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The Importance of a Respectful Workplace 

Diversity is one of the World Bank Group’s greatest strengths. Women and men from 

many countries, racial and ethnic groups, educational disciplines and professional 

backgrounds bring a wide range of cultural, professional, and personal experience 

to bear on the complex problems of development. To use this strength to our best 

advantage, all staff must be able to contribute to their full potential. 

The Bank Group is committed to fostering a positive and motivating environment in 

which all staff can work together with openness and trust, in ways that demonstrate 

that they respect and value differences. 

Harassment, discrimination, and other inappropriate behaviors have no place in the 

Bank Group. The Principles of Staff Employment call on all of the organizations of 

the Bank Group to act with fairness and impartiality. A respectful work environment 

extends this principle to the individual, by calling on all staff to treat one another with 

courtesy, dignity, and respect and to act in ways that create an atmosphere in which all 

staff can feel that their talents and skills are valued on the basis of their merit.

The Business Case for a Respectful Work Environment 
A respectful work environment has positive effects on individual and 

organizational morale and performance. When staff feel valued and respected, 

they tend to:

 v Be more productive

 v Feel more empowered

 v Have more trust in co-workers, supervisors, and senior managers

 v Be more committed to the organization, its mission, and its goals. 

 



4   Building a Positive Work Environment

What Are Inappropriate Behaviors?
Inappropriate workplace behaviors may include harassment, discrimination, abuse of power, 

and all other behaviors that show disrespect, intimidate, or create a hostile work environment. 

A number of factors determine how a behavior is perceived. 

Culture is a key factor for the Bank Group. Our multinational, multicultural composition 

creates a special challenge in defi ning behaviors as inappropriate because actions that 

may be regarded as acceptable in one culture may give offense in another. In some 

cultures, for example, women may be insulted if men do not compliment them on 

their appearance. In other cultures, some women may fi nd such comments offensive.

Gender differences may also contribute to differences in perceptions. Women and 

men may interpret the same behavior differently. Men tend to recognize overt 

behavior, such as yelling or crude sexual advances, as harassment, but women are 

more likely to also include more subtle behaviors in what they defi ne as harassment. 

Individual differences also create ambiguities. Even within the same culture, behavior 

that may offend some people may not offend others. For all of these reasons, people 

who make remarks or gestures that others perceive as inappropriate may not be aware 

that they are being offensive. 

 

In this respect, impact—not intention—is a key factor. If a behavior is perceived as 

offensive or intimidating—whether or not it was intended to be so—it should be 

stopped. We all have a responsibility to communicate clearly to our colleagues about 

behavior we fi nd offensive and ask that it stop.

Harassment 
Harassment is any unwelcome verbal or physical behavior that interferes with work or 

creates an intimidating, hostile, or offensive work environment. 
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 Harassment can take many forms. It can: 

 v Include gestures, oral or written comments; or physical actions that 

demean, belittle, or cause public humiliation or embarrassment 

 v Be initiated by a peer, a supervisor, a subordinate, or someone outside 

the Bank Group

 v Be directed at one person, several people, or a group of people who share a 

characteristic, such as gender, race, sexual orientation, or disabilities

 v Take place at work or job-related functions, such as conferences, retreats, 

missions, or receptions. 

The World Bank Group’s Policy on Harassment (February 2000)
“Harassment on any basis—including, but not limited to race, gender, 

religion, nationality, color, sexual orientation, disability or age—is 

unacceptable…. Staff should be aware that all forms of harassment may 

constitute misconduct, providing a basis for disciplinary action, up to and 

including termination of employment.” 

Harassment can consist of a single incident or repeated incidents. A single incident 

can be considered harassment if it is so severe that it has a negative impact on the 

individual or the work environment. Mildly offensive comments and behavior can 

rise to the level of harassment if they are repeated. Often harassment starts out subtly 

and escalates if the unwelcome behavior is not stopped. 

