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1 INTRODUCTION 

1.1 Description of the project and Context of the Proposed Project 

The European Bank for Reconstruction and Development (the “EBRD” or the “Bank”) is 

considering providing finance to the Municipality of Prizren. The transaction consists of a loan 

to the City to co-finance energy efficiency measures and, potentially, installation of renewable 

energy systems in municipally owned buildings, which will include kindergartens, schools and 

primary healthcare centres. The Energy Efficiency investments are expected to be recovered 

through savings from the lower energy and maintenance bills post implementation. The Project 

is also expected to improve comfort levels and quality in renovated buildings, which is quite 

important for buildings of this nature (children and health care). 

There is a strong expressed interest of the Prizren Municipality to refurbish the majority of the 

buildings as most of the building stock was constructed between 1928 and 2016, and remains in 

its original state, without energy efficiency standards in place. The municipally-owned buildings 

in Prizren include administration buildings, schools, medical, cultural and sport centres. Most of 

these buildings are characterised by low thermal insulation and average energy consumption is 

significantly higher than acceptable levels. 

EBRD in cooperation with Municipality of Prizren will implement a project which aims to 

improve energy efficiency at the public building level for up to 50 buildings in the City (schools 

and healthcare buildings).  

 

The main aims of the project are to: 

 Support the Prizren Municipality to renovate its public building stock, 

 Enhance health and safety and life quality, in and around the building, 

 Achieve energy savings and environmental benefits 

 

More information in the Project scope and benefits, the anticipated environmental and social 

impacts, and planned mitigation and monitoring measures is available in Non-Technical-

Summary (NTS) which is to be publicly disclosed on the Municipality website. . 

This Project is considered to be a Category B project, under the EBRD Environmental and Social 

Policy (2019). Category B projects or operations are those where “potential adverse future 

environmental and/or social impacts that are typically site-specific, and/or readily identified and 

addressed through mitigation measures”. 

 

1.2 Objective and scope of the document 

This Stakeholder Engagement Plan (SEP) is prepared by the Municipality of Prizren (with the 

support of environmental and social consultants) as the recipient of funding from the EBRD, in 

order to clearly communicate to all interested parties, the stakeholder engagement program which 

is to be implemented throughout the entire Project cycle. The objective of this SEP is to improve 

and facilitate Project-related decision-making and create opportunities for active involvement of 

all stakeholders in a timely manner, and to provide possibilities for all stakeholders to express 

their opinions and concerns that may influence Project decisions. 

This SEP will be updated on a regular basis to reflect Project progress, in particular the planned 

works schedule. The SEP will be publicly disclosed in Albanian, English, Serbian/ Bosnian and 

Turkish languages on the Municipality of Prizren’s website (https://kk.rks-gov.net/prizren/ ), and 

Digital Platform for Public Consultation of Municipality (https://platformadigjitale.com/Prizreni/ 

and available in hard copy in the premises of the Municipality (Municipality building of Prizren, 

Remzi Ademaj p.n Prizren, 20000). 

https://kk.rks-gov.net/prizren/
https://platformadigjitale.com/Prizreni/
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1.3 Project location, situation and context 

The city of Prizren lies in the southern part of the Dukagjini Plain, on the road that first connected 

the northern coast of Albanian lands and its civic-commercial centres with the interior regions of 

Kosovo and the Balkans. 

The Municipality of Prizren has an area of 627 km2 (5.94% of the territory of Kosovo), which is 

located in the southwest of Kosovo with 76 settlements with 177781 inhabitants, urban population 

94,517 inhabitants and rural population with 83,264 inhabitants. 

Prizren is most often called: Prizren side, Prizren Basin or Dukagjini Plain. It borders the 

municipalities of Gjakova, Rahovec, Suhareka, Strpce and Dragash, as well as Albania and 

Macedonia.The Prizren plain is located at an altitude of 400 meters where some peaks of Sharr 

exceed the altitude of 2000 m above sea level. The climate of the city is extremely diverse. 
 

 

Figure 1: Geographical position of the Municipality of Prizren 

This project aims to improve energy efficiency at the public building level for up to 50 buildings 

in the City (schools and healthcare buildings)..  

The main aims of the project are to: 

 Support the Prizren Municipality to renovate its public building stock, 

 Enhance health and safety and life quality, in and around the building, 

 Achieve energy savings and environmental benefits. 

The territory of the project is represented by urban and rural spaces containing residential, public 

and commercial facilities around. The roads are of typical secondary roads category with a 

moderate traffic and some of them rural hilly area roads which connect the nearby villages. The 

map below provides an overview of the sites in various areas of Prizren. 
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Figure 2: Map with buildings selected for the E&S site visits 

Most of the buildings are characterised by low thermal insulation and the average energy 

consumption is significantly higher than acceptable levels. The City’s Energy Efficiency Action 

Plan estimated that the annual energy saving potential was estimated around 58 per cent in 

buildings for education, 32 per cent in administration and 57 per cent in buildings for healthcare 

services. 

