it will help minimizing the use of the recent noisy diesel generators in the 

clinic site. 

o One of the roofs in Deir Al Balah clinic site, where PV panels will be installed, 

is very close to the playground in Deir Al Balah primary school. Therefore, 

timely coordination with school administration is required during 

construction to prevent students from reaching the working area; and the 

installation of a net fence between the school and the project site is highly 

recommended to avoid any damage to the PV panels during operation. 

o Downloading the panels and the steel structures from trucks and uploading 

them to the roofs should take place after 2:00 pm (the clinic working day is 

over and no students traffic in the working area). 

• For Shuhada Al Zaytoun Clinic: 

o Electricity is mainly required for the medical refrigerators. The available 

sources of energy include, along with the electricity from the grid, a diesel 

generator, and an 8 kWp PV system that is used to operate a small 

desalination plant at the clinic. 

o No biological resources are found to be affected by the project activities. In 

addition, no surrounding communities are found to be affected by heat and 

light reflection from the proposed system. 

o The area is familiar with such projects; many schools in the area already have 

installed PV systems. Downloading the panels and the steel structures from 

trucks and uploading them to the roofs should take place after 2:00 pm (the 

clinic working day is over and no students traffic in the working area). 

o The surrounding community believe that the project will help in ensuring the 

continuous availability of medicines in the clinic. 

o The project will have an overall positive impact on the surrounding schools, 

as it will help minimizing the use of the recent noisy diesel generators in the 

clinic site. 
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• For Abu Shbak Clinic: 

o Electricity is mainly required for the medical refrigerators. The available 

sources of energy include, along with the electricity from the grid, a diesel 

generator. The existing diesel generator at the clinic causes nuisance to the 

neighbors of the clinic, who complain of its noise and emissions. 

o No biological resources are found to be affected by the project activities. In 

addition, no surrounding communities are found to be affected by heat and 

light reflection from the proposed system. 

Grievance Redress Mechanism 

The proposed GRM describes the procedures for receiving and handling complaints, which 

take place upon five stages, namely: 

• the pre-complaint stage 

• the stage of receiving the complaint 

• the stage of studying the complaint and its follow-up 

• the stage of closing the complaint and preparing reports 

• unsettled complaints 

For each of these stages, mechanisms to deal with different cases are illustrated, and a clear 

time frame is provided. Moreover, the proposed GRM suggests complaint forms to be 

adopted in order to facilitate the processing, classification and response of complaints. The 

system is proposed to be established in the GEDCo headquarter in Gaza City. 

Potential Environmental and Social Impacts 

While there are substantial anticipated overall improvements for communities and the 

environment from the proposed sub-projects on health services conditions, some negative 

impacts have been identified. These have been classified into impacts during construction 

activities and impacts during the operational and maintenance phases. 

The affected environmental and social parameters were identified based on the ESMF and the 

generic ESMP prepared for the project, the public consultations, and the experience of the 

consultant with similar projects. Then, the significance of the identified impacts was assessed 

taking into consideration different factors including nature, magnitude, geographical extent, 

timing, duration and reversibility of the impact.  

Responding to the impacts identification and assessment, detailed site-specific mitigation 

measures were identified and evaluated in order to avoid, reduce or remedy the impacts 

associated with the project implementation during different phases.  

The main negative impacts during the construction phase are those related to biological 

resources, given that about 68 trees will be removed from the proposed site for PV 

installations at Nasser Hospital site. As well as the impacts related to public and occupational 

health and safety. Workers are particularly susceptible to impacts from working from height, 

given that the PV installations in the three clinics will be rooftop installations. On the other 

hand, given that the construction activities will take place at health facilities that are located 

in residential areas, where also schools are found (Adjacent to Deir Al Balah and Al Zaytoun 

clinics), public are also susceptible to safety risks during construction activities. However, 
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these impacts, along with other impacts during construction phase, have been assessed to be 

short-term impacts that can be minimized, if appropriate mitigation measures are applied, as 

required by and based on the recommendations in this report. 

During the operation and maintenance phase, overall positive impacts with high significance 

are expected concerning energy and air and noise quality. The proposed systems are designed 

with sufficient capacities that will cover about 85%, 70%, 65%, and 12.5% of the energy needs 

of Deir Al Balah Central Clinic, Shuhada Al Zaytoun Clinic, Abu Shbak Clinic, and Nasser 

Hospital, respectively. Moreover, the operation of the four sub-projects is expected to 

annually save around 219,120 litres of fuel and to reduce CO2 emissions by 244.2 tons per 

year. On the other hand, the end-of-life disposal of storage batteries and the solar panels 

when they fail to perform efficiently could be a source of risk to the environment. However, 

this risk will be minimized through recycling of the storage batteries and through appropriate 

coordination with EQA for safe storage and disposal of other materials.  

Environmental and Social Management Plan 

The ESMP is designed to monitor the effectiveness of the identified mitigation actions, during 

and after construction. The ESMP provided in this report is generated based on the generic 

ESMP prepared for this project, and adjusted/updated, where required, based on the findings 

of the data collection and impact assessment processes for this assignment. 

The ESMP provides the required mitigation measures, institutional responsibilities and 

recommended monitoring activities and their frequency. In general, the responsible party for 

implementation of mitigation measures during construction is the construction contractor 

(Contractor) while the Construction Management Consultants (Engineer), PENRA as well as 

EQA are responsible for monitoring. On the other hand,  the main responsible party for the 

implementation of mitigation measures during system operations will be the project owners 

O&M Department (Hospital/ clinics), while PENRA will be the main monitoring party, along 

with other relevant institutions, such as EQA for PV panels and storage batteries disposal. 

Detailed ESMP for different project phases is provided in Chapter 7 of this report.
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1. Introduction 

1.1. Background 
For the past decade, the Gaza Strip has been affected by chronic electricity shortages that has 

undermined the provision of basic health services. Electricity in the Gaza Strip depends on 

three main sources namely, electricity imports from Israel, electricity production at Gaza 

Power Plant (GPP), and electricity imports from Egypt. Combined, these three sources cover 

less than 40 % of the daily electricity demand in the Gaza Strip, causing rolling power cuts 

from 12 to 18 hours daily (UN, 2017). Blackouts affect the functionality of health facilities and 

hospitals, putting essential services at risk, including intensive care, operating theatres, 

hemodialysis and pharmaceutical and vaccine storage (WHO, 2019). As a result, the health 

facilities in the Gaza Strip have to rely on backup diesel generators to sustain critical life-saving 

services during grid electricity outage, which is also an unreliable option considering obstacles 

and restrictions regarding fuel availability.  

 

The Electricity Sector Performance Improvement Project (ESPIP) is designed to improve the 

efficiency of the Palestinian electricity sector and energy security in Palestine by applying a 

set of measures along the energy supply chain. The project comprises four main components 

that focus on capacity building, operational performance improvement, and technical 

assistance activities, as well as the implementation of PV solar systems for different sectors 

including the health sector.  

 

Component 3 of the four components of the project includes the installation of health sector 

PV systems for one hospital (250 kWp) and three clinics (25 to 30 kWp). The World Bank will 

finance the supply and Installation of PV solar systems under this component. Therefore, the 

project is guided by the World Bank safeguard policies along with the Palestinian laws and 

regulations in the energy and environment sectors.  

 

1.2. ESMP Scope and Objectives 
The Palestinian Energy and Natural Resources Authority (PENRA) has prepared a generic ESMP 

for the project, and has assigned Dr. Fahid Rabah to update this generic ESMP to provide a 

detailed and site-specific ESMP for different sub-projects. 

The main objective of the required ESMP is to review and update the environmental and social 

checklist prepared for the project and document the mitigation measures to prevent or 

minimize predicted negative impacts of the sub-project during project implementation. 

Specifically, this ESMP is designed to ensure the following: 

 

- Potential impacts during the implementation of project activities are identified; 

- Detailed specific mitigation measures are developed with relevant costs implication 

that will need to be achieved during and after sub-project implementation; 

- Responsibilities and institutional arrangement for the implementation of the 

mitigation measures are specified; 

- Environment is fully integrated into the various activities of the proposed project, 

inclusion of environmental requirements into tender documents is ensured, and 
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management and evaluation of the environmental performance of the project is 

continued; 

- Detailed design criteria is provided for specific mitigation measures, if any, to be 

implemented; 

- Mitigation measures are periodically assessed and tracked to ensure their 

effectiveness; and  

- Implementation and monitoring schedules and reporting mechanism are provided. 

 

In agreement with the Term of Reference (ToR) of this assignment, the Consultant has 

prepared a full ESMP for Health sector PV systems including one hospital (250 kWp), namely 

Nasser Hospital, in Khanyounis City, and three clinics (25 to 30 kWp each); namely Abu Shbak 

Clinic, Shuhada Al Zaytoun Clinic, and Deir Al Balah Central Clinic in Jabalia, Gaza, and Deir Al 

Balah Cities. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Electricity Sector Performance Improvement Project                       ESMP Report-Health Sector 

3 
 

2. Project Description 

2.1. Project overview 
The key objective of ESPIP is to improve the efficiency of the Palestinian electricity sector and 

energy security in Palestine through a set of measures along the energy supply chain. In order 

to achieve this objective, the project comprises four main components as follows: 

• Component 1: Strengthening the Capacity of Palestinian Electricity Sector 

Institutions. This component focuses on the sustainability and performance of the 

Palestinian Electricity Transmission Company Ltd (PETL) and the Palestinian Electricity 

Regulatory Council (PERC). 

 

• Component 2: Improving the Operational Performance of Palestinian Electricity 

Distribution Companies (DISCOs). This component focuses on the sustained 

improvement of operational performance of the five DISCOs in the West Bank. It 

includes a “Revenue Protection Program” (RPP) with improved metering and billing 

systems. The RPP will reduce commercial losses by installing smart meters in high-end 

costumers and advanced metering infrastructure (AMI). In addition, the component 

will finance new or upgraded Management Information Systems (MIS) in selected 

DISCOs to further improve their commercial operations. 

 

• Component 3: Improving Energy Security in Gaza with Solar Energy (revolving fund 

component for HHs and SMEs & Grant component for Health sector). This 

component aims to reduce the barrier to entry for all income levels, including the 

poor, thereby creating a model that can be easily replicated and rapidly scaled up. 

Due to limited funding, the pilot funded under this component will not significantly 

change Gaza’s energy crisis on its own. However, in the long terms, the benefits of 

scaling up rooftop solar will include: i) increased energy security in case of conflict, ii) 

longer hours of available power supply, and iii) cleaner and cheaper alternative to 

stand-by generators. 

 

• Component 4: Technical Assistance, Capacity Building and Project Management. 

This component will be used to strengthen the capacity of PENRA and support staffing 

the Project Management Unit (PMU) for two years. The PMU is located at PENRA’s 

offices in Ramallah. The PMU staff will be integrated in PENRA’s payroll after two 

years to ensure the Project’s sustainability. 

 

Part of component 3, a grant component is allocated for PV solar installations for the health 

sector, where one hospital and three clinics will be provided with PV solar installations of 

different capacities. This part of the project is covered within this report. 

2.2. Project Components 
The PV system installations for the health sector includes four sub-projects with different 

system capacities. These sub-projects are the PV system installations at Nasser Hospital, Deir 

Al Balah Central Clinic, Shuhada Al Zaytoun Clinic, and Abu Shbak Clinic. Following is a brief 

description of each sub-project. 
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2.2.1. PV Solar Installations at Nasser Hospital 
Nasser Hospital, which is located in Khanyounis City, is the largest medical complex in in the 

Southern Governorate in the Gaza Strip. The proposed PV solar system for this hospital is a 

250 kWp hybrid solar system. The system is ground-mounted and will be installed within the 

hospital borders using fixed structures with optimum orientation at azimuth 0° – i.e. modules 

facing true south – and using the optimum tilt angle of 30°. 

The main components of the proposed system include: Photovoltaic modules, hybrid inverter, 

lead acid batteries, cables, protections and other accessories, and steel structure. 

2.2.2. PV Solar Installations at Deir Al Balah Central Clinic 
Deir Al Balah Central Clinic, which is located in Deir Al Balah City, is the main clinic in the 

Middle Area Governorate in the Gaza Strip. The proposed PV solar system for this clinic is 

about 30 kWp hybrid solar system. The system is roof-top and will be installed on the available 

space of the clinic's roof using fixed structures with optimum orientation at azimuth 0° – i.e. 

modules facing true south – and using the optimum tilt angle of 30°. 

The main components of the proposed system include: Photovoltaic modules, hybrid inverter, 

lead acid batteries, cables, protections and other accessories, and steel structure. 

2.2.3. PV Solar Installations at Shuhada Al Zaytoun Clinic 
Shuhada Al Zaytoun Clinic is a medical clinic located in Al Zaytoun neighborhood in the 

southern area of Gaza city. The proposed PV solar system for this clinic is about 25 kWp hybrid 

solar system. The system is roof-top and will be installed on the available space of the clinic's 

roof using fixed structures with optimum orientation at azimuth 0° – i.e. modules facing true 

south – and using the optimum tilt angle of 30°. 

The main components of the proposed system include: Photovoltaic modules, hybrid inverter, 

lead acid batteries, cables, protections and other accessories, and steel structure. 

2.2.4. PV Solar Installations at Abu Shbak Clinic 
Abu Shbak Clinic is a medical clinic located in the downtown of Jabalia City in North 

Governorate. The proposed PV solar system for this clinic is about 25 kWp hybrid solar system. 

The system is roof-top and will be installed on the available space of the clinic's roof using 

fixed structures with optimum orientation at azimuth 0° – i.e. modules facing true south – and 

using the optimum tilt angle of 30°. 

The main components of the proposed system include: Photovoltaic modules, hybrid inverter, 

lead acid batteries, cables, protections and other accessories, and steel structure. 

2.3. Served Population 
The total number of beneficiaries of this project in 2019 is about 30,552 people per month; 

distributed among the four health facilities as follows: about 20,833 people/month served by 

Nasser Hospital in Khanyounis, about 3,145 people/month served by Deir Al Balah Central 

Clinic in Deir Al Balah, about 3,685 people/month served by Shuhada Al Zaytoun Clinic in Gaza 

City, and about 2,889 people/month served by Abu Shbak Clinic in Jabalia. 
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3. Policy and legal framework 
Environmental legislation and regulations are vital tools to protect public health and the 

environment and give consideration to sustainable development. The project is guided by the 

World Bank safeguard policies along with the local laws and regulations set by the Palestinian 

Authority. Therefore, this chapter of the report discusses the related World Bank safeguard 

policies as well as the existing Palestinian legal and policy framework for the environmental 

sector.  