 Examples of behaviors that constitute harassment include: 

  v Public or private tirades by a supervisor, subordinate, or peer

  v Insults related to personal qualities or professional competence 

  v Threatening or insulting oral or written comments

  v Desecration of religious, racial, ethnic, or national symbols

  v Epithets, slurs, or negative stereotyping

  v False complaints of misconduct by other employees (innuendo, gossip, and 

defamation can turn into harassment if not stopped). 
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Sexual Harassment 
Sexual harassment is any unwelcome sexual advance, request for sexual favors, or other 

verbal, nonverbal, or physical conduct of a sexual nature that interferes with work; is made a 

condition of employment; or creates an intimidating, hostile, or offensive work environment. 

 Sexual harassment generally falls into two main categories: 

  v Quid pro quo, in which submission to sexual advances or requests for 

sexual favors is made a condition of employment, or submission to or 

rejection of such conduct is explicitly or implicitly used as a basis for 

employment decisions. 

  v Hostile work environment, in which sexual conduct interferes with a staff 

member’s work or is so serious or pervasive that it creates an intimidating, 

hostile, or offensive work environment.

 Conduct of a sexual nature can be: 

  v Physical, including unwanted contact ranging from touching, patting, 

pinching, or brushing against another person’s body, to assault and coerced 

sexual relations.

  v Verbal, including unwelcome sexual advances, offensive fl irtation, 

suggestive remarks, innuendos, and lewd comments; propositions or 

pressure for sexual activity; and continued invitations to participate in 

social activity outside the workplace after it has been made clear that such 

invitations are unwelcome. 

  v Nonverbal, including leering, making sexually suggestive gestures, and 

displaying pornographic or suggestive pictures, screen savers, objects, or 

written materials. 

Although sexual harassment usually involves a man as the harasser and a woman as 

the harassed, it can also involve a woman harassing a man or an individual harassing 

someone of the same sex. 
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Sexual Harassment on Mission 

Away from home, people who normally behave appropriately sometimes 

engage in unacceptable behaviors. Forced proximity, loneliness, distance from 

family and the offi ce, and other factors sometimes create an atmosphere in 

which sexual harassment is more likely to occur. The Bank Group’s policy is 

unequivocal: inappropriate behavior by staff and managers is not tolerated 

anywhere staff conduct business, in dealings with colleagues or anyone else 

with whom staff come in contact in a professional capacity.

Abuse of Power 
Abuse of power is the misuse of authority in the course of performing work.

 

Abuse of power most often occurs in the context of supervisor-subordinate 

relationships. It can, however, involve a colleague of equal rank, a subordinate, or 

someone outside of the reporting relationship. 

 Abuse of power often takes the form of harassment, expressed in: 

  v Speech, such as insults about performance, suitability for the job, or intelligence

  v Tone, ranging from using a raised voice to making curt comments to 

completely ignoring staff

  v Threats about future employment conditions, such as performance 

appraisals, confi rmations, salary increases, or promotions. 

 Abuse of power can include: 

  v Requests to carry out personal errands or perform duties of a personal nature 

inside or outside the work environment, such as assisting at social gatherings

  v Actions that interfere with the ability of a colleague to work effectively, 

such as impeding access to information or resources

  v Coercion or explicit or implicit pressure to distort facts in favor of a 

particular agenda or to behave as a “team player.”
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Discrimination 
Discrimination is the unjustifi able differentiation between individuals or groups within 

staff. Discrimination can be based on one or more characteristics, including—but not 

limited to—race, caste, color, culture, ethnic background, religion, age, gender, disability, 

marital status, political views, or sexual orientation. 

 Discrimination can include: 

  v Using epithets, slurs, cultural or ethnic jokes, negative stereotyping, 

stigmatization, innuendoes, threats, or intimidation

  v Denying equal access to employment or career development opportunities

  v Making decisions on a basis other than professional qualifi cation or merit 

that Affect salary and grade setting, assignments or reassignments, 

performance evaluations, merit increases, promotions, rewards, or recognition

  v Creating or allowing a hostile or offensive work environment that interferes 

with an individual’s work performance or otherwise adversely affects 

employment or career opportunities. 

These behaviors constitute discrimination whether they are expressed overtly or covertly 

toward an individual or group or are contained in materials that are circulated or displayed 

in the workplace. The Bank Group is committed to eradicating all forms of discrimination.