The commencement of implementation of EE measures in public buildings sector will give a 

strong message to both its citizens and other funding organizations that the Prizren Municipality 

is ready to lead by its own example and ensure good exposure to encourage other EE initiatives 

in Kosovo.  

This will also stimulate EE goods and services market and establish better access to public and 

donor funds. On the supply side (including provision of goods and services that improve EE, such 

as installation of efficient heating and cooling systems, solar systems for water heating, more 

efficient light bulbs, thermal insulation of outside walls, thermal insulation of roof/floor, efficient 

windows, etc.), the successful implementation of the program will provide real opportunities for 

construction, heating and air conditioning companies, which will be stimulated to enhance their 

abilities and knowledge, in order to have more work in the future. 
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2 REGULATORY REQUIREMENTS FOR STAKEHOLDER 

ENGAGEMENT AND SOCIAL ISSUES 

2.1 National Reqirements 

The Constitution of Republic of Kosovo guarantees Kosovo citizens the right to be involved in 

decision making on the issues that have to deal with the environment where they live.  

Article 41 of this Constitution gives the rights to the citizen to access the public documentation, 

except on those which are limited by law, due to privacy, business secrets, or classified security 

information.  

Based on the article 124 of the Constitution, the Municipalities are granted with a high degree of 

local self-government and encourage and ensure active participation of all citizens in the decision-

making process of municipal bodies.  

The Law No. 03/L-040 on Local Self – Government, defines the legal status of municipalities, 

powers and general principles of municipal finances the organization and functioning of 

municipal bodies, intra-municipal relations and inter-municipal cooperation, including cross-

border cooperation and relations between municipalities and central government.  

Article No. 68 on Public information and consultation specifies that except for mandatory 

public meeting twice a year, Municipalities are obliged to inform the citizens on any important 

public plans or programs, as regulated by the statute of the municipality. In addition, Article 69, 

any person or organization of interest in the municipality has the right to present a petition to the 

municipal assembly for any matter related to the responsibilities and powers of the municipality. 

Administrative Instruction (MLGA) No. 02/2019 on the organization, functioning and 

cooperation of the Municipalities with villages, settlements and urban quarters, aims to 

regulate the organization and cooperation on: rural and urban planning, public health, tourism, 

public spaces, cultural and sport activities, and determine the bodies appointed to represent the 

communities on an organized form.  

Administrative Instruction (MLGA) No. 06/2018 on minimum standards of public 

consultation in municipalities aims to promote and ensure participation of the citizens and other 

interested parties by the local authorities at the local level of the policy making and decision-

making process to promote municipal transparency as well as on development of sustainable 

policies of the general interest. 

Administrative Instruction (MLGA) No 04/2018 on the transparency in municipalities aims 

to strengthen the transparency of municipal bodies to inform, publish normative acts, decisions 

and documents issued by municipal bodies which are in interest of citizens and other stakeholders 

as well as the increase of the participation of decision making. 

Administrative Instruction (MLGA) No 03/2018 on the function of citizen service centres in 

Municipalities whose function is communicating informing advising with the aim of providing 

efficient services to citizens and other groups of interest.  

Construction Law No. 04/L-110 regulates all kind of constructions such as design, construction, 

reconstruction, and demolition. The aim of this law is to clarify the legal framework for issuing 

the permits for construction and Use permits. This law specifies that for works such as repairing, 

renovation, rehabilitation it is not required a construction permit, however if the works require 

intervention on the facades and in the building structure, then this means that it is required to 

obtain the permit for the works.  
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Administrative Instruction (MESP) No. 04/2017 on the construction categorization, clarifies 

the competences of the authority which issues the permit, based on the construction category. The 

category II of constructions are constructions with medium risk and competencies for permit 

issues falls under Municipalities. The schools are categorised within the II category of 

constructions. 

Administrative Instruction No.1/2017 for the release of the Municipal Environmental 

Permit determines the rules and procedures for identifying, evaluating and reporting the 

environmental impacts of certain projects and administrative decision making by the 

Municipality. However, the schools are not on the list of the activities/ that needs to obtain the 

Municipal Environmental Permit.  

This category will have to follow the procedures for obtaining the Environmental Permit from 

the Ministry of Environment and Spatial Planning. 

Law on Environmental Impact Assessment No.03/L-214 regulates the procedures for 

identification, evaluation, and reporting of impact of different projects and associated procedures 

during the decision making for releasing the environmental permit from MESP. This process 

foresees the public information and public debates that will need to be held with relevant 

stakeholders. 