3.1. World Bank OP/BP 4.01 on Environmental Assessment 
Under the World Bank's operational policies, there are ten environmental and social policies 

referred to as the Bank's “safeguard policies”. The objective of these policies is to prevent and 

mitigate undue harm to people and their environment in the development process.  

The screening of applicable World Bank social and environmental safeguards policies 

indicated that, among these policies, OP/BP 4.01 on Environmental Assessment is triggered 

by this project. The overall objective of the OP/BP 4.01 is to help ensuring the environmental 

and social soundness and sustainability of investment projects. As per this policy, 

environmental assessment is required by the World Bank for projects proposed for WB 

financing to help ensure that they are environmentally sound and sustainable, and thus to 

improve decision making. 

According to this policy, the WB undertakes environmental screening of each proposed 

project to determine the appropriate extent and type of EA. The WB classifies the proposed 

project into one of four categories, depending on the type, location, sensitivity, and scale of 

the project and the nature and magnitude of its potential environmental impacts. Based on 

the screening of this project, the project is classified as category B given that the potential 

adverse impacts are neither unprecedented nor are they as critical as those of Category A. I.e. 

the potential negative impacts on human populations and environment are site specific; and 

the mitigation measures are easily designed and implemented. For such projects, the policy 

requires an ESMP to be prepared. 

3.2. Palestinian Environmental Assessment Policy 
The Palestinian Environmental Assessment Policy (PEAP) was approved by decree No: 27‐ 

23/4/2000. The PEAP supports the sustainable economic and social development of the 

Palestinian people. Specifically, the PEAP promulgates the following: 

• Ensure an adequate quality of life in all aspects, and ensure that the basic needs and 

social, cultural, and historical values of the people are not negatively impacted as a 

result of development activities. 

• Preserve the capacity of the natural environment. 

• Conserve biodiversity and landscape, and promote the sustainable use of natural 

resources. 

• Avoid irreversible environmental damage, and minimize reversible environmental 

damage from development activities. 
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Under the PEAP, proponents of public and private projects are required to submit an 

Application for Environmental Approval that informs the EQA and relevant approving 

authorities of the intended project activities. Subsequently, a determination is made whether 

an Initial Environmental Evaluation (IEE) or a detailed EA is required. If neither an IEE nor EA 

report is required, the EQA, in coordination with the EA Committee, will determine if an 

Environmental Approval will be granted and, if so, under what conditions. An IEE is required 

for projects where significant environmental impacts are uncertain, or where compliance with 

environmental regulations must be ensured 

In accordance with this policy, an IEE study should include the predicted impacts and benefits 

of the project, and the proposed mitigation and environmental monitoring and management 

measures. 

3.3. Palestinian Environmental Law 
The Palestinian Environmental Law (PEL) No. 7 of 1999 was developed by the Environment 

Quality Authority (EQA), to protect environmental resources, including land environment; air 

environment; water resources and aquatic environment; and natural, archaeological and 

historical heritage. According to the PEL, the protection of these resources shall be addressed 

in all social and economic development plans in view of sustainable development and 

protection of the rights of future generations.  

The core issues of concern in the PEL are the protection of public health and social welfare, as 

well as the conservation of ecologically sensitive areas, biodiversity and rehabilitation of 

environmentally damaged areas. The PEL also sets penalties for violating any article presented 

under this law. The main objectives of the PEL include the following: 

• Protecting the environment from pollution. 

• Protecting public health and social welfare. 

• Incorporating environmental resources protection in all social and economic 

development plans and promoting sustainable development to protect the rights of 

future generations. 

• Conserving ecologically sensitive areas, protecting biodiversity, and rehabilitating 

environmentally damaged areas. 

• Establishing inter-ministerial cooperation. 

• Promoting environmental information collection and publication. 

• Promoting public awareness, education and training. 

 

Article 8 of this law reads, "The competent authorities, consistent with their respective 

specialization, shall encourage undertaking appropriate measures to reduce the generations 

of solid waste or any other hazardous waste to the lowest level possible, and to the best extent 

possible, shall encourage solid waste treatment, recycling or processing". 

In accordance with Article 12, and 13, the disposal of any hazardous substance or waste should 

not be done, unless such a process is conform with the terms, regulations, instructions and 

norms specified by EQA, in coordination with specialized agencies. 
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Moreover, as stated in Article 47, EQA, in coordination with appropriate authorities, is 

responsible for determining projects that require environmental approvals prior to licensing. 

The current project is bounded with Article 47.   

EQA, according to Article 57, is also empowered to stop, for a period not exceeding two weeks, 

any project works that could constitute a serious hazard to the environment. The stoppage 

can only be extended by a judicial order from the competent court. 

 

3.4. WHO Ambient Air Guidelines 
The WHO Air Quality Guidelines (2005) are recommended by the WB Environmental, Health 

and Safety Guidelines to be applied in the absence of national legislated standards, in order 

to prevent or minimize significant to ambient air, by ensuring that emissions do not result in 

pollutant concentrations that reach or exceed these guidelines and standards. Interim targets 

are provided in recognition of the need for a staged approach to achieving the recommended 

guidelines. Table 3-1 sets a comparison between the WHO and Palestinian ambient air quality 

standards. 

 

Table 3-1: WHO and Palestinian Ambient Air Quality Guidelines 

Parameter 
Averaging 

Period 

WHO Guideline value*  

(µg/m3) 

Palestinian Guideline value 

(µg/m3) 

PM10 

 

24-hour 

150 (Interim target-1) 

100 (Interim target-2) 

75 (Interim target-3) 

50 (guideline) 

150 

1-year 

70 (Interim target-1) 

50 (Interim target-2) 

30 (Interim target-3) 

20 (guideline) 

70 

NO2 

 

1-hour 200 (guideline) 400 

24-hour -- 200 

1-year 40 (guideline) 100 

O3 

 

1-hour -- 200 

8-hour 
160 (Interim target-1) 

100 (guideline) 
120 

SO2 

 

1-hour -- 350 

24-hour 

125 (Interim target-1) 

50 (Interim target-2) 

20 (guideline) 

250 

1-year -- 60 

10-minute 500 (guideline) -- 

* PM 24-hour value is the 99th percentile. 

 

3.5. Palestinian Ambient Air Quality Standards 
The Palestinian Ambient Air Quality Standards (PS 801- 2010) were developed by the 

Palestinian Standards Institution (PSI) through the Environment Committee. The result is 
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health based standards and objectives for a number of pollutants in air, including particulate 

matter, nitrogen oxides, ozone and sulfur oxides as shown in Table 3-1 for the comparison 

between the Palestinian and the WHO ambient air standards. 

 

3.6. WHO Noise Level Guidelines 
Guidelines for Community Noise, World Health Organization (WHO), 1999, provided 

guidelines values for noise levels measured out of doors. These levels, presented in Table 3-2, 

should not be exceeded by any noise source.  

 

Table 3-2: WHO Outdoor Noise Level Guidelines 

Receptor 

One Hour LAeq (dBA) 

Daytime 

(07 am – 10 pm) 

Nighttime 

(07 am – 10 pm) 

Residential, institutional, educational 55 45 

Industrial, Commercial 70 70 

 

3.7. Palestinian Noise Level Guidelines 
The Palestinian Standards Institution have established the Outdoor Noise Standards (PS 840- 

2005), through the Environment Committee, to Provide information for the protection of 

public health against the outdoor noise level. These guidelines are shown in Table 3-3. The 

Palestinian and the WHO guidelines have almost the same levels, with the Palestinian 

guidelines having more detailed types of receptors 

 

Table 3-3: Palestinian Outdoor Noise Level Guidelines 

Receptor 

One Hour LAeq (dBA) 

Daytime 

(07 am – 08 pm) 

Nighttime 

(07 am – 08 pm) 

Rural residential areas, hospitals, schools 40 30 

Residential 50 40 

Residential with some commercial activities, 

or along main roads  
55 45 

Commercial 65 60 

Industrial 75 65 

 

3.8. World Bank Environmental, Health and Safety General Guidelines 
The Environmental, Health, and Safety (EHS) Guidelines are technical reference documents 

which are applied when one or more members of the World Bank Group are involved in a 

project. These Guidelines contain the performance levels and measures that are generally 

considered to be achievable in new facilities by existing technology at reasonable costs. 

 

The General EHS Guidelines are designed to be used together with the relevant Industry 

Sector EHS Guidelines, which provide guidance to users on environmental, community health 

and safety and occupational health and safety issues in specific industry sectors.  These 
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guidelines were used during the identification of mitigation measures and monitoring 

activities. 
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4. Baseline Conditions 
This chapter presents and identifies relevant site-specific baseline data on the characteristics 

of the sites for different sub-projects based on the field visits conducted by the consultant, 

the interviews with stakeholders and the review of relevant documents. It provides baseline 

information for each site on the locations and land use, biological resources, air quality and 

noise levels, current energy sources, and historical and cultural heritage. It also provides 

general information regarding employment and workforce in the Gaza Strip. 

4.1. Location of the Sub-Projects Sites 
The Gaza Strip is a narrow area of land bordering the eastern coast of the Mediterranean Sea 

located in the south-west area of Palestine. The Gaza Strip is about 42 km long and between 

6 to 13 km wide, and its total area is 365 km2. The project sites are distributed across different 

areas in the Gaza Strip as follows: 

• Nasser Hospital in Khanyounis, 

• Deir Al Balah Central Clinic in Deir Al Balah, 

• Shuhada Al Zayoun Clinic in Gaza City, and 

• Abu Shbak Clinic in Jabalia. 

The main information regarding the available area, on-site objects, and surroundings of each 

of the four sites is shown in Table 4-1. As discussed earlier in Chapter 2, the PV installations in 

the three clinics will be rooftop installations, while in Nasser Hospital the PV installations will 

be ground-mounted. Therefore, the on-site objects found in the PV installations' sites in the 

three clinics are mainly solar water heaters, water tanks, antenna towers, and existing PV 

systems, which are found in Deir Al Balah Central Clinic site and Shuhada Al Zaytoun Clinic site. 

Moreover, two Eculaptys trees are found to the southern border of Deir Al Balah Clinic site. 

On the other hand, the main objects found in the Nasser Hospital site are trees. Photos for 

each site are shown in Figures (4-1 to 4-4). 
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Table 4-1: Main Characteristics of the Proposed Sites for PV Installations 

Site Location 
Total Area 

(m2) 
Type of PV 
installation 

Available Area for PV 
installation (m2) 

On-site 
objects 

Surroundings 

Nasser Hospital Khanyounis 3,000 Ground-mounted 2,000 68 Trees 

Residential buildings 
about 12 m to the 

south. 
Parking space to the 

north. 

Deir Al Balah Central 
Clinic 

Deir Al Balah 1,848 Roof-top 920 

PV Solar 
Panels, Solar 

water 
Heaters, and 
Water tanks 

A school adjacent to the 
western border of the 

site and another school 
adjacent to the eastern 

border of the site. 
Residential buildings 

located about 10-12 m 
to the north. 

Residential buildings 
located about 50 m to 

the south as well as two 
Eucalyptus trees 
adjacent to the 

southern border. 
Main road about 30 m 

to the east. 

Shuhada Al Zaytoun 
Clinic 

Gaza 350 Roof-top 250 
PV Solar 

Panels, and 
Water tanks 

A school adjacent to the 
western border of the 

site. 
Residential buildings 

located about 30-50 m 
to the south. 
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Site Location 
Total Area 

(m2) 
Type of PV 
installation 

Available Area for PV 
installation (m2) 

On-site 
objects 

Surroundings 

A public main road and 
residential and 

commercial buildings 
about 12 m to the east 

Abu Shbak Clinic Jabalia 400 Roof-top 200 

Water tanks 
and 

Solar water 
heaters 

Residential buildings 
and 

agricultural land about 
10 m to the north 
A public road, and 

residential and 
commercial buildings 

about 12 m to the east 
Industrial warehouses 

about 10 m to the south 
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Figure 4-1: Photos for the proposed site for the installation of PV system at Nasser Hospital 

in Khanyounis (August, 2019) 
 

  
Figure 4-2: Photos for the proposed site for the installation of PV system at Deir Al Balah 

Central Clinic in Deir Al Balah City (August, 2019) 
 

Taking into consideration that these health facilities are located in mixed 

residential/commercial areas, the surroundings of the proposed sites for PV installations, as 

shown in Table 4-1, are mainly residential and/or commercial buildings, and schools. 

Moreover, all of these facilities are located on main and sub-main paved roads. 

  

Figure 4-3: Photos for the proposed site for the installation of PV system at Shuhada Al 
Zaytoun Clinic in Gaza City (August, 2019) 
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Figure 4-4: Photos for the proposed site for the installation of PV system at Abu Shbak Clinic 

in Jabalia (August, 2019) 
 

4.2. Biological Resources 
In spite of its very small area and crowded population, the Gaza Strip has interesting 

biodiversity elements in terms of species, habitats and ecosystems (Abd Rabou, 2009). 

Vertebrate wildlife species, including wild mammals, birds, reptiles and amphibians, are 

common in the Gaza Strip. The project sites are commonly surrounded by residential areas 

that have no specific significant faunistic species or habitats. 

Moreover, according to the conducted site visits and the reviewed literature, which includes 

scientific publications and reports, it was confirmed that no specific significant floristic species 

are witnessed in the area, other than the trees found in the site of PV installations at Nasser 

Hospital that provide refuge to wildlife species, especially birds, along with some regular 

common species such as shrubs and herbaceous plants that can be found in surrounding 

areas.  

4.3. Air Quality and Noise level 
Available data on ambient air quality in Gaza are very limited. Some site specific monitoring 

campaigns were carried out during the past five years. The only integrated study that covers 

different areas in the Gaza Strip was carried out in 2005 by the Environmental Protection and 

Research Institute. The pollutants of concern included sulfur dioxide (SO2), nitrogen oxides 

(NOx), and Lead (Pb) (EPRI, 2006). 

According to this study (EPRI, 2006); the average annual SO2 concentration, in Gaza, North 

Gaza, Middle Area, and Khanyounis governorates, is about 180, 70, 100, and 60 μg/m3, 

respectively. While the average annual NOx concentration is about 42, 19, 27, and 17 μg/m3 

in Gaza, North Gaza, Middle Area, and Khanyounis governorates, respectively. Moreover, the 

average annual lead concentration according to the same study is about 0.15 μg/m3.  

Another study conducted in 2016 (Al Madhoun et al., 2016) revealed that the mean CO2 

concentrations at different locations in the Gaza Strip, which included main crowded streets 

as well as minor streets, range between 341-518 ppm, which is very close to or higher than 

the agreeable international level of CO2 (350 ppm). 