Preventing and Stopping Inappropriate Behaviors 

Everyone at the Bank Group shares responsibility for preventing and stopping 

inappropriate workplace behaviors. Individuals, colleagues, and managers all have 

roles to play in creating and maintaining a respectful work environment. Solving 

problems upstream and early on can prevent them from creating a hostile workplace 

and escalating to the level of confl ict.

Experience shows that informal methods are the most successful in resolving confl icts. 

These processes do not seek to judge or punish. They seek to solve problems before parties 

become adversarial, through avenues that enable staff and managers to communicate in 

an open, honest, non-threatening manner. Informal processes focus on discussion and 
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mediation to help parties understand each other’s point of view. The emphasis is on what 

will happen in the future rather than on what has happened in the past.

The Role of the Individual 
Individual action may be the most effective way to stop disrespectful behavior with a 

minimum of confl ict when the object is simply to make the behavior stop (that is, not to 

pursue a grievance). Such action is appropriate when the offender is unaware that the 

behavior is offensive or the behavior is at a comparatively low level of severity. 

 If you believe that someone has behaved disrespectfully toward you: 

  v Trust your instincts—don’t deny that something is happening. 

  v Don’t assume the behavior will stop if it is ignored. 

  v Don’t be afraid to speak up. You may fi nd it helpful to write down what 

you want to say before speaking to your manager or to the person who is 

offending you.

  v If the offensive behavior recurs, document every incident in detail. If 

other people have witnessed the incidence, ask them if they would be 

comfortable coming forward if you made a complaint.

  v Don’t try to deal with severe forms of offensive behavior alone. Even at the 

fi rst occurrence, ask for help and support from one of the resources listed 

in the back of this booklet. 

  v If necessary, fi le a formal complaint. 

Speak Up 

In many circumstances, an inappropriate behavior will cease if you tell the offender to stop. 

Communicating how you feel and describing what you would like to see changed 

is central to maintaining a respectful work environment (see box on page 10). 

When you approach an offender: 

 v Be very specifi c in describing the behavior you fi nd offensive.

 v Describe how the behavior makes you feel (sad, angry, uncomfortable, 

embarrassed, offended, demeaned) and why it bothers you.

 v Tell the person that you would like the behavior to stop.
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“Could we talk?”
Many people fi nd it diffi cult to express their discomfort, especially in 

addressing a supervisor or manager. But communicating is key to making 

an inappropriate behavior stop. Talking to someone who has been 

offending you need not be confrontational, as the examples below suggest: 

 v “It embarrasses me and makes me feel angry when you insult my 

competence and tell me I’m lucky to be here. I’d like you instead to 

simply tell me what I should do to improve my work.” 

 v “I don’t think jokes about other religions/races/nationalities are 

funny, and hearing them offends me. Please don’t tell jokes like that 

when I’m around.” 

 v “It makes me uncomfortable when you talk to me/touch me/look at 

me that way. Please don’t do it again.” 

 v “As I’ve told you, I am not interested in going out with you. Your 

invitations embarrass me and make me feel I’m not being treated 

like other people in our unit. Please don’t ask me again.” 

Contact a Bank Group Resource
The Bank Group has a wide range of informal and formal mechanisms that can 

help you resolve problems arising from inappropriate workplace behaviors (see pages 

17–24). Many of these resources can help you deal with such matters informally. 

Report Inappropriate Behaviors to Your Manager 
If you decide to consult your manager, or your manager’s manager, communicate 

clearly what you want to happen as an outcome of the discussion. For example, 

you might want your manager to speak to the offender or to accompany you 

when you do so. If you do not want the manager to intervene directly, you 

could ask that more general actions (see page 12) be taken in your work unit 

to create a respectful workplace. Please note that if you consult your manager 

regarding an issue of sexual harassment, the manager will have to consult with 

the Department of Institutional Integrity (see page 13).
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Responding to Accusations of Inappropriate Behavior
To help create and maintain a respectful work environment, you need to 

know how to respond if someone accuses you of behaving inappropriately or 

how to make amends if you suspect that you may have dealt with someone 

inappropriately. You also need to know what to do if a colleague comes to you 

with a problem concerning a third person.