With regards to noise levels, all of the four sub-projects sites are located in urban areas, with 

medium to high traffic activities identified in the vicinity of the sites, and all of the four sites 

contain diesel generators with different capacities (See Figure 4-5). A recent study (Al 

Madhoun et al., 2013), measured the traffic noise level at various development sites of 
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different traffic volumes in Gaza City (urban, rural and camps). The results obtained show that 

the average noise level during weekdays in the urban areas ranged from 69.57 dB to 87.88 dB. 

  
Figure 4-5: Existing Diesel Generators at Abu Shbak Clinic and Shuhada Al Zaytoun Clinic  

 

4.4. Energy 
As mentioned earlier in Chapter 1 of this report, rolling power cuts in the Gaza Strip, which 

occur from 12 to 18 hours daily, have led to a very unpredictable and discontinuous supply. 

Accordingly, the current power supply in health facilities in the Gaza Strip, including the four 

facilities targeted in this project, has been designed to cope with the constraints of the power 

supply in Gaza.  

 

Based on the services provided by different health facilities, the loads and devices that depend 

on electricity vary between hospitals and clinics. A daily 24-hour electricity is essential for 

medical refrigerators for vaccines and medications storage as well as laboratory refrigerators 

found in clinics, while it is more critical in Nasser Hospital, where all of the essential services 

depend on the availability of electricity for 24 hours per day, including intensive care, 

operating theatres, hemodialysis and pharmaceutical and vaccine storage. 

The existing power supply options in the four sub-projects sites include mainly an external 

supply from the Gaza Electricity Distribution Corporation (GEDCo) grid and on-site generation 

from emergency diesel generators with capacity to cover the load of the main devices in the 

facility. Moreover, a 250 kWp PV solar system has been installed at Nasser Hospital in early 

2019, and two small scale PV solar systems of 0.5 kWp and 8 kWp are installed at Deir Al Balah 

Central Clinic and Shuhada Al Zaytoun Clinic, respectively, to operate a groundwater well and 

small desalination plant. 
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4.5. Employment and Workforce 
Unemployment in the Gaza strip has been persistently high. According to percentage 

distribution of labor force participants, the general unemployment rate was 48.2% among 

labor force participants. The working youth in the Gaza Strip engages is somewhat different 

economic activities. Most employed young persons in the Gaza Strip work in trading, followed 

by services and industry (PCBS, 2018).  

Temporary employment is dominant in the Gaza Strip. Many jobs are characterized by daily 

wages and short-term contracts. In 2017, the average daily wage recorded in the Gaza Strip 

was NIS 59.5 per day. Although this might be a relatively higher rate compared to other 

developing countries, it is still too low to allow families to meet daily basic needs, given 

relatively high prices for basic commodities as a result of blockade and several economic 

restrictions.  

In addition, according to patterns of consumption, the poverty rate is considered to be 

growing amongst Palestinians. The Gaza Strip experiences extreme poverty amounting to over 

65%. The number of people receiving relief aid from UNRWA and international relief agencies 

is more than a million, which is up to 50% of the population of the Gaza Strip.  

4.6. Historical and Cultural Heritage 
The archaeological sites and historical buildings in the Gaza Strip vary between monuments, 

mosaic sites, mosques, churches and others. Most of these sites are located in the coastal 

zone of the Gaza Strip. Gaza City is found to comprise most of these sites; the most notable 

one is Tel Al-Ajjul site which is located some 6 km south-west of Gaza City, near the outlet of 

Wadi Gaza to the sea. Some other important sites in Gaza City include mosques like the Al-

Omary Large Mosque, Al-Sayyed Hashim Mosque, Kateb Welaya Mosque, Saint Hilarion 

Monastery (Tel Um Amer), and Saint Perfirius Church, Which is located in Alzaytoun 

neighborhood in Gaza City (MoTA, 2013). However, all of these sites are located far enough 

from the site proposed for solar installations in Shuhada Al Zaytoun Clinic. Byzantine Church 

is found in Jabalia far from Abu Shbak Clinic. 

In Deir Al Balah, there are also many archaeological sites. Some of these are: Deir Al Balah 

cemetery, Deir Al Balah Castle, Tel Alrqesh, Al Khader monastery and mosque and other sites 

(Al-Goula et al, 2013). The most important archaeological sites in Khanyounis are 

archaeological structures and old Khans like Khan of the Emir Younis al-Nuruzi and Castle of 

Sultan Barquq. These sites are also located far from the sub-projects sites in Deir Al Balah 

Central Clinic and Nasser Hospital. 

Based on desk study review and observations from the conducted site visits, it is confirmed 

that no traces of archaeological and cultural heritage have been found at the proposed project 

sites.  
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5. Public Consultation and Grievance Redress Mechanism 
The following sections will discuss the stakeholders' identification, engagement and 

consultation, including the main concerns that were raised during the different consultation 

activities. The sections also discuss the proposed grievance redress mechanism. 

5.1. Public Consultation 
As part of the ESMP, many activities were carried out to ensure the adequate engagement of 

stakeholders. The first step of this process was the identification of project Stakeholders.  

Stakeholders may include locally affected community groups or individuals and their formal 

and informal representatives, national or local public authorities, civil society and community-

based organizations and groups with special interests. Then, the identified stakeholders were 

approached and engaged as discussed hereafter. 

Stakeholders Identification 

In order to capture stakeholders, who are directly or indirectly affected by the project 

(project-affected people) along with other relevant stakeholders, two approaches were 

adopted as follows: 

­ Identification of stakeholders based on geographical location: these include the 

neighbors of the sub-projects sites who might be affected by the project during 

different phases.  

­ Identification of stakeholders based on their interest and influence: these include the 

project beneficiaries (Nasser Hospital, Deir Al Balah Central Clinic, Shuhada Al Zaytoun 

Clinic, and Abu Shbak Clinic), as well as national public institutions concerned with the 

project, e.g. PENRA. 

Stakeholders Engagement and Consultation 

In order to ensure the proper engagement of the identified Project Affected Persons (PAPs) 

and other relevant stakeholders, the key consultation activities during the course of the study 

could mainly include individual meetings.  

Representatives of the four health facilities were approached through individual meetings, 

where the project components, locations and baseline conditions of the proposed sites were 

reviewed. The general opinions and concerns from the interviewed personnel were 

incorporated and addressed within this report. The feedback, comments, and concerns of 

each interviewees are summarized in Table 5-1. Photos during different meetings are 

presented in Figure 5-1 (a, b, c and d). 

Moreover, neighbors of the sites who are expected to experience nuisance from heat and light 

reflection from the installed PV systems during operation, as well as the schools and shops 

that are expected to be affected during construction were also approached through 

interviews (See Table 5-1, Figure 5-2 and Figure 5-3).  
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Table 5-1: Summary of the Key Stakeholders Meetings and Outcomes 

Person Institution Location Date Issue Discussed Main Outcomes/Concerns 

Ahmad Allaham-
Electrical Engineer 
 
Abdullah Al Astal-The 
hospital gardener  
 

Nasser 
Hospital 

Khanyounis August 07, 
2019 
and 
September 
16, 2019 

- The potential 
environmental and social 
concerns of the proposed PV 
system for the hospital. 
- The existing energy sources 
at the hospital. 
- The site conditions in terms 
of available area, existing 
utilities, and biological 
resources. 

- The proposed site for the PV solar 
installations is currently occupied with about 
44 date palm trees, 20 olive trees, and four 
acacia trees that will be replanted at another 
area with same characteristics within the 
hospital's borders. 
- Electricity is essential for the operation of all 
devices and services at the hospital. A 250 
kWp PV solar plant has recently been installed 
to serve the hospital. Moreover, the hospital 
depends on diesel generators with large 
capacities as a key source of energy. 

Dr. Khalil Abu Qasmiya-
Department Manager 
 
Ms. Amal Mughari- 
Administrative 
Manager 
 
Mohammed Al Saedi-
Maintenance Engineer 

Deir Al 
Balah 
Central 
Clinic 

Deir Al Balah August 07, 
2019 

- The potential 
environmental and social 
concerns of the proposed PV 
system for the clinic. 
- The existing energy sources 
at the clinic. 
- The site conditions in terms 
of available area, existing 
utilities, and biological 
resources. 

- The roof of the clinic is occupied by some 
utilities and services such as solar water 
heaters, water tanks, and 2 PV solar panels. 
- Electricity is mainly required for the medical 
refrigerators. The available sources of energy 
include, along with the electricity from the 
grid, a diesel generator, and a 500-watt PV 
system that is used to operate a groundwater 
well. 
- No biological resources are found to be 
affected by the project activities. 

Saleem Sleem- 
Administrative 
Manager 
 

Shuhada Al 
Zaytoun 
Clinic 

Gaza City August 20, 
2019 

- The potential 
environmental and social 
concerns of the proposed PV 
system for the clinic. 

- The roof of the clinic is occupied by some 
utilities and services such as solar water 
heaters, water tanks, and a PV solar system. 
- Electricity is mainly required for the medical 
refrigerators. The available sources of energy 
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Table 5-1: Summary of the Key Stakeholders Meetings and Outcomes 

Person Institution Location Date Issue Discussed Main Outcomes/Concerns 

Jamal Abu Nada-
Maintenance Engineer 
 
Mohammed Abu Afeef-
Electrical Engineer 

- The existing energy sources 
at the clinic. 
- The site conditions in terms 
of available area, existing 
utilities, and biological 
resources. 

include, along with the electricity from the 
grid, a diesel generator, and an 8 kWp PV 
system that is used to operate a small 
desalination plant at the clinic. 
- No biological resources are found to be 
affected by the project activities. 

Mohammed Shehab-
Administrative 
Manager 

Abu Shbak 
Clinic 

Jabalia August 20, 
2019 

- The potential 
environmental and social 
concerns of the proposed PV 
system for the clinic. 
- The existing energy sources 
at the clinic. 
- The site conditions in terms 
of available area, existing 
utilities, and biological 
resources. 

- The existing diesel generator at the clinic 
causes nuisance to the neighbors of the clinic, 
who complain of its noise and emissions.  
- Replacement of traditional lights with 
energy-efficient light bulbs could be 
considered as part of the project to save more 
energy. 
- Electricity is mainly required for the medical 
refrigerators. The available sources of energy 
include, along with the electricity from the 
grid, a diesel generator. 
- No biological resources are found to be 
affected by the project activities. 

AbdelFattah 
Abushammala-
Resident of a building 
located to the South of 
the site of the existing 
PV system at Nasser 
Hospital 
Zeyad Al Shaqra- 
Resident of a building 

--- Khanyounis September 
16, 2019 

-The impact of heat and light 
reflection from the existing 
system. 

- The residents of the buildings to the South of 
Nasser Hospital site did not experience any 
nuisance from heat and light reflection of the 
existing PV system, and they do not expect 
that the new system will have any impact on 
them. 
- The residents believe that the benefits of 
such project are much more important, as it 
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Table 5-1: Summary of the Key Stakeholders Meetings and Outcomes 

Person Institution Location Date Issue Discussed Main Outcomes/Concerns 

located to the South of 
the proposed site of PV 
system installations at 
Nasser Hospital 

will help improving the health services in the 
area. 
 

Mr. Said Mizyed - 
Principal 

Deir Al 
Balah 
Primary 
School 

Deir Al Balah – 
adjacent to the 
eastern border 
of Deir Al Balah 
Clinic's PV site 

October 7, 
2019 

- The potential impact of the 
proposed PV installations in 
Deir Al Balah Central Clinic 
during construction, and the 
school administration 
recommendations 

- The project will have an overall positive 
impact on the schools, as it will help 
minimizing the use of the recent noisy diesel 
generators in the clinic site. 
- One of the roofs in Deir Al Balah clinic site, 
where PV panels will be installed, is very close 
to the playground in Deir Al Balah primary 
school. Therefore, timely coordination with 
school administration is required during 
construction to prevent students from 
reaching the working area; and the 
installation of a net fence between the school 
and the project site is highly recommended to 
avoid any damage to the PV panels during 
operation. 
- Downloading the panels and the steel 
structures from trucks and uploading them to 
the roofs should take place after 2:00 pm (the 
clinic working day is over and no students 
traffic in the working area). 

Mrs. Basma Abu Jarir - 
Principal 

Al Aa'isheya 
Secondary 
School 

Deir Al Balah – 
adjacent to the 
western border 
of Deir Al Balah 
Clinic's PV site 

October 7, 
2019 

Mrs. Firyal Al 
Nabaheen - Principal 

Hashim Al 
Shawwa 
Secondary 
School 

Gaza city – 
adjacent to 
Shuhada Al 
Zaytoun Clinic 

October 8, 
2019 

- The potential impact of the 
proposed PV installations in 
Shuhada Al Zaytoun Clinic 
during construction, and the 

- The area is familiar with such projects; many 
schools in the area already have installed PV 
systems. Downloading the panels and the steel 
structures from trucks and uploading them to 
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Table 5-1: Summary of the Key Stakeholders Meetings and Outcomes 

Person Institution Location Date Issue Discussed Main Outcomes/Concerns 

Mr. Omar Abu Abdu - 
Principal 

Hasan Al 
Nakhal 
Primary 
School 

Gaza city – about 
50 m to the west 
of Shuhada Al 
Zaytoun Clinic 

October 8, 
2019 

school administration 
recommendations 

the roofs should take place after 2:00 pm (the 
clinic working day is over and no students 
traffic in the working area). 
- The project will have an overall positive 
impact on the schools, as it will help minimizing 
the use of the recent noisy diesel generators in 
the clinic site. 

Owners of some shops 
nearby the sub-
projects sites 

Shops Khanyounis, and 
Gaza cities 

September 
16, 2019 
and  
October 8, 
2019 

- The potential impacts of 
the project on their business 
during construction 

- The area is familiar with such projects; many 
schools in the area already have installed PV 
systems; and no problems or impacts were 
encountered. 
- The surrounding community believe that the 
project will help in ensuring the continuous 
availability of medicines in the clinic. 
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(a) (b) 

  
(c) (d) 

Figure 5-1: Photos during the meetings with the facility representatives at: a) Nasser 
Hospital b) Deir Al Balah Clinic, b) Shuhada Al Zaytoun Clinic, and c) Abu Shbak Clinic 

 

  
Figure 5-2: Interviews with the neighbors of the sub-project sites (September, 2019) 

 

  

  
Figure 5-3: Interviews with the schools nearby the sub-project sites (October, 2019) 
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5.2. Grievance Redress Mechanism 
The grievances related to the proposed activities for the health sector are limited to 

complaints from the surrounding communities during the different project phases. A 

grievance redress or complaints handling mechanism will be in place to ensure that PAPs have 

the access to a viable system to air grievances and to seek resolution with no intimidation or 

coerciveness. The grievance system is also important for PENRA and GEDCo to ensure they 

are accountable to complaints and that these complaints are handled transparently and 

efficiently. 

A grievance redress mechanism has already been proposed for this project. This GRM was 

reviewed by the consultant and adjusted to suit the specific needs of the stakeholders. The 

proposed GRM follows clear and smooth administrative procedures, in order to provide 

sufficient time and effort, and to optimize the complaints from the reception to completion 

or closure. The following is a description of the Grievance Redress Mechanism (GRM) that will 

be used.  

Definitions: 

• Complaint: is an expression of written or verbal dissatisfaction by the complainant 

to the complaints officer in the headquarter of the electricity distribution company 

in the Gaza Strip expressing his dissatisfaction with service or damage caused to him 

as a result of the implementation of the project. 

• Complainant: A person or company who has suffered damage due to the 

implementation of one of the components of the project or its implementation 

mechanisms or results. 

• Complaints Officer: The customer service employee in GEDCo. 

Procedures for receiving and handling complaints: 
The following procedures aim to regulate and facilitate the process of receiving and handling 

complaints in order to develop and provide better service to the local community and rectify 

any harm suffered by the affected party as a result of the implementation of the four sub-

projects within the various procedures and regulations. 

First: the pre-complaint stage 

The complainant should take into consideration when submitting the complaint the 

following things as they contribute to saving time and effort on the parties, which are as 

follows: 

• The subject matter of the complaint is related to the components of the project and 

its implementation mechanisms or results. 

• The complainant has suffered direct or indirect damage resulting from the 

implementation of the project. 

Second: the stage of receiving the complaint  

Complaint Procedure : 

• The complainant shall submit a complaint to the competent authority to receive 

complaints in one of the following ways : 

1. Personal attendance of the complainant at GEDCo headquarter. 

2. Through the website of GEDCo. Call the information center at the Call Centers . 
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• The complainant to attend and submit a complaint to the competent staff in the 

complaints offices in GEDCo . 

• If the complainant chooses to submit the complaint electronically via the website of 

GEDCo, the computerized system will transfer the complaint electronically to the 

competent employee in the company. 

• In case of telephone call, the complaint officer will receive and register the 

complaint . 

• The complainant shall fill in the form approved in writing and signed or electronically 

approved including all his data . 

• The complainant shall attach any documents supporting the complaint if any . 

• The employee responsible for verifying the data submitted in the form and handing 

over the complainant a follow-up ticket. In the event of filing a complaint through 

the system, the complainant receives a number that can follow up the complaint by 

telephone . 

• The competent employee to enter the data of the complainant and the content of 

the complaint on the computerized system in the event that it was submitted in 

writing or through the phone . 

Accept or reject the complaint and refer it to the competent authority : 

• The concerned employee shall inform the complainant of accepting the complaint or 

rejecting it within three working days from the date of submission of it as a 

maximum. 

• The competent officer shall refer the complaint to the competent authority to 

consider the complaint. 

• The competent authority to which the complaint has been referred shall submit the 

response within ten working days from the date of receipt. 

• The relevant Complaints Officer shall inform the Complainant of the readiness of the 

response and the necessity of attending to receive the reply in person. 

Third: the stage of studying the complaint and its follow-up 

In the event of acceptance of the complaint, the competent complaints officer shall study 

the nature of the complaint and refer it to the competent authority as follows: 

• Validating the information and documents attached to the complaint. 

• Ask the complainant about any additional information about the complaint if 

necessary. 

• Transfer the complaint to the competent authority. 

• The competent authority to respond to the complaint and provide support if 

necessary. 

• The complaints officer of GEDCo shall inform the complainant of the response. 

Fourth: the stage of closing the complaint and preparing reports 

The complaint shall be closed in one of the following cases: 

• If the subject of the complaint is not related to the components of the project and 

the mechanisms of its implementation or its results. 

• After informing the complainant of the response and resolving the complaint. 

• If the complainant asks to close the complaint or stop following it. 

• If an amicable resolution of the complaint is reached. 
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• If the complaint is deemed to be malicious. 

Complaints shall be submitted as follows: 

• Monthly reports to the Director General of the Project Monitoring Unit of the Energy 

and Natural Resources Authority. 

• Quarterly reports to the World Bank's competent authority. 

Fifth: unsettled complaints: 

• In case the complaint officer does not receive the response after exhausting the 

period mentioned above, the complaint is considered to be defective. 

• The faulty complaint shall be forwarded by the responsible officer to the Director 

General of the Project monitoring Unit of PENRA Authority for processing and follow 

up, accompanied by recommendations and suggestions, provided that the response 

shall be within a maximum period of ten working days. 

• If the Director General of the PMU does not receive any response regarding the 

complaint after addressing the competent authority within a period of seven 

working days, the Director General shall refer it to the Head of the Energy and 

Natural Resources Authority for appropriate action. 

Suggested complaint forms: 

In order to facilitate the processing, classification and response of complaints, it is necessary 

to adopt project complaint forms. 

• Complaint Form: This form includes part of the complainant's particulars, the 

identity of the complainant, his identity number, the registration number, the place 

of residence and the method of communication; the other part relates to the 

complaint itself, through a statement of the subject of the complaint; Items relating 

to the repetition of the complaint or is it new. 

• A complaint card form for the complainant, including the name and address of the 

complainant, the subject of the complaint, the number and date of the complaint, 

the time of the review of the complaint against the date, 

• Inquiry form for additional information: An inquiry form related to the subject of the 

complaint may be submitted by the competent authority to the complainant, and 

the complainant will answer the inquiry . 

• A response form to the complaint, including a letter addressed to the complainant 

from the concerned officer containing the final response regarding the complaint . 

• Any other forms considered by the project-based entity as necessary according to 

the developments and the nature of the cases and complaints under study and 

within the limits of the powers and competencies of the competent authority 
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6. Potential Environmental and Social Impacts and Mitigation 
The main potential impacts that could arise from the different phases of the Project were 

identified and their significance was assessed so that any potentially significant impacts can 

be properly mitigated and monitored. 

The identification and analysis of impacts consist of reviewing the design information 

submitted by the Project Proponent (PENRA in this case), in conjunction with the baseline 

information of the project sites. Impacts from similar projects are also examined so as to 

identify potentially significant impacts on the environment and surrounding communities. 

Identification of potential environmental and social impacts was facilitated by the use of a 

matrix that shows the main activities and operations anticipated at the project sites, the major 

impacts, and the environmental and social components affected.  

Table 6-1 presents the matrix that was used to summarize the impacts expected on different 

environmental and social elements during the construction and operation and maintenance 

phases for the four sub-projects.  

Table 6-1: Impact Identification Matrix 
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   Sub-project 1: PV Installations at Nasser Hospital 

   Construction Phase: 

Site Clearance x x x - - x x - x - - 

Mobilization of Equipment x x x - - - x x x - - 

Excavation for the base 

of the PV mounting 

structure 

x x x x - x x - x - x 

Installing the mounting 

structure 
- x - - - x x - x - - 

Installing the PV panels - x - - - x x - x - - 

Electrical connections - - - x - - x - x - - 

   Operation and Maintenance Phase: 

Normal Operation - x - x - x - - x x - 

Maintenance Activities - - - - - x x x x - - 

   Sub-project 2: PV Installations at Deir Al Balah Central Clinic 
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Table 6-1: Impact Identification Matrix 
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   Construction Phase: 

Site Clearance x x x - x - x - x - - 

Mobilization of Equipment x x x x - x x x x - - 

Installing the mounting 

structure 
- x - - - x x - x - - 

Installing the PV panels - x - - - x x - x - - 

Electrical connections - - - x - - x - x - - 

   Operation and Maintenance Phase: 

Normal Operation - x - x - x - - x x - 

Maintenance Activities - - - - - x x x x - - 

   Sub-project 3: PV Installations at Shuhada Al Zaytoun Clinic 

   Construction Phase: 

Site Clearance x x x - x - x - x - - 

Mobilization of Equipment x x x x - x x x x - - 

Installing the mounting 

structure 
- x - - - x x - x - - 

Installing the PV panels - x - - - x x - x - - 

Electrical connections - - - x - - x - x - - 

   Operation and Maintenance Phase: 

Normal Operation - x - x - x - - x x - 

Maintenance Activities - - - - - x x x x - - 

   Sub-project 4: PV Installations at Abu Shbak Clinic 

   Construction Phase: 

Site Clearance x x x - x - x - x - - 

Mobilization of Equipment x x x x - x x x x - - 

Installing the mounting 

structure 
- x - - - x x - x - - 

Installing the PV panels - x - - - x x - x - - 

Electrical connections - - - x - - x - x - - 

   Operation and Maintenance Phase: 

Normal Operation - x - x - x - - x x - 

Maintenance Activities - - - - - x x x x - - 

 

The affected environmental and social parameters were identified based on the ESMF and the 

generic ESMP prepared for the project, the public consultations, the sites visits, and the 

experience of the consultant with similar projects. Then, the significance of the identified 

impacts was assessed taking into consideration different factors including nature, magnitude, 

geographical extent, timing, duration and reversibility of the impact.  
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Responding to the impacts identification and assessment, detailed site-specific mitigation 

measures were identified and evaluated in order to avoid, reduce or remedy the impacts 

associated with the project implementation during different phases.  

The following impacts and mitigation measures are specific for the four sub-projects sites, 

with more discussion made for site-specific issues at each of these four sites. 

6.1. Impacts on Air Quality 
Based on the assessment of the baseline conditions of air quality as provided in section 4.3 in 

relation to the proposed project activities at all sub-projects sites, the following Impacts have 

been recognized. 

During Construction 

The main sources of impact on air quality during construction activities along with the 

proposed mitigation measures are discussed hereafter. 

Impacts 

Taking into consideration the extent and nature of project activities, where transporting 

vehicles movement is limited and the excavation and backfilling works are limited to Nasser 

Hospital site, in addition to the baseline characteristics of air quality in different sub-projects 

sites, where diesel generators are being used and vehicles movement on roads around the 

sites is taking place; it can be concluded that the construction activities will have more 

significant impact on the air quality parameters in Nasser Hospital site.  

Mitigation measures 

The following mitigation measures are recommended for controlling impacts on air quality 

during construction phase: 

• Plan vehicle movements and do not overload vehicles to minimize exhaust emissions. 

• Control the speed of transporting vehicles, select transportation routes to minimize 

dust impact on sensitive receivers. 

• Assure the use of well-maintained mechanical construction equipment. 

• Comply with relevant local emission standards from vehicles and heavy equipment 

where available and applicable. 

• At Nasser Hospital, water spray construction site and stockpiles to minimize dust 

generation, and schedule and monitor excavation and backfilling activities.  

Residual Impact 

The impacts on air quality from dust and construction vehicles emissions are restricted 

spatially to the areas directly close to generation and decreasing significance with distance . 

After the implementation of the mitigation measures, the impacts on air quality during 

construction in all sub-projects sites are considered negative short-term and with low 

significance. 
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During Operation and Maintenance 

The main sources of impact on air quality during operation and maintenance activities along 

with the proposed mitigation measures are discussed hereafter. 

Impacts 

The operation of the project will not produce any pollutants or greenhouse gases. Rather, it 

will have a positive indirect impact on the air quality as the solar energy will replace and/or 

reduce the use of other energy sources that have larger impacts on the air quality, i.e. the use 

of PV solar systems in the four sub-projects sites will reduce the operation times and effective 

load of the emergency diesel generators and thus will reduce fuel consumption and 

greenhouse gas emissions as a result. 

The operation of the four sub-projects is expected to annually save around 219,120 litres of 

fuel and to reduce CO2 emissions by 244.2 tons per year. 

Mitigation Measures 

No mitigation measures are required. 

Residual Impact 

The impact on air quality during the operation and maintenance phase is assed as positive 

long-term impact with high significance. 

6.2. Impacts on Noise Quality 
The relevant baseline information for this section is presented in Section 4.3. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 

During Construction 

The main sources of impact on noise quality during construction activities along with the 

proposed mitigation measures are discussed hereafter. 

Impacts 

Mostly, the construction phase for all sub-projects will include noise generating activities 

associated with operation of machinery, transport of materials in trucks, and installation of 

mounting structures and PV modules specially when working on the roofs of the clinics. In 

general, the impact of construction noise depends on the proximity of the construction 

activities to noise sensitive receptors (NSRs), including residential areas, schools, worship 

places, clinics and hospitals. Therefore, as the projects sites are mainly either hospitals or 

clinics that are located in residential areas, and as two schools were found adjacent to Deir Al 

Balah Central Clinic and Shuhada Al Zaytoun Clinic, then the impact of construction noise will 

be of concern. 

The assessment of the baseline noise conditions in each site revealed that the current noise 

levels at the majority of the project sites are relatively high (70-75 dB) due to the presence of 

on-site diesel generators and due to their proximity to heavy traffic roads. It is expected that 
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the construction activities will add up more noise to the existing levels to reach about 85 dB 

during some activities. Such levels of noise exceed the Palestinian Outdoor Noise standards 

(PS 480-2005) and WBG/IFC guidelines (40 dB day time- 30 dB night time for areas where 

hospitals are found). These impacts, however, are anticipated to cause temporary and local 

nuisance.  

Mitigation Measures 

The following mitigation measures are recommended for controlling noise impacts during 

construction phase: 

• Comply with Palestinian Labor Law regarding provision of protective hearing devices 

and appropriate safety equipment to workers on construction sites, where 

construction works are expected to produce noise over an appropriate level. 

• Apply OSHA 1910.95 (a) and OSHA 1910.95 (b) regarding exposure periods to different 

noise levels . 

• Provide well-maintained construction vehicles and machinery, in order to minimize 

noise. 

• Restrict the movement of machinery within project boundaries and plan vehicle 

movements to and from sites. 

• Prohibit operating heavy or noisy machinery between the hours of 6:00 pm (18.00) 

and 6:00 am during working days and all day during Fridays or designated local 

holidays (unless the public will be best served during these hours and approval has 

been provided by local government, hospital/clinic administration and surrounding 

residents). 

• Schedule working hours and work days taking into consideration sensitive receptors, 

such as peak hours at the hospital and working time at the clinics, as possible, as well 

as mosques and schools, to avoid using heavy machinery during prayers times and 

school hours as much as possible. 

• Coordinate closely with the administrative staff at hospital/clinics and the nearby 

schools. 

Residual Impact 

The residual impacts from noise during construction in all sub-projects sites are considered 

negative short-term and with medium significance, given that the impacts are reduced with 

the application of the mitigation measures stated above and that the existing noise levels are 

already high. 

During Operation and Maintenance 

Positive long-term impacts with high significance on noise quality are anticipated during the 

operation and maintenance of the project, as the proposed system will replace the recent 

noisy standby generators found in the project sites. 
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6.3. Impacts on Biological Resources (Fauna and Flora) 
The relevant baseline information for this section is presented in Section 4.2. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 

During Construction 

The main sources of impact on biological resources during construction activities, in the four 

project sites, along with the proposed mitigation measures are discussed hereafter. 