If someone complains to you about your behavior:

 v Hear the person out. Try not to jump to your defense before she or 

he fi nishes.

 v Listen. Don’t try to dismiss what the other person is saying by telling 

him or her you didn’t mean any harm, it’s not that big a deal, they’re 

being too sensitive.

 v Apologize for offending the person, even if you feel you did not do 

anything wrong.

 

If you think that you may have behaved disrespectfully toward someone: 

 v Approach the person and ask if your behavior was offensive. If you 

discover that it was, stop it. 

 v Apologize—doing so can go a long way toward mending a damaged 

relationship. 

If someone who has been subjected to disrespectful behavior comes to you: 

 v Listen; don’t judge the situation or how the person handled it. 

 v Encourage the person to tell the offender that his or her behavior is 

objectionable, in a calm, non-accusatory manner.

 v Encourage the person to contact one of the sources of assistance and 

support listed in the back of this booklet. 

The Role of the Manager 
Managers and supervisors are responsible for promoting a positive work environment. 

To do so, they must make clear that inappropriate behavior will not be tolerated, they 

must act promptly when incidents come to their attention, and they must set a tone for 

respect within their units.



12   Building a Positive Work Environment

Managers and supervisors are expected to communicate clearly and frequently to their 

staff that there is a Bank Group policy on harassment, that it is taken very seriously, 

and that the institution is prepared to take disciplinary action against individuals who 

violate the policy—up to and including termination of employment. 

Before a problem arises, or if a staffperson has asked that the situation be 

addressed indirectly, managers should: 

  v Send a communication to all members of the unit stating their 

commitment to building a respectful work environment.

  v Circulate the Bank Group’s policies on harassment, discrimination, and 

professional ethics.

  v Organize a staff meeting to discuss the Bank Group’s policies and procedures.

  v Invite a speaker from the Offi ce of Ethics and Business Conduct to 

address the unit. 

If a staff member reports inappropriate behavior, the manager needs to use his or her 

judgment to help fi nd positive, non-confrontational ways to convey the message that 

the behavior is undesirable. The offending person may not realize that the behavior is 

offensive. Before further action is taken, he or she should be given the opportunity to 

correct it. Managers who are not sure how to handle a situation should seek assistance 

from any of the resources listed on pages 17–24.

Managers can promote a respectful work environment in a variety of ways: 

  v Set a good example by avoiding even the appearance of improper conduct 

and by treating all staff fairly, with dignity and respect.

  v Review your own actions regarding staff employment and career decisions 

to ensure that they are free of bias. 

  v Be aware of what is happening in the work unit by watching for inappropriate 

exchanges and changes in individuals’ behavior (look in particular for signs of 

anxiety, depression, increased absence, or reduced effi ciency).

  v Learn how to deal with inappropriate workplace behaviors by becoming 

informed about avenues of assistance and complaint procedures, and consulting 

with experts in confl ict resolution and respectful workplace behaviors.
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  v Let others know promptly when their behavior is offensive.

  v Make sure that offensive pictures, posters, or other materials are not 

displayed in the work area.

  v Act promptly, fairly, and thoroughly when a problem arises, and ensure 

that no retaliation occurs after an incident is reported.

  v In the case of sexual harassment, contact the Department of Institutional 

Integrity for guidance and advice.

The Role of Colleagues 
You may observe or become aware of situations in which inappropriate behaviors are 

taking place. If you believe that discrimination, harassment, or other inappropriate 

behaviors are occurring, try to help—but remember that it is up to the person on the 

receiving end of the behavior to take action and to lodge a formal complaint. 

Helping a colleague in need is good practice. It may also help prevent future incidents 

that will affect other people in your unit, as the person who is acting inappropriately 

toward one colleague could act so toward others. 

Ask the person on the receiving end if the behavior is offensive. If the answer is no, accept 

it; behavior that may appear offensive or inappropriate to you may not be so to the 

person experiencing the behavior. If you intervene, people—including the person you are 

trying to help—may feel that you are trying to impose your values, to pressure someone 

to see a problem where one does not exist, or to meddle in someone else’s affairs. 

If you sense that the person fi nds the behavior offensive but is hesitant to speak up, let 

the person know that it is not necessary to put up with offensive behavior. People who 

are reluctant to defend themselves may become easy victims. Advise the person to seek 

help, but do not take action on someone else’s behalf, except in an extreme situation. 

Respectful Work Environment in Country Offi ces
The Bank Group’s policies regarding disrespectful behaviors apply no matter where staff 

work. Staff and managers should be sensitive to all forms of behavior that could be 

interpreted as offensive, particularly in the context of local cultural norms. 
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Country Offi ce staff may experience harassment, discrimination, or other inappropriate 

behaviors from colleagues, staff on mission, or third parties. If you have concerns about 

any of these behaviors, talk to your manager, the mission leader, the Country Director, 

or the Country Manager, or contact a Respectful Workplace Advisor (RWA), in the 

fi eld or in Washington.

All staff have the right to seek assistance from any of the Bank Group resources listed 

on pages 17–24. Staff in Country Offi ces may encounter diffi culties contacting 

Washington-based resources, however. 

 Here are a few suggestions: 

  v If you lack privacy, ask a manager to allow you to use a telephone in a closed 

offi ce. Make clear that your call is of a work-related but private nature. 

  v Contact the person with whom you wish to speak by e-mail or letter, 

through the pouch if you feel comfortable doing so, or through the regular 

mail. Tell the person that you have something private to discuss and ask 

him or her to call you at a specifi ed time, at the offi ce or at home. 

  v Make a collect call to one of the resources listed in the back of the booklet. 

Dealing with Unwelcome Behaviors from People 
Outside the Bank Group

You may experience harassment or other unwelcome behaviors from someone outside 

the Bank Group, such as a government or NGO offi cial, a vendor, contractor, or 

consultant. The challenge is to stop the inappropriate behavior while trying to 

preserve the professional relationship. 

Options for dealing with third-party harassment are limited, since the Bank Group 

cannot discipline someone who does not work for the institution. However, you 

should not feel that you need to play along or put up with unwanted behavior 

because of the importance of the relationship. 
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Your manager should try to resolve such situations—by speaking informally to the 

person involved, for example, letting him or her know that a behavior is unwelcome 

or offensive. If this is not effective and it becomes necessary to talk to the person’s 

supervisor, make your expectations very clear. The goal should be to make sure that 

the behavior stops, not to punish anyone involved. Staff can also contact the Offi ce of 

Ethics and Business Conduct for assistance in these matters. 

Formal Action and Disciplinary Measures
If you believe that you have been the object of harassment, discrimination, or other 

inappropriate behaviors, you are entitled to register a complaint with any of the resources 

listed on pages 17-24. Complaints will be taken seriously and dealt with as promptly and 

discreetly as possible. 

Not all behaviors that are annoying or upsetting warrant formal action. Before 

making a complaint, you must have a reasonable basis for alleging that harassment, 

discrimination, or another inappropriate behavior has taken place (see box on page 

16). Formal judgment on whether conduct constitutes inappropriate behavior is based 

on an assessment of the facts and circumstances in which it occurs and the particular 

sensitivities required in the Bank Group’s multicultural environment. Situations that 

initially may appear to constitute harassment, discrimination, or another form of 

inappropriate behavior ultimately may not be corroborated as such.

Formal complaints related to any inappropriate behavior should be made to the 

Department of Institutional Integrity. The procedures for investigating formal 

complaints of inappropriate behaviors and deciding on appropriate disciplinary 

measures are the same as for all other types of alleged misconduct (see Staff Rule 8.01, 

Disciplinary Measures). Disciplinary measures depend on the circumstances of the 

case. They may range from oral or written censure to termination of employment. 

If you believe that an administrative action taken against you refl ects discrimination 

or harassment, you have the right to appeal your case to the Appeals Committee. The 

Appeals Committee panel of World Bank Group peers will review the circumstances 

of the action and, if appropriate, recommend changes to the Vice President of Human 
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Resources. If you are dissatisfi ed with the outcome of the appeals process, you can fi le 

an application with the Administrative Tribunal, to review the actions taken against 

you. The decision of the Administrative Tribunal is binding.  

Freedom from Retaliation 

Retaliation is an action that hurts the terms or conditions of a person’s employment or work 

environment and is taken because the person, in good faith, complains about harassment, 

discrimination, or other inappropriate behavior. 