Impacts 

Potential impacts from the project components on biological resources during construction 

could include direct habitat loss or disturbance during construction site preparation and 

disturbance to or displacement of faunistic species during site clearance and construction. 

According to the baseline review and site visit observations, it was discovered that no traces 

of significant or sensitive biological resources or habitat or species of high conservation value 

(flora or fauna) have been found within the proposed project sites. The sites are located in 

areas with limited faunistic habitat potential, with the exception to the existing trees found in 

the site proposed for PV solar installations at Nasser Hospital. While the PV solar systems in 

the three clinics will be installed on the roofs of the buildings, where no tall trees, which need 

to be removed to create open unshaded area for PV panel installation, were recorded during 

the site visits, except for two Eucalyptus trees found to the southern border of Deir Al Balah 

clinic site.  

Mitigation Measures 

Since the only project site with expected impacts on biological resources is Nasser Hospital, 

then the following mitigation measures are recommended for controlling impacts on 

biological resources during construction phase at Nasser Hospital: 

• Protect trees and plants (including root systems). However, if it is necessary to uproot 

any plant or tree, then it should be replanted in a location with the same conditions 

that is agreed upon by the appropriate authorities. A location has already been 

approved by the hospital gardener and the hospital management for the trees 

replanting. Moreover, the trees found near the Deir Al Balah clinic site will only be 

carefully trimmed to an acceptable height. 

• Limit working activities to daytime hours only because most mammalian species are 

of nocturnal life styles. 

• Restore original site characteristics as much as possible after the construction works 

are completed. 

 

Residual Impact 

Based on the habitat types of the sites with no particularly sensitive ecology and lack of 

identified fauna during site visits, the residual impacts on biological resources during 

construction on all project sites are considered local negative short-term with low significance, 
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given that some localized impacts on existing biological resources cannot be completely 

avoided, but are reduced by the application of the proposed mitigation measures.  

During Operation and Maintenance 

No impacts on biological resources are anticipated during the operation and maintenance of 

the project. 

6.4. Impacts on Energy 
The relevant baseline information for this section is presented in Section 4.4. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 

During Construction 

The main sources of impact on energy during construction activities along with the proposed 

mitigation measures are discussed hereafter. 

Impacts 

Potential impacts on electricity supply during construction are almost limited to temporary 

interruptions in electricity services during reallocation of electrical connections to 

accommodate the new system. 

Mitigation Measures 

The following mitigation measures are recommended for controlling impacts on electricity 

and energy during construction phase: 

• Work efficiently and within an expedited schedule for implementation of connections 

reallocation. 

• Provide emergency services in a timely manner in coordination with the 

administrative staff in the facility. 

 

Residual Impact 

The residual impact on energy and electricity during construction is considered as a negative 

insignificant short- term impact. 

During Operation and Maintenance 

The main sources of impact on energy during operation and maintenance activities along with 

the proposed mitigation measures are discussed hereafter. 

Impacts 

The anticipated long-term impacts of the project during operation include increased energy 

independence and security in case of conflict, longer hours of available power supply, and 

cleaner and cheaper alternative to stand-by generators. The proposed systems are designed 

with sufficient capacities that will cover about 85%, 70%, 65%, and 12.5% of the energy needs 

of Deir Al Balah Central Clinic, Shuhada Al Zaytoun Clinic, Abu Shbak Clinic, and Nasser 

Hospital, respectively. 
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The impact on energy and electricity during the operation phase, taking into consideration 

periodic and adequate maintenance and cleaning of the new PV systems, is assed as positive 

long-term impact with high significance. 

6.5. Impacts on Existing Utilities and Services 
The relevant baseline information for this section is presented in Section 4.1. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 

During Construction 

The main sources of impact on existing utilities and services during construction activities 

along with the proposed mitigation measures are discussed hereafter. 

Impacts 

Potential impacts on existing service utilities during construction include the interruption of 

services due to relocation or damage of some utilities that are found on the roofs of the three 

clinics including solar water heaters and water tanks (See section 4.1.). These include one solar 

water heated at Abu Shbak clinic site, one solar water heater at Shuhada Al Zaytoun clinic site, 

and number of water tanks and solar water heaters at Deir Al Balah central clinic site. 

Mitigation Measures 

The following mitigation measures are recommended for controlling impacts on existing 

utilities and services during construction phase: 

• Work efficiently and within an expedited schedule for implementation of utilities 

relocation. 

• Provide emergency services in a timely manner for hospital/clinic staff, patients, and 

visitors in coordination with the administrative staff in the facility. 

• Repair the damage done to existing facilities during construction or replace the 

damaged items if repair is not possible. 

Residual Impact 

The impacts on existing services and utilities during construction of PV installations in the 

three clinics may not be completely avoided given that accidental damages that may 

potentially occur, or particular interruptions to services that may still be required to be 

executed. Therefore, the residual impact following the implementation of the proposed 

mitigation measures is considered as a negative short-term impact with low significance.  

During Operation and Maintenance 

No impacts on existing utilities and services in any of the four sub-projects sites are anticipated 

during the operation and maintenance of the project. 

6.6. Impacts on Public and Occupational Health and Safety 
In relation to the proposed project activities, the following impacts have been identified 

during different project phases. 
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During Construction 

The main sources of impact on public and occupational health and safety during construction 

activities along with the proposed mitigation measures are discussed hereafter. 

Impacts 

Potential impacts on public and occupational health and safety during construction of PV 

systems could include physical hazards from falling and injuries, risks from movement of heavy 

machinery, and physical hazards from contact with hazardous material. 

Impact on health and safety of workers and the public is of high priority during construction 

period. Workers are particularly susceptible to impacts from working from height, given that 

the PV installations in the three clinics will be roof-top installations. On the other hand, given 

that the construction activities will take place at health facilities that are located in residential 

areas, where also schools are found (Adjacent to Deir Al Balah and Al Zaytoun clinics), public 

are also susceptible to safety risks during construction activities. 

Mitigation Measures 

The following mitigation measures are recommended for controlling impacts on workers and 

public occupational health and safety during construction phase: 

• The contractor shall Prepare, submit and implement  health and safety plan (OHS) for 

PENRA approval prior to starting any project activities. 

• The contractor shall prepare an Emergency Response Plan (ERP) in coordination with the 

relevant local authorities.  

• Comply with the Secondary Legislations associated with the Palestinian Labor Law, 

particularly the Ministerial Cabinet Order No.49, Year 2004 about protection measures 

from work risks and illnesses and Guidelines No.1, year 2005 on provision of precautionary 

measures to protect workers at construction sites. 

• All workers shall be insured by the contractor for any potential work accidents and injuries 

according to the Palestinian Labor Law.  

• Provide adequate personal protective equipment (PPE) including hard hats, safety 

goggles, brightly colored vests, and other appropriate safety equipment to protect 

workers from injury. 

• Provide first aid kits on construction sites and ensure the presence of personnel with the 

minimum first aid skills at construction site all times. 

• Respect all safety measures required for working on rooftops. Apply the OSHA roofing 

works measures (OSHA 29 CFR 1926.502 (j) (7)) during the installation of roof-top PV 

systems. 

• Use safety nets where roofs facing roads to prevent debris accidentally falling to the 

street. In addition, place appropriate warning sign on the road. 

• Identify and isolate construction zones by using warning signs, pylons, fencing, and ribbon 

barriers. 

• Construct a fixed walkway stairs to connect the two roofs in Deir Al Balah Clinic site 

following OSHA regulations. 
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• Consider suitable engineering and occupational health and safety practices during site 

preparation in areas where unprotected electrical cables and unstable objects are stored 

and exist. 

• Maintain and consider safe and careful movement and access of heavy machinery and 

vehicles in access to and operations within all construction sites. 

• Coordinate with relevant hospital/clinic to announce and inform people within the facility 

and surrounding areas of planned schedule for construction works, including residential 

areas.  

• Coordinate with the hospital/clinics administration to clear the construction site from 

public and/or workers, especially in Nasser Hospital site. 

• Take appropriate measures to prevent unauthorized persons from entering the work area 

and construction sites, particularly school students and unattended children. Provide 

guards when and where it is found necessary to provide adequate security of the work 

and protection of the public. 

• Schedule working hours and work days taking into consideration sensitive receptors, such 

as peak hours at the hospital and working time at the clinics, as possible, as well as 

mosques and schools, to avoid using heavy machinery during prayers times and school 

hours as much as possible (downloading of PV panels and steel structures and uploading 

them to the roofs of the clinics should take place after 2:00 pm). 

• Install a 40-m long and 2.5-m height net fence between Deir Al Balah Central Clinic site 
and Deir Al Balah Primary school. 

• Adopt appropriate noise and dust control measures. 

• Ensure safe access and passages are provided for the public. 

 

Residual Impact 

The impacts on public and occupational health and safety during construction cannot be 

completely avoided but their chances and magnitude can be minimized with the application 

of mitigation measures, given that accidents may still potentially occur. Therefore, the 

residual impact is considered as a negative short-term impact with low significance. 

During Operation and Maintenance 

The main sources of impact on public and occupational health and safety during operation 

and maintenance activities along with the proposed mitigation measures are discussed 

hereafter. 

Impacts 

Potential impacts on occupational health and safety during operation and maintenance of PV 

systems include the risk on engineer/technician health during the maintenance of PV modules 

and related inverters and other electrical devices (i.e. electric shocks), and the maintenance 

of batteries. In addition to physical hazards from falling and injuries due to mechanical 

reconstruction works. 

On the other hand, the proposed PV systems for the four health facilities will help to improve 

the availability of essential health services for an estimated 30,552 people per month. 
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Mitigation Measures 

The following mitigation measures are recommended for controlling impacts on occupational 

health and safety during operation and maintenance phase: 

• Training of the O & M departments in the health facilities on the operation and 

maintenance of PV modules and related inverters and other electrical devices, as well as 

best practice maintenance activities. 

• All protective equipment must be installed and checked. These include personal 

protective equipment like electrically isolated rubber gloves and hard hats when working 

with mechanical reconstructions as well as appropriate gloves to deal with lead batteries. 

• Works on electrical instrumentation and protective equipment must be carried out only 

by a qualified engineer and technician/s. Staff is not allowed to continue with 

maintenance unless the functional state of protective equipment is ensured.  

• Power supply connections and breakers should be kept secure against unexpected restart 

and a warning label must be attached against restarting. 

• Protective devices must be serviced regularly according to the manufacturer's 

instructions. 

• Loose connections and scorched cables must be removed immediately. 

• The system control room/cabinet must contain all safety measures such as firefighters, 

free of flammable materials, natural and artificial ventilation, and under the eyes of safety 

guards. 

• A drawing on the control room/cabinet shall provide warning about safety hazards, e.g. 

smoking, acid handling, etc. as well as emergency shutdown procedures. 

 

Residual Impact 

The residual impact on occupational health and safety during operation and maintenance of 

the project is considered as a negative short-term impact with low significance. 

6.7. Hazardous Materials and Waste 
The following impacts of hazardous materials and waste have been identified during different 

project phases. 

During Construction 

The main sources of hazardous materials and waste during construction activities along with 

the proposed mitigation measures are discussed hereafter. 

Impacts 

No major hazardous materials and waste are expected to be generated during the 

construction of different sub-projects. The hazardous materials during construction are 

limited to chemicals from accidental damage or spillage of PV cells and/or batteries, such as 

lead, cadmium, and acids. 
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Mitigation Measures 

The following mitigation measures are recommended for controlling impacts of hazardous 

materials and waste during construction phase: 

• Identify suppliers for different components of the PV system (PV panels, inverters and 

batteries) of ISO-or best industry standard- compliant products, 

• Store and handle products carefully to avoid accidental breakage or spillage, 

• Provide all necessary PPEs for handling hazardous material depending on type and status 

of material. 

 

Residual Impact 

The residual impacts from hazardous material and waste during construction of all project 

sites are considered short-term, negative and of low significance. 

During Operation and Maintenance 

The main sources of hazardous materials and waste during operation and maintenance 

activities along with the proposed mitigation measures are discussed hereafter. 

Impacts 

The only hazardous materials of concern during operation and maintenance of the PV solar 

systems are heavy metals, such as lead, cadmium, and acids present in PV panels manufacture 

and storage batteries, as well as waste of electrical appliances, and scrap metals. Therefore, 

the end-of-life disposal of storage batteries and the solar panels when they fail to perform 

efficiently could be a source of risk to the environment. 

Mitigation Measures 

The following mitigation measures are recommended for controlling impacts of hazardous 

materials and waste during operation and maintenance phase: 

• Dispose packaging and construction waste at approved waste management sites using 

registered transport services. 

• Provide a temporary storage facility to contain disposed storage batteries and solar panels 

ahead of final disposal to EQA approved facility. 

• Contract with recycling workshops/facilities capable of handling battery waste. 

 

Residual Impact 

The residual impacts from hazardous material and waste during operation and maintenance 

of all project sites are considered long-term, negative and of medium significance. 

6.8. Impacts on Employment 
The relevant baseline information for this section is presented in Section 4.5. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 
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During Construction 

The main sources of impact on employment during construction activities are discussed 

hereafter. 

Impacts 

It is anticipated that the construction activities will create job opportunities for the local 

community and will provide a temporary source of income over the construction period. 

Installation crews will mainly be local skilled and semi-skilled labors from the Gaza Strip. 

The impacts on employment and workforce during construction from all sub-projects 

components are considered of a temporary low significant positive impact due to the limited 

number of workers who will be involved. 

During Operation and Maintenance 

The main sources of impact on employment during operation and maintenance activities are 

discussed hereafter. 

Impacts 

The project operation and maintenance may have a small direct effect on employment 

opportunities. A limited number of new jobs may be created for operation and maintenance 

of the new systems, and associated training may lead to improved capacity of the local 

workforce to manage and operate PV solar systems. 

The impact on employment opportunities during operation and maintenance from all sub-

projects is considered to be a long-term, positive, low significant impact. 

6.9. Impacts on Cultural Heritage 
The relevant baseline information for this section is presented in Section 4.6. Based on the 

assessment of baseline findings in relation to the proposed project activities, the following 

impacts have been identified during different project phases. 

During Construction 

The main sources of impact on cultural heritage during construction activities along with the 

proposed mitigation measures are discussed hereafter. 

Impacts 

Potential impacts on cultural heritage during construction could include disturbance to 

culturally valuable areas to the local community and disturbance to unknown/buried 

archaeology during excavations. 