You will not be punished for reporting, in good faith, incidents of harassment. Any 

adverse actions taken against a staff member that appear to be retaliatory will be 

thoroughly investigated. Staff Rule 8.01 prohibits retaliation, and retaliation in itself 

constitutes misconduct subject to disciplinary action.

You have the right to make a complaint without fear of retaliation. Even in a situation 

where a complaint has not been made, retaliation may occur against persons who, 

in good faith, raise questions about inappropriate workplace behaviors. This type of 

indirect retaliation also is not acceptable. However, in all situations, negative feedback 

or adverse actions regarding a staff person’s career cannot automatically be assumed to 

be retaliation (see box below). 

The Difference between Unwelcome News and Unwelcome Behavior 
Managers have the responsibility to make business decisions that are not 

always favorable to staff. It is important for staff to recognize that not all 

criticisms of their performance or unwelcome work assignments constitute 

harassment, discrimination, or retaliation. If your manager criticizes you 

or your work, do not jump to the conclusion that he or she is doing so 

in retaliation for something you have done. Negative assessments about 

work quality are appropriate if they are based on concrete examples, if they 

are accompanied by constructive suggestions for corrective actions, and if 

managers do not use criticism to demean or belittle staff in front of others. 
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Where to Go for Help
The Bank Group provides a wide range of resources for resolving problems arising 

from inappropriate workplace behaviors. Most of the resources listed below are part of 

the Bank Group’s Confl ict Resolution System (crs.worldbank.org), which works as an 

integrated network to provide informal, non-adversarial problem-solving mechanisms 

as well as formal adjudication processes. Men and women from diverse cultural 

backgrounds are available to provide you with support and information. 

The web sites listed below are accessible from the Bank Group’s Intranet by typing 

the name of the site in the address line. Most of the offi ces that provide telephone 

numbers will accept collect calls from the fi eld if you need to call from outside the 

offi ce. 

Respectful Workplace Advisors 
web site: rwa

Respectful Workplace Advisors (RWAs) are colleagues who have been trained to listen, 

provide guidance on appropriate avenues of assistance, and help you think through 

your options and next steps on a confi dential basis. Most Country Offi ces and some 

Vice Presidential Units (VPUs) at headquarters have at least one RWA. 

The list of RWAs for your VPU or Country Offi ce is available on the RWA web site or 

through your VPU Diversity Coordinator. If you prefer to see someone outside your 

VPU or Country Offi ce, check the RWA web site for the roster of Bank-wide RWAs

ƒ For many staff, particularly in the fi eld, an RWA may be the fi rst stop for assistance. 

RWAs can act as sounding boards. They can help you think about ways to resolve a 

situation and guide you to appropriate avenues of assistance. They cannot investigate, 

mediate, or participate in resolving incidents of inappropriate behavior. 
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Your Manager 

Your manager is responsible for creating a respectful work environment, for taking 

steps to see that inappropriate behaviors do not occur or are stopped if they do, and 

for preventing retaliation if incidents are reported. Your manager can also help you fi le 

a formal complaint. If you do not want to go to your manager, contact your manager’s 

manager or one of the other sources of assistance listed here. 

ƒ If you feel comfortable with your manager and he or she is not part of the problem, 

your manager may be the fi rst person you consult. Your manager can talk to the 

person whose behavior you fi nd inappropriate, accompany you to a meeting with the 

offender, make work arrangements that reduce tensions, or take other actions. 

Your Human Resources Team 

web site: hr

Your Human Resources Team can provide you with advice, intervene on your behalf 

with your manager or an offender, and explain the process for fi ling a complaint. You can 

fi nd the names of your Human Resources Team members in the Yellow Pages section of 

the Bank’s phone directory, under Human Resources Teams or on the HR Kiosk. 

ƒ Contact your HR Team fi rst if you want guidance in determining whether the 

problem is one of management or misconduct. HR managers and offi cers can advise 

you, inform you about Staff Rules regarding improper conduct, and help you resolve a 

situation within your VPU or Country Offi ce by facilitating communication between 

staff or between staff and managers. 
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Ombuds Services
202 458 1056 

e-mail: ombudsman@worldbank.org

web site: ombudsman 

Ombuds Services is a neutral, independent, confi dential contact who can provide 

advice and help you explore options for resolving a confl ict arising from harassment, 

discrimination, or other inappropriate behaviors. Ombuds Services works with concerned 

parties to reach a solution. If you ask Ombuds Services for help, an ombudsperson can 

talk to or send a note to the person responsible for the offensive behavior. 

ƒ Consult Ombuds Services fi rst if you want total confi dentiality and neutrality and 

are seeking advice, direct intervention with an offender, or someone to accompany 

you to a meeting. This is a good fi rst stop if you are unsure where to go for assistance. 

Mediation Services 

202 458 0424 

e-mail: mediation@worldbank.org

web site: mediation 

Mediation Services provides a voluntary, confi dential, structured process for resolving 

confl icts through facilitation by a neutral, professional mediator. Both parties must 

be willing to come to the table for mediation to take place; either party is free 

to withdraw from the mediation process at any time. No records are kept of the 

mediation proceedings, and consequently nothing arising out of mediation may 

be used in any other proceeding. If mediation fails to resolve a dispute, you are 

not precluded from pursuing more formal confl ict resolution channels, such as the 

Department of Institutional Integrity and the Appeals Committee. 

ƒ Consult Mediation Services if you want to fi nd a non-adversarial solution to a problem. 
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Offi ce of Ethics and Business Conduct
Ethics HelpLine, 202 458 7000, can be called anonymously 24 hours a day;

will accept collect calls from anywhere in the world.

e-mail: ethics_helpline@worldbank.org

online complaint form: ethics_concern@worldbank.org

web site: ethics

The Offi ce of Ethics and Business Conduct provides information, advice, and guidance 

on the Code of Professional Ethics, Staff Rules, standards, and procedures. It also 

provides guidance on actions that may constitute misconduct. The Ethics HelpLine 

allows you to raise questions and concerns without having to identify yourself. 

ƒ Consult the Offi ce of Business Ethics if you want advice and guidance on what 

constitutes inappropriate workplace behaviors and how to make a formal complaint. 

The Ethics Helpline has no caller ID and affords staff complete anonymity. 

Offi ce of Diversity Programs 

202 458 2865

http://diversity 

web site: diversity

If you feel that harassment or discrimination is based on gender, race, disability, or other 

aspects of diversity, staff in the Offi ce of Diversity Programs can advise you on options 

for resolving the situation and direct you to the appropriate sources of assistance.

ƒ The Diversity Programs is available for consultation on matters of bias, 

discrimination or harassment based on race, gender, and other aspects of diversity, 

including nationality, disability, sexual orientation, or any other aspect of diversity.
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Staff Association 

202 473 9000 

e-mail: sassociation@worldbank.org

web site: sa 

 

The Staff Association informs staff of their rights and assists them in resolving 

grievances. It can provide advice and assistance in resolving harassment situations 

and help you decide whether to lodge a formal complaint. Grievance counselors 

can intervene with other institutional resources, supervisors, or alleged harassers; 

accompany staff members to meetings; and contact parties by telephone or e-mail. 

ƒ The Staff Association acts as an advocate for staff, outside the institutional structure. 

Consult the Staff Association when you need advice on options for solving a problem 

or when you do not  feel comfortable with the institutional resources available to you. 

Counseling and Consultation Service 
Health Services Department
202 458 4457 

web site: hsd 

Counselors from Counseling and Consultation Services do not get involved directly 

in a complaint. Instead, they help staff work through emotional diffi culties related to 

harassment, discrimination, or other inappropriate behaviors; cope with distress; and 

think through a plan of action. If someone you know is experiencing stress related to 

inappropriate workplace behaviors or other work-related diffi culties, encourage him 

or her to call for an appointment. Counselors will not initiate contact. 

ƒ Consult Counseling and Consultation Service when situations arising from 

harassment, discrimination, or other inappropriate behaviors are causing emotional 

distress. Your discussions will be held in the same confi dence that pertains to all 

medical information.



Security Offi ce 
General Services Department 
202 458 4489

web site: security 

If you have experienced or fear a physical assault, call Security. In Washington, 

security is available 24 hours a day to escort you on Bank Group premises. 

ƒ Contact the Security Offi ce if you think you are in physical danger.
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