Based on observations from the site visits, and given that three out of four sites of the project 

are roofs of existing buildings, and that the fourth site, namely Nasser Hospital site, is part of 

the hospital land, no traces of archaeological and cultural heritage have been identified in the 

sites where project activities will be implemented. Moreover, the officially identified 

archeological sites in the Gaza strip are located towards the West of the Gaza Strip and usually 
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in proximity to the coast, which means that they are away from the proposed project 

locations. 

Mitigation Measures 

Although no traces of archaeological and cultural heritage have been identified in the project 

sites, if unexpected or buried archaeology is discovered during excavation works for PV 

installations in Nasser Hospital, the chance find procedures will be used; work activities will be 

stopped immediately and the responsible competent authority (MoTA) needs to be 

contacted. Work will not be allowed to proceed without a written approval from the relevant 

agencies. 

Residual Impact 

The residual impacts on cultural heritage during construction on all project sites are 

considered negative short-term and insignificant. 

During Operation and Maintenance 

As mentioned above, no archaeological heritage sites are known to exist in the proposed 

project sites. The risk of discovering buried heritage is limited to the construction phase only. 

Once the project sites are operational, there will not be any potentially significant impacts, 

positive or negative, on historical or archaeological heritage. 

6.10. Heat and Light Reflection 
Based on the assessment of baseline findings in relation to the proposed project activities, the 

following impacts have been identified during different project phases. 

During Construction 

No impacts related to heat and light reflection are anticipated during the construction of the 

project. 

During Operation 

The main impacts of heat and light reflection during operation and maintenance activities are 

discussed hereafter. 

Impacts 

The impact of heat and light reflection on surrounding properties is one of the concerns when 

designing PV solar systems, particularly in dense urban residential neighborhoods. However, 

this impact is not of major concern in this project based on the assessment of the baseline 

conditions of the four sites, where some residential buildings were found to be located to the 

south of the proposed installation sites at Nasser Hospital and Shuhada Al Zaytoun Clinic, and 

based on the consultations with some residents of these buildings. I.e. The results of the 

baseline assessment showed that the buildings found to the south of Shuhada Al Zaytoun 

Clinic are about 30-50 m away from the proposed site, therefore, the impact of heat and light 

reflection will not be of concern. These results were confirmed through consultations with 

residents of the buildings that are about 12 m to the south of Nasser Hospital site, where a PV 

system already exists (See Figure 6-1).  
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Figure 6-1: Existing PV installations in the vicinity of the Project sites (Sep, 2019) 

 

Moreover, many studies that have been conducted to assess such impact, found that solar PV 

panels are unlikely to generate substantial glare due to many technical factors that are taken 

into consideration in the PV panels design to increase their efficiency in absorbing and 

trapping light rather than reflecting it. 

In conclusion, there will be no heat and light reflection impact on the surrounding buildings. 

Thus, no mitigation measures are needed for the four sub-projects sites. 

Table 6-2 summarizes the environmental and social impacts of the project. It provides the 

duration and time scale of each impact as well as the residual impact after the implementation 

of the proposed mitigation measures. 

 

Table 6-2: Potential Impact Significance  

Issue Phase 
Time 
scale 

Residual Impact 

Air Quality 

Construction 
Short-
term 

Negative with low 
significance 

O&M 
Long-
term 

Positive with high 
significance 

Noise Quality 

Construction 
Short-
term 

Negative with medium 
significance 

O&M 
Long-
term 

Positive with medium 
significance 

Biological Resources 

Construction 
Short-
term1 

Negative with low 
significance 

O&M --- --- 

Energy 

Construction 
Short-
term 

Negative and insignificant 

O&M 
Long-
term 

Positive with high 
significance 

Existing Utilities and Services 

Construction 
Short-
term 

Negative with low 
significance 

O&M --- --- 

 
1 Applies for Nasser Hospital Site 
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Table 6-2: Potential Impact Significance  

Issue Phase 
Time 
scale 

Residual Impact 

Public and Occupational Health 
and Safety 

Construction 
Short-
term 

Negative with low 
significance 

O&M 
Short-
term 

Negative with low 
significance 

Hazardous Materials and Waste 

Construction 
Short-
term 

Negative with low 
significance 

O&M 
Long-
term 

Negative with medium 
significance 

Employment 

Construction 
Short-
term 

Positive with low 
significance 

O&M 
Long-
term 

Positive with low 
significance 

Cultural Heritage 

Construction 
Short-
term 

Negative insignificant 

O&M --- --- 

Heat and Light Reflection 

Construction --- --- 

O&M 
Short-
term 

Negative with low 
significance 

 

 

7. Environmental and Social Management Plan 
The Environmental and Social Management Plan (ESMP) is a combination of the proposed 

mitigation measures for the anticipated impacts and the monitoring plan, which is designed 

to: 1) ensure that the prediction for the impacts is accurate and 2) assure that the mitigation 

measures are implemented and they are effective in performing the objectives. The 

monitoring plan includes the monitoring activities (How?), the responsible party for 

monitoring (Who?), and the frequency of monitoring (How many?). The ESMP is designed to 

cover the different phases of the project. 

The generated ESMP is mainly built upon the generic ESMP prepared for this project, and 

adjusted/updated, where required, based on the findings of the data collection and impact 

assessment processes for this assignment. 

The ESMP provided in Table 7-1 lists the main expected impacts in all sub-projects sites. 

Mitigation measures to be implemented during the construction and operational and 

maintenance phases are also listed. Environmental and social mitigation and monitoring 

actions are presented in a matrix format. The matrix includes an identification of the issues, 

mitigation measures, and responsibility for executing the mitigation measures and monitoring 

actions.  
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7.1. Contractual commitments of the ESMP 

The ESMP is designed to monitor the effectiveness of the identified mitigation actions, during 

and after construction. This ESMP should be incorporated in the bidding documents to be 

issued to contractors, and should also be part of the awarded contracts to these contractors. 

Moreover, the environmental and social clauses in this ESMP to be included in the TORs and 

tender documents including codes of conduct, coordination, monitoring, and reporting. 

 

7.2. Responsible Parties 

Mobilization and Construction Phases 

The construction management contractor (ENGINEER), is responsible for managing this plan 

and for periodic monitoring of the environmental and social aspects and overall compliance 

with the mitigation measures of this plan during the construction phase.  

It is the construction contractor (CONTRACTOR)’s responsibility to take into account all the 

construction-related mitigation measures listed in this report; when planning and during the 

construction phase. And it is the ENGINEER’s responsibility to monitor and document any 

changes in scope of the proposed project from any of the terms and conditions stated in this 

report. Both the CONTRACTOR and ENGINEER are the primary responsible parties for the 

mitigation and monitoring tasks during construction; and both shall adhere to informing and 

coordinating with all applicable stakeholders with relevance to their corresponding mandates. 

The CONTRACTOR shall read, consider, and comply with the ESMP for this project. The 

CONTRACTOR shall act responsibly to provide notification of CONTRACTOR'S schedule to 

enable the ENGINEER to carry out his responsibilities. 

The CONTRACTOR shall designate an environmental and social coordinator. This individual(s) 

shall have good general knowledge of environmental and social issues that are included in 

Table 7-1. This individual(s) shall be responsible for: 

• Coordinating the CONTRACTOR'S work related to compliance with environmental and 

social mitigation measures. 

• Working closely with the ENGINEER to ensure that the CONTRACTOR adequately 

understands the potential impacts, mitigation and monitoring requirements for 

implementation. 

• Working closely with the ENGINEER to ensure that the CONTRACTOR modifies or 

incorporates necessary mitigation actions and monitoring plans to reflect on-site field 

conditions. 

• The cost of mitigation measures and monitoring activities will be part of the contract 

of the project and it will be paid by the contractor.  
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Operational and Maintenance Phase 

Mitigations measures in the ESMP that are beyond the construction phase are not within the 

scope of the CONTRACTOR’s work; it is solely the responsibility of the Operation and 

Maintenance (O&M) Departments in the Hospital and clinics. In addition, the monitoring 

activities will be taken by PENRA/EQA.  The operational phase includes all O&M activities, 

which begin as soon as the project is handed to the project owner. The cost of mitigation 

measures and monitoring activities will be part of the yearly O&M budget for hospital and 

clinics.  

7.3. Reporting 

Compliance monitoring will be conducted, using the specific measures relevant to, and 

prescribed for the activities. The monitoring will also assess the general environmental and 

social performance. Monitoring report should contain information with regard to 

environmental and social compliance as well as any difficulty or outstanding works need to be 

prepared using an environmental and social compliance checklist (See Annex 1). 

During construction phase, the ENGINEER will be responsible for submitting a weekly 

monitoring to the Project Monitoring Unit of PENRA, who will notify the Bank of the main 

findings. While during operation, PENRA7PMU and EQA will be responsible for the 

preparation of monthly reports for their records; to be shared with the WB. 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

Construction Phase 
Air Quality  

• Minor impact due to 
vehicle movements 
and excavations at 
Nasser Hospital. 

• Plan vehicle movements and do not 
overload vehicles to minimize exhaust 
emissions. 

• Control the speed of transporting 
vehicles, select transportation routes to 
minimize dust impact on sensitive 
receivers. 

• Assure the use of well-maintained 
mechanical construction equipment. 

• Comply with relevant local emission 
standards from vehicles and heavy 
equipment where available and 
applicable. 

• At Nasser Hospital, water spray 
construction site and stockpiles to 
minimize dust generation, and schedule 
and monitor excavation and backfilling 
activities. 

• Contractor • Document air 
quality concerns  

• Document 
complaints and 
how they were 
resolved. 

• Monitoring – 
CONTRACTOR 
Oversight – 
ENGINEER, 
PENRA and EQA  

Daily – Work 
activities. 

 

Noise Quality 
 
• Nuisance and health 

impacts on workers 
and local residents due 
to noise generating 
activities associated 
with operation of 
machinery, transport 
of materials in trucks, 
and installation of 

• Comply with Palestinian Labor Law 
regarding provision of protective 
hearing devices and appropriate safety 
equipment to workers on construction 
sites, where construction works are 
expected to produce noise over an 
appropriate level. 

• Apply OSHA 1910.95 (a) and OSHA 
1910.95 (b) regarding exposure periods 
to different noise levels. 

• Contractor • Document noise 
concerns  

• Document 
complaints and 
how they were 
resolved. 

• Monitoring – 
CONTRACTOR 

• Oversight – 
ENGINEER, 
PENRA and EQA 

Daily – Work 
activities. 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

mounting structures 
and PV modules 

 

• Provide well-maintained construction 
vehicles and machinery, in order to 
minimize noise. 

• Restrict the movement of machinery 
within project boundaries and plan 
vehicle movements to and from sites. 

• Prohibit operating heavy or noisy 
machinery between the hours of 6:00 
pm (18.00) and 6:00 am during working 
days and all day during Fridays or 
designated local holidays (unless the 
public will be best served during these 
hours and approval has been provided 
by local government, hospital/clinic 
administration and surrounding 
residents). 

• Schedule working hours and work days 
taking into consideration sensitive 
receptors, such as peak hours at the 
hospital and working time at the clinics, 
as possible, as well as mosques and 
schools, to avoid using heavy machinery 
during prayers times and school hours 
as much as possible (downloading of PV 
panels and steel structures and 
uploading them to the roofs of the 
clinics should take place after 2:00 pm). 

• Coordinate closely with the 
administrative staff at hospital/clinics 
and the nearby schools. 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

Biological Resources  
(Fauna and Flora) 
 

• Disturbance or 
displacement of 
species and habitats 
during site clearance 
and construction 

 

• Protect trees and plants (including root 
systems). However, if it is necessary to 
uproot any plant or tree (such as Nasser 
Hospital site), then it should be 
replanted in a location with the same 
conditions that is agreed upon by the 
appropriate authorities. 

• The two Eucalyptus trees near Deir Al 
Balah site will be carefully trimmed to 
an acceptable height. 

• Limit working activities to daytime 
hours only because most mammalian 
species are of nocturnal life styles. 

• Restore original site characteristics as 
much as possible after the construction 
works are completed. 

• Contractor • Log any presence 
of wild or 
domestic animals 
within the project 
site and action 
taken.  

• Take photographs 
prior, during, and 
post-construction 
to ensure site 
restoration back to 
original 
characteristics as 
much as practical. 

• Document agreed 
landowner 
decision if removal 
of trees or plants 
are required. 

• Monitoring – 
CONTRACTOR 

• Oversight – 
ENGINEER, 
PENRA and EQA 

• Weekly 

• Periodically – 
Same-point 
vantage 
photograph. 

• As needed – Wild 
or domestic 
animals entry. 

Energy  

• Limited to temporary 
interruptions in 
electricity services 
during reallocation of 
electrical connections 
to accommodate the 
new system. 

 

• Work efficiently and within an 
expedited schedule for implementation 
of connections reallocation. 

• Provide emergency services in a timely 
manner in coordination with the 
administrative staff in the facility. 
 

• Contractor • Document how, 
and when the 
clinics are 
informed of any 
electricity 
interruptions. 

• Oversight – 
ENGINEER, 
PENRA  

Daily – Work 
activities. 
 

Existing Utilities and 
Services 
 

• Work efficiently and within an 
expedited schedule for implementation 
of utilities relocation. 

• Contractor • Periodically 
consult site survey 
results and design 

• Monitoring – 

CONTRACTOR 

Daily – Work 
activities. 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

• Interruption of services 
due to relocation or 
damage of some 
utilities that are found 
on the roofs of the 
clinics including solar 
water heaters and 
water tanks  

• Provide emergency services in a timely 
manner for hospital/clinic staff, 
patients, and visitors in coordination 
with the administrative staff in the 
facility. 

• Repair the damage done to existing 
facilities during construction or replace 
the damaged items if repair is not 
possible. 
 

layout for existing 
utilities  

• Document how, 
and when the 
clinics are 
informed of any 
services 
interruptions. 

• Oversight – 
ENGINEER, 
PENRA 
 

Public and Occupational 
Health and Safety 
 

• Physical hazards from 
falling and injuries, risks 
from movement of 
heavy machinery, and 
physical hazards from 
contact with hazardous 
material. 

• The contractor shall Prepare, submit 
and implement health and safety plan 
(OHS) for PENRA approval prior to 
starting any project activities. 

• The contractor shall prepare an 
Emergency Response Plan (ERP) in 
coordination with the relevant local 
authorities.   

• Comply with the Secondary Legislations 
associated with the Palestinian Labor 
Law, particularly the Ministerial Cabinet 
Order No.49, Year 2004 about 
protection measures from work risks 
and illnesses and Guidelines No.1, year 
2005 on provision of precautionary 
measures to protect workers at 
construction sites. 

• All workers shall be insured by the 
contractor for any potential work 
accidents and injuries according to the 
Palestinian Labor Law.  

• Contractor • Record when the 
public was 
informed of work 
schedules and 
management plans  

• Conduct periodical 
site inspections 

• Document and 
report potential 
health and safety 
concerns and their 
resolution 

• Record and 
document any 
accidents and how 
they have been 
resolved 

• Record 
vaccinations taken 
by workers 

• Monitoring – 

CONTRACTOR 

• Oversight – 
ENGINEER, 
PENRA 

Daily – Work 
activities. 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

• Provide adequate personal protective 
equipment (PPE) including hard hats, 
safety goggles, brightly colored vests, 
and other appropriate safety 
equipment to protect workers from 
injury. 

• Provide first aid kits on construction 
sites and ensure the presence of 
personnel with the minimum first aid 
skills at construction site all times. 

• Respect all safety measures required for 
working on rooftops. Apply the OSHA 
roofing works measures (OSHA 29 CFR 
1926.502 (j) (7)) during the installation 
of roof-top PV systems. 

• Use safety nets where roofs facing 
roads to prevent debris accidentally 
falling to the street. In addition, place 
appropriate warning sign on the road. 

• Identify and isolate construction zones 
by using warning signs, pylons, fencing, 
and ribbon barriers. 

• Construct a fixed walkway to connect 
the two roofs in Deir Al Balah Clinic site 
following OSHA regulations.  

• Consider suitable engineering and 
occupational health and safety 
practices during site preparation in 
areas where unprotected electrical 
cables and unstable objects are stored 
and exist. 

• Conduct site visits 
and document 
that workers are 
properly wearing 
their PPE 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

• Maintain and consider safe and careful 
movement and access of heavy 
machinery and vehicles in access to and 
operations within all construction sites. 

• Coordinate with relevant hospital/clinic 
to announce and inform people within 
the facility and surrounding areas of 
planned schedule for construction 
works, including residential areas.  

• Coordinate with the hospital 
administration to clear the construction 
site from public and/or workers, 
especially in Nasser Hospital site. 

• Take appropriate measures to prevent 
unauthorized persons from entering the 
work area and construction sites, 
particularly school students and 
unattended children. Provide guards 
when and where it is found necessary to 
provide adequate security of the work 
and protection of the public. 

• Schedule working hours and work days 
taking into consideration sensitive 
receptors, such as peak hours at the 
hospital and working time at the clinics, 
as possible, as well as mosques and 
schools, to avoid using heavy machinery 
during prayers times and school hours 
as much as possible (downloading of PV 
panels and steel structures and 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

uploading them to the roofs of the 
clinics should take place after 2:00 pm). 

• Install a 40-m long and 2.5-m height net 
fence between Deir Al Balah Central 
Clinic site and Deir Al Balah Primary 
school. 

• Adopt appropriate noise and dust 
control measures. 

• Ensure safe access and passages are 
provided for the public. 

 

Hazardous Materials and 
Waste 
 

• The hazardous 
materials during 
construction are limited 
to chemicals from 
accidental damage or 
spillage of PV cells 
and/or batteries, such 
as lead, cadmium, and 
acids. 

 

• Identify suppliers for different 
components of the PV system (PV 
panels, inverters and batteries) of ISO-
or best industry standard- compliant 
products, 

• Store and handle products carefully to 
avoid accidental breakage or spillage, 

• Provide all necessary PPEs for handling 
hazardous material depending on type 
and status of material. 
 

• Contractor • Record and 
document any 
accidents resulting 
chemical leakage 
and how they have 
been resolved 
 

• Monitoring – 

CONTRACTOR 

• Oversight – 
ENGINEER, 
PENRA and EQA  

Daily – Work 
activities. 
 

Cultural Heritage  
 

• No traces of 
archaeological and 
cultural heritage have 
been identified in the 
sites where project 

• If unexpected or buried archaeology is 
discovered during excavation works for 
PV installations in Nasser Hospital, the 
chance find procedures will be used 

• Work activities will be stopped 
immediately and the responsible 

• Contractor • Document any 
archaeological 
findings and 
actions taken. 

• Monitoring – 

CONTRACTOR 

• Oversight – 
ENGINEER, 
PENRA 

• Weekly 

• As needed – 
Findings and 
actions taken. 

 



Electricity Sector Performance Improvement Project                                                                                                                                         ESMP Report-Health Sector 

51 
 

Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

activities will be 
implemented  

competent authority (MoTA) needs to 
be contacted 

• Work will not be allowed to proceed 

without a written approval from the 

relevant agencies. 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

Operation and Maintenance Phase 

Public and Workers 
Occupational Health 
and Safety 
 

• Risk on 
engineer/technician 
health during the 
maintenance of PV 
modules and related 
inverters and other 
electrical devices (i.e. 
electric shocks). 

• Physical hazards from 
falling and injuries due 
to mechanical 
reconstruction works. 

• Training of the O & M departments in 
the health facilities on the operation 
and maintenance of PV modules and 
related inverters and other electrical 
devices, as well as best practice 
maintenance activities. 

• All protective equipment must be 
installed and checked. These include 
personal protective equipment like 
electrically isolated rubber gloves and 
hard hats when working with 
mechanical reconstructions as well as 
appropriate gloves to deal with lead 
batteries. 

• Works on electrical instrumentation 
and protective equipment must be 
carried out only by a qualified engineer 
and technician/s. Staff is not allowed to 
continue with maintenance unless the 
functional state of protective 
equipment is ensured.  

• O&M Department 
(Hospital/ clinics) 

• Inspect and test all 
safety features 
and measures 
focusing on 
personal 
protective features 
and tools used.  
(The inspection 
should verify that 
issued PPE 
continues to 
provide adequate 
protection and is 
being worn as 
required). 

• document any 
accidents and how 
they have been 
resolved 

• Record 
vaccinations taken 
by workers 

• PENRA 
 

Monthly – During 
operation 1/.  
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

• Power supply connections and breakers 
should be kept secure against 
unexpected restart and a warning label 
must be attached against restarting. 

• Protective devices must be serviced 
regularly according to the 
manufacturer's instructions. 

• Loose connections and scorched cables 
must be removed immediately. 

• The system control room/cabinet must 
contain all safety measures such as fire-
fighters, free of flammable materials, 
natural and artificial ventilation, and 
under the eyes of safety guards. 

• A drawing on the control room/cabinet 
shall provide warning about safety 
hazards, e.g. smoking, acid handling, 
etc. as well as emergency shutdown 
procedures. 
 

• Conduct site visits 
and document 
that workers are 
properly wearing 
their PPE. 

Hazardous Materials and 
Waste 
 

• Hazardous materials 
“heavy metals”, such as 
lead, cadmium, and 
acids present in PV 
panels manufacture 
and storage batteries. 

• Dispose packaging and construction 
waste (used during maintenance 
activities) at approved waste 
management sites using registered 
transport services. 

• Provide a temporary storage facility to 
contain disposed solar panels ahead of 
final disposal to EQA approved facility. 

• Contract with recycling 
workshops/facilities capable of 
handling battery waste. 

• O&M Department 
(Hospital/ clinics) 

• Conduct periodic 
inspections of 
waste storage 
areas and 
document the 
status of stored 
materials, 

• Document any 
changes to the 
storage facility, 
and any significant 

• PENRA/EQA 
 

As needed– During 
operation/dismantling 
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Table 7-1: Environmental and Social Management Plan for all sub-projects sites 

Element and Impact Mitigation Measures 
Execution 

Responsibility 
Monitoring Activity 

Monitoring 
Responsibility 

Monitoring 
Frequency 

• Waste of electrical 
appliances, and scrap 
metals 

 changes in the 
quantity of 
materials in 
storage 
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Annex 1: 

Environmental and Social Compliance Checklist 
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Environmental and Social Compliance Checklist (Construction Phase) 

  

Project Name: 

Sub-project site: 

Location: 

Date: 

#  Impact to check 
Y
e
s 

N
o 

Rem
arks 

Action 
taken 

Action 
required 

1 Dust and emissions generation           

2 Noise generation           

3 
Traffic problems (hindering, detours, closure 
…etc.) 

          

4 
Timely coordination with schools, health 
facilities, shops and surrounding communities 

          

5 Trees removal/replantation/trimming           

6 Landscape/aesthetic element/s deteriorated           

7 Electricity services problems           

8 Interruption of water services            

9 Occupational Health and Safety plan in place           

1
0 

Emergency response plan in place           

1
1 

Accidents in the project site and the surrounding 
area 

          

1
2 

Safety nets are used on roofs           

1
3 

Appropriate warning signs are in place           

1
4 

Adequate PPE is used by workers           

1
5 

Working activities take place during schools 
break 

          

1
6 

Accidents resulting chemical leakage            

1
7 

Heritage and archaeological sites affected           

1
8 

Other Impacts (Identify)           

Comments: 

Recommendations: 
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Environmental and Social Compliance Checklist (Construction Phase) 

  

Project Name: 

Sub-project site: 

Location: 

Date: 

#  Impact to check 
Y
e
s 

N
o 

Rem
arks 

Action 
taken 

Action 
required 

 
Construction Management Engineer Signature: 
 
Date: 

Environmental and Social Compliance Checklist (Operation and Maintenance Phase) 

  

Project Name: 

Sub-project site: 

Location: 

Date: 

#  Impact to check 
Y
e
s 

N
o 

Rem
arks 

Action 
taken 

Action 
required 

1 
PPE continues to provide adequate protection 
and is being worn as required 

          

2 Accidents related to the project O&M activities           

3 
Presence of loose connections and scorched 
cables  

          

4 
The system control room/cabinet contains all 
safety measures  

          

5 
Changes in the  characteristics of the 
hazardous waste storage facilities 

          

6 Changes in the quantity of materials in storage           

7 
Storage batteries are adequately transferred 
to the recycling facilities 

          

1
8 

Other Impacts (Identify)           

Comments: 

Recommendations: 
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Construction Management Engineer Signature: 
 
Date: 

 
 

 

 

 

Grievance redress mechanisms (GRM) 
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Introduction : 

 

The development objective of the Electricity Sector Performance Improvement 

Project for West Bank and Gaza is to enhance the energy sector’s institutional 

capacity, improve efficiency of the distribution system in targeted areas, and pilot a 

new business model for solar energy service delivery in Gaza. The project comprises 

of four components. The first component is strengthening the capacity of Palestinian 

electricity sector institutions: Palestinian Electricity Transmission Company Limited 

(PETL) and Palestinian Electricity Regulatory Council (PERC). The second component, 

improving the operational performance of Palestinian electricity distribution 

companies consists of following sub-components: (i) revenue protection program; and 

(ii) management information systems. The third component, improving energy 

security in Gaza with solar energy supports the design and implementation of a pilot 

business model for rooftop solar energy in Gaza to ensure wider penetration across 

population segments while creating a model that can be easily replicated and rapidly 

scaled up. The fourth component, technical assistance, capacity building, and project 

management will finance salaries and operational expenditures of the project 

management unit (PMU) for two years. 

It is expected to receive complaints from citizens During the period of implementation 

of the project, especially for the second and third component of the project, regarding, 

for example, the selection of beneficiaries, payment mechanisms or the size of solar 

systems or other related complaints. To this end, a system for receiving and handling 

complaints will be built in cooperation with PENRA and the electricity distribution 

companies. 

In order for the complaint to be effective, it is necessary to follow clear and smooth 

administrative procedures, so as to provide sufficient time and effort, and to optimize 

the complaints from the reception to completion or closure. Therefore, we can 
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propose the following procedures for submitting complaints, with the need to be 

accompanied by clear examples of such complaints. 

Definitions: 

• Complaint: is an expression of written or verbal dissatisfaction by the 

complainant to the complaints officer in the electricity distribution companies in 

the West Bank and the Gaza Strip expressing his dissatisfaction with service 

or damage caused to him as a result of the implementation of the project. 

• Complainant / Complainant: A person or company who has suffered damage 

due to the implementation of one of the components of the project or its 

implementation mechanisms or results. 

• Complaints Officer: The competent employee in electricity distribution 

companies  

• Distribution companies: Electricity distribution companies in the West Bank and 

Gaza Strip. 

 

Procedures for receiving and handling complaints: 

 

The following procedures aim to regulate and facilitate the process of receiving and 

handling complaints in order to develop and provide better service to the local 

community and rectify any harm suffered by the affected party as a result of the 

implementation of these projects within the various procedures, regulations and 

regulations 

 

First: the pre-complaint stage 

The complainant should take into consideration when submitting the complaint the 

following things as they contribute to saving time and effort on the parties, which are 

as follows: 

• The subject matter of the complaint is related to the components of the project 

and its implementation mechanisms or results. 

• The complainant has suffered direct or indirect damage resulting from the 

implementation of the project. 

Second: the stage of receiving the complaint 

Complaint Procedure: 

- The complainant shall submit a complaint to the competent authority to receive 

complaints in one of the following ways: 
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1. Personal attendance of the complainant at the headquarters of the 

distribution companies. 

2. Through the website of electricity distribution companies. 

Call the information center at the Call Centers. 

- The complainant to attend and submit a complaint to the competent staff in the 

complaints offices in the electricity distribution companies. 

- If the complainant chooses to submit the complaint electronically via the 

website of the electricity distribution companies, the computerized system will 

transfer the complaint electronically to the competent employee in the 

company. 

- In case of telephone call, the complaint officer will receive and register the 

complaint. 

Complaint Procedure: 

- The complainant shall fill in the form approved in writing and signed or 

electronically approved including all his data. 

- The complainant shall attach any documents supporting the complaint if any. 

- The employee responsible for verifying the data submitted in the form and 

handing over the complainant a follow-up ticket. In the event of filing a 

complaint through the system, the complainant receives a number that can 

follow up the complaint by telephone. 

- The competent employee to enter the data of the complainant and the content 

of the complaint on the computerized system in the event that it was submitted 

in writing or through the phone. 

 

Accept or reject the complaint and refer it to the competent authority: 

- The concerned employee shall inform the complainant of accepting the 

complaint or rejecting it within three working days from the date of submission 

of it as a maximum. 

- The competent officer shall refer the complaint to the competent authority to 

consider the complaint. 

- The competent authority to which the complaint has been referred shall be 

submitted within ten working days from the date of receipt. 

- The relevant Complaints Officer shall inform the Complainant of the readiness 

of the response and the necessity of attending to receive the reply in person. 

 

Third: the stage of studying the complaint and its follow-up 
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In the event of acceptance of the complaint, the competent complaints officer shall 

study the nature of the complaint and refer it to the competent authority as follows: 

- Validating the information and documents attached to the complaint. 

- Ask the complainant about any additional information about the complaint if 

necessary. 

- Transfer the complaint to the competent authority. 

- The competent authority to respond to the complaint and provide support if 

necessary. 

- The complaints officer of the electricity distribution companies shall inform the 

complainant of the response. 

 

Fourth: the stage of closing the complaint and preparing reports 

The complaint shall be closed in one of the following cases: 

- If the subject of the complaint is not related to the components of the project 

and the mechanisms of its implementation or its results. 

- After informing the complainant of the response and resolving the complaint. 

- If the complainant asks to close the complaint or stop following it. 

- If an amicable resolution of the complaint is reached. 

- If the complaint is deemed to be malicious. 

 

 

 

 

Complaints shall be submitted as follows: 

- Monthly reports to the Director General of the Project Monitoring Unit of the 

Energy and Natural Resources Authority. 

- Quarterly reports to the World Bank's competent authority. 

 

Fifth: unsettled complaints: 

- In case the complaint officer does not receive the response after exhausting 

the period mentioned above, the complaint is considered to be defective. 

- The faulty complaint shall be forwarded by the responsible officer to the 

Director General of the Project monitoring Unit of the Energy and Natural 

Resources Authority for processing and follow up, accompanied by 

recommendations and suggestions, provided that the response shall be within 

a maximum period of ten working days. 
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- If the Director General of the PMU does not receive any response regarding 

the complaint after addressing the competent authority within a period of seven 

working days, the Director General shall refer it to the Head of the Energy and 

Natural Resources Authority for appropriate action. 

 

Suggested complaint forms: 

In order to facilitate the processing, classification and response of complaints, it is 

necessary to adopt project complaint forms. 

• Complaint Form: This form includes a part of the complainant's particulars, the 

identity of the complainant, his identity number, the registration number, the 

place of residence and the method of communication; the other part relates to 

the complaint itself, through a statement of the subject of the complaint; , Items 

relating to the repetition of the complaint or is it new. 

• A complaint card form for the complainant, including the name and address of 

the complainant, the subject of the complaint, the number and date of the 

complaint, the time of the review of the complaint against the date, 

• Inquiry form for additional information: An inquiry form related to the subject of 

the complaint may be submitted by the competent authority to the complainant, 

and the complainant will answer the inquiry. 

• A response form to the complaint, including a letter addressed to the 

complainant from the concerned officer containing the final response regarding 

the complaint. 

• Any other forms considered by the project-based entity as necessary according 

to the developments and the nature of the cases and complaints under study 

and within the limits of the powers and competencies of the competent authority 
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اجرائي للشكاوى دليل   
 مشروع تحسين أداء قطاع الكهرباء في الضفة الغربية وقطاع غزة 
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 مقدمة:

قطاع الكهرباء  اتإلى تحسين كفاءة مؤسس الكهرباء في الضفة الغربية وقطاع غزةتحسين أداء قطاع يهدف مشروع 

 الفلسطيني، 

لتعميم أنظمة توليد الطاقة  )صندوق دوار( وتجربة نموذج عمل خاص يستند إلى صندوق متجدد والحد من فواقد الشبكة،

 الشمسية

 تها مجموعة من الأنشطة.ويتكون المشروع من أربع مكونات رئيسة يندرج تحفي قطاع غزة.  

ويتوقع خلال فترة تنفيذ المشروع خاصة خلال العمل على المكون الثاني والمكون الثالث من المشروع ورود 

شكاوى من المواطنين تتعلق على سبيل المثال بالاعتراض على عملية اختيار المستفيدين واليات الدفع أو حجم  

الشكاوى ذات العلاقة. ولتحقيق هذا الغرض سيتم بناء نظام لاستقبال ومعالجة الخلايا الشمسية او غيرها من 

 توزيع الكهرباء. الشكاوى الناتجة عن المشروع وذلك بالتعاون مع سلطة الطاقة والموارد الطبيعية وشركات

على توفير ومن أجل أن يكون تقديم الشكوى فعال، لا بد من اتباع اجراءات ادارية واضحة وسلسة، بحيث تعمل 

لاقها بشكل نهائي. غالوقت والجهد الكافي، والانجاز الأمثل للشكاوى ابتداء من استقبالها وانتهاءا الى انجازها او ا

وعليه يمكن لنا اقتراح الاجراءات التالية لتقديم الشكاوى مع ضرورة ان تقترن تلك الاجراءات بنماذج واضحة  

 تخص تلك الشكاوى.  

 

 تعريفات:

هو تعبير عن عدم الرضا مكتوب أو شفهي تقدم به المشتكي الى موظف الشكاوى في شركات   الشكوى: -

توزيع الكهرباء في الضفة الغربية وقطاع غزة يعبر فيه عن ضررا لحق به مباشرا أو غير مباشر نتيجة 

 تنفيذ المشروع.

غير مباشر بسبب تنفيذ هو شخص او شركة قد لحق بهم ضررا مباشرا أو  :مقدم الشكوى/ المشتكي -

 احدى مكونات المشروع أو اليات تنفيذه أو نتائجه.

 : الموظف المختص لاستقبال الشكاوى والرد عليها في شركات توزيع الكهرباء.موظف الشكاوى -

هي شركات توزيع الكهرباء في الضفة الغربية وقطاع غزة والمستفيدة من  :الكهرباء شركات توزيع -

 تنفيذ المشروع.

إلى تحسين كفاءة والذي يهدف    تحسين أداء قطاع الكهرباء في الضفة الغربية وقطاع غزة: هو مشروع  المشروع -

لتعميم أنظمة توليد وتجربة نموذج عمل خاص  والحد من فواقد الشبكة،قطاع الكهرباء الفلسطيني،  اتمؤسس

. يحتوي المشروع على أربع مكونات أساسية.  المكون الأول: النهوض بقدرات الطاقة الشمسية في قطاع غزة

مؤسستي قطاع الكهرباء الفلسطيني وهما شركة النقل الوطنية للكهرباء ومجلس تنظيم قطاع الكهرباء. المكون 

لكهرباء. المكون الثالث: تحسين أمن الطاقة في غزة باستخدام  الثاني: تحسين الأداء التشغيلي لشركات توزيع ا

 الطاقة الشمسية، والمكون الرابع: المساعدة الفنية وبناء القدرات وإدارة المشروع.
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صندوق  هو جزء من المكون الثالث للمشروع. وهو عبارة عن  :الصندوق المتجدد/الصندوق الدوار -

  ان قيام والمتوسطة على تركيب ألواح شمسية على الأسطح.  متجدد لمساعدة الأسر والشركات الصغيرة  

وتمويل مشاريع  من شأنه مساندة عملاء إضافيينعلى دفعات من مستحقات عليهم  ماالمستفيدين بسداد 

 لتصميم وتوفير وتركيب أنظمة الطاقة الشمسية وتقديم خدمة ما بعد البيع.  ةتطوير السوق المحليو،  جديدة

 

 الشكاوى:استقبال ومعالجة اجراءات 

تقديم الخدمة الأفضل  وتطوير  تهدف الاجراءات التالية الى تنظيم وتسهيل عملية استقبال ومعالجة الشكاوى بهدف  

ضمن   اي ضرر تتعرض لها الجهة المتضررة نتيجة لتنفيذ هذه المشاريع وذلكتصويب و للمجتمع المحلي

 والانظمة واللوائح المختلفة.   جراءاتالا

 

 أولا: مرحلة ما قبل تقديم الشكوى 

كونها تساهم في توفير الوقت   الامور التاليةالاعتبار عند تقديم الشكوى الاخذ بعين  مقدم الشكوىيجب على 

 والجهد على الطرفين، والتي تتمثل فيما يلي: 

  متعلق بمكونات المشروع واليات تنفيذه أو نتائجه.أن يكون موضوع الشكوى  •

 مباشرا او غير مباشر نتج عن تنفيذ المشروع.ق بالمشتكي ضررا أن يكون قد لح •

 

 ثانيا: مرحلة استقبال الشكوى 

 لشكوى:اجراءات استقبال ا -1

 يقوم المشتكي بتقديم شكوى الى الجهة المختصة باستقبال الشكاوى باحدى الطرق التالية:    -

 الحضور الشخصي للمشتكي الى مقرات شركات التوزيع. ➢

 عبر الموقع الالكتروني لشركات توزيع الكهرباء. ➢

ركات أو الاتصال بالأرقام المجانية لشالاتصال بمركز الاستعلامات في شركات توزيع الكهرباء  ➢

 . التوزيع في حال توفر ذلك

يقوم المشتكي بالحضور الشخصي والتقدم بالشكوى الى الموظف المختص في مكاتب الشكاوى في  -

 شركات توزيع الكهرباء.

في حال اختار المشتكي تقديم الشكوى الكترونيا عبر الموقع الالكتروني لشركات توزيع الكهرباء،  -

 الكترونيا الى الموظف المختص في الشركة.  يقوم النظام المحوسب بتحويل الشكوى

 في حال الاتصال الهاتفي، يقوم الموظف المختص بالشكاوى باستقبال الشكوى وتسجيلها. -

 

 لشكوى:اجراءات تقديم ا -2

 يقوم المشتكي بتعبئة النموذج المعتمد خطيا وتوقيعه او المعتمد الكترونيا متضمنا كافة بياناته. -

 وثائق مؤيدة للشكوى ان وجد. يقوم المشتكي بارفاق اية  -
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يقوم الموظف المختص بالتأكد من صحة البيانات المقدمة بالنموذج ويقوم بتسليم المشتكي بطاقة  -

في حال التقدم بالشكوى عبر النظام، يحصل المشتكي على رقم للشكوى يمكنه من متابعتها  مراجعة.

 هاتفيا.

في حال تم  المشتكي ومحتوى الشكوى على النظام المحوسبيقوم الموظف المختص بادخال بيانات  -

 .تقديمها خطيا او من خلال الهاتف

 

 :واحالتها الى جهة الاختصاص لشكوىقبول أو رفض ا -3

من   ثلاثة ايام عملخلال يقوم الموظف المختص بابلاغ المشتكي بقبول النظر بالشكوى أو رفضها  -

 تاريخ تقديمها كحد أقصى. 

 في حال: يتم قبول الشكوى  -

  متعلق بمكونات المشروع واليات تنفيذه أو نتائجه.أن يكون موضوع الشكوى  •

 مباشرا او غير مباشر نتج عن تنفيذ المشروع.أن يكون قد لحق بالمشتكي ضررا  •

يقوم الموظف المختص بإحالة الشكوى في حال قبولها الى الجهة صاحبة الاختصاص للنظر   -

 بالشكوى.

 من تاريخ الاستلام. عشرة أيام عمل ترد الجهة صاحبة الاختصاص والتي احيلت اليها الشكوى خلال  -

يقوم موظف الشكاوى المختص بإعلام المشتكي بجاهزية الرد وضرورة الحضور لاستلام الرد   -

 شخصيا. 

 

 مرحلة دراسة الشكوى ومتابعتها :ثالثا

راسة طبيعة الشكوى وتحويلها الى الجهة المختصة كما قبول الشكوى يقوم موظف الشكاوى المختص بد عند

 يلي:

 التحقق من صحة المعلومات والمستندات المرفقة مع الشكوى.  -

 الاستفسار من المشتكي عن اية معلومات اضافية حول الشكوى ان لزم الامر. -

 الجهة صاحبة الاختصاص. تحويل الشكوى الى  -

 .وتقديم مدعمات ان لزم الامربالرد على الشكوى الجهة المختصة قوم ت -

 بإبلاغ المشتكي بالرد. في شركات توزيع الكهرباء يقوم موظف الشكاوى  -

 

 مرحلة اغلاق الشكوى واعداد التقارير :رابعا

 تغلق الشكوى في احدى الحالات التالية: -1

  أو نتائجه. غير متعلق بمكونات المشروع واليات تنفيذهموضوع الشكوى  في حال تبين أن  •

 بعد اعلام المشتكي بالرد وحل الشكوى. •

 طلب المشتكي اغلاق الشكوى أو وقف متابعتها.في حال  •

 اذا تم التوصل الى حل ودي للشكوى. •
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 اذا اعتبرت الشكوى كيدية. •

 

 يتم رفع تقارير بالشكاوى كالاتي: -2

 .والموارد الطبيعيةمدير عام وحدة مراقبة المشاريع في سلطة الطاقة تقارير شهرية الى  •

 في البنك الدولي.  الجهة صاحبة الاختصاصتقارير ربعية الى  •

 

 الشكاوى المتعثرة: خامسا: -

ه تعتبر الشكوى علافي حال عدم استلام موظف الشكاوى الرد بعد استنفاذ المدة المنصوص عليها ا -

 متعثرة.

مراقبة المشاريع في سلطة الطاقة   عام وحدة تحال الشكوى المتعثرة من الموظف المسؤول الى مدير  -

لمعالجتها ومتابعتها ويرفق معها توصيات واقتراحات على ان يتم الرد خلال مدة والموارد الطبيعية 

 . عشرة أيام عمل اقصاها  

الشكوى بعد مخاطبة الجهة المختصة    في حال لم يتلقى مدير عام وحدة مراقبة المشاريع اي رد حول -

، يقوم المدير العام بتحويلها الى رئيس سلطة الطاقة والموارد  سبعة أيام عملخلال مدة اقصاها 

 الطبيعية لاتخاذ الاجراء المناسب.

 

 

 :نماذج مقترحة للشكاوى 

من اجل تسهيل عملية تقديم الشكاوى ومعالجتها وتصنيفها والرد عليها، من الضروري اعتماد نماذج شكاوى خاصة 

 : ، ومن النماذج المقترحةبالمشروع

نموذج تقديم شكوى: بحيث يتضمن هذا النموذج جزء خاص ببيانات المشتكي تتمثل في  •

وطريقة التواصل، أما الجزء   اسم المشتكي، رقم هويته ورقم الاشتراك، مكان الاقامة

الاخر يتعلق بالشكوى نفسها، من خلال بيان موضوع الشكوى، الجهة المقدم ضدها  

 الشكوى، بيان حيثيات ووقائع الشكوى، بنود تتعلق بتكرار الشكوى ام انها جديدة.  

نموذج بطاقة مراجعة للمشتكي، تتضمن اسم المشتكي وعنوانه، موضوع الشكوى ورقمها   •

تقديمها، وقت المراجعة حول الشكوى بالتاريخ، بالاضافة الى معلومات حول  وتاريخ

 الشخص مستقبل الشكوى.

نموذج استفسار عن معلومات اضافية: يمكن عمل نموذج استفسار يتعلق بموضوع  •

 الشكوى موجه من الجهة المختصة الى المشتكي، ويقوم المشتكى بالاجابة على الاستفسار.

وى، بحيث يتضمن خطاب موجه من الموظف المختص الى الجهة  نموذج رد على الشك •

 المشتكية يحتوي على الرد النهائي بخصوص الشكوى. 

أي نماذج أخرى تراها الجهة القائمة على المشروع ضرورية حسب المستجدات وطبيعة  •

 القضايا والشكاوى محل الدراسة وضمن حدود صلاحيات واختصاصات الجهة المختصة. 
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