Labour Relations Legislation - The Labour Law (03/L-212) determines the basic duties, rights 

and responsibilities of employers and employees in terms of labour protection. It sets the rules 

and procedures for recruitment process, regulates the protection of rights of employees, from the 

recruitment phase and onwards.  With aim on regulating social relations in the field of 

occupational safety and health and ensuring the right of citizens to healthy and safe working 

conditions, the Law for Public Health No. 02/L-78 addresses the general protection of public 

health such as solving the community health problems, preventions of diseases, rehabilitation 

health education and social issues.  

Management of contractors is performed in line with the set-out criteria within the tender process 

and consequence steps. Municipality has well developed and very transparent tendering 

procedures stating clearly the responsibilities of contractor. Once the contract is signed criteria 

set in the contract are valid. This means if the inspection of municipality is foreseen that it will 

happen. As it comes for the respecting the labour law by contractors themselves and other related 

labour laws it is sole responsibility of the contractor that these are controlled. The grievance 

mechanism for the employees as such is in place due to the complaints possible to raise within 

the labour unions, etc. The municipality is not obliged to screen the contractor as a third party 

behind the scope of contract unless official complaint is not raised. 

Collective Labour General Agreement, approved by Employers Organization (Economic 

Chamber of Kosovo, and Kosovo Business Alliance), Employees Organization (The independent 

Labour Union) and the Government of Kosovo (Ministry of Labour and Social Welfare) includes 

generally applicable Human Resources (HR) related conditions like the establishment of a 

working relationship; time and holidays, salaries, allowances and other personal income, 

informing employees, continuation of employment contract, and the rights and obligations of the 

parties and the manner of settling disputes. 

National workforce reduction requirements - National workforce reduction requirements are 

addressed on the Labour Law (03/L-212), Article 76. Before applying such changes, the employer 

notifies the employee and the trade union of the employees, one month in advance of the planned 

changes and their consequences. The employer is obliged to give the exact 
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information of number and category of employees to be fired, measures that the employer must 

take, if any, to mitigate the consequences of collective removal.   The Collective Labour 

General Agreement specifies the right of the employees that will be under the reduction 

programme, and the forms of compensation for such reduction. Although not all employees at 

each site are part of Trade Unions. 

National legislation in relation to disputes - According to the Labour Law, labour disputes 

between employees and employers are elected by the Competent Court (The Basic Court). 

According to labour inspectorate, the practice of so far, it has been such that in every litigation 

the Labour Inspectorate has examined the case before the dispute reaches the Competent Court. 

Even the opinion of the Labour Inspectorate has also served as additional evidence in litigation. 

According to the Labour Code if the matter being inspected by the Labour Inspectorate is at the 

same time in litigation, then the Inspectorate must suspend its decision until the Court's decision 

is pronounced.  

Apart from the Competent Court and the Labour Inspectorate, labour disputes may also be elected 

by the Independent Supervising Council (KPM). The KPM solves cases only for civil servants. 

Following the adoption of the Law on Civil Servants, civil servants are considered only 

employees of administrations of ministries, municipalities, Assembly, Presidency, administration 

of embassies, police, courts, etc. 

National legislation on other topics - A number of legislative acts regulate family policy, social 

partnership, disabled persons and pensions. They are not listed in this report as they have marginal 

relevance. 

2.2 EBRD Requirements 

All Projects funded by the EBRD are required to meet best international practice including the 

requirements for stakeholder engagement and public consultations, as specified in the EBRD 

Environmental and Social Policy of 2019 and the ten EBRD performance requirements 

(PRs).   

The main performance requirement associated with Stakeholder Consultation and Information 

Disclosure is PR10 “Information Disclosure and Stakeholder Engagement”. It emphasises the 

importance of an open and transparent engagement between the project, its workers, local 

communities directly affected by the project and other stakeholders as an essential element of 

good international practice and corporate citizenship. Stakeholder engagement involves 

stakeholder identification and analysis, stakeholder engagement planning, disclosure of 

information, consultation and participation, a grievance mechanism, and ongoing reporting to 

relevant stakeholders. In accordance with PR 10, projects are required to develop and implement 

a Stakeholder Engagement Plan appropriate to the nature and scale or the risks, impacts and 

development stage of the project, and conduct stakeholder engagement on the basis of providing 

local communities that are directly affected by the project and other relevant stakeholders with 

access to timely, relevant, understandable and accessible information. In summary, the EBRD 

considers stakeholder engagement an ongoing process which involves:  

 The client’s public disclosure of appropriate information so as to enable meaningful 

consultation with stakeholders; 

 Meaningful consultation with potentially affected parties; and  

 A procedure or policy by which people can make comments or complaints 
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3 STAKEHOLDER ENGAGEMENT PLAN 

Stakeholder engagement is an inclusive process conducted throughout the project life cycle. 

Where properly designed and implemented, it supports the development of strong, constructive 

and responsive relationships that are important for successful management of the project 

environmental and social risks. Communicating early, often, and clearly with stakeholders helps 

manage expectations and avoid risks, potential conflict, and project delays. In addition, the plan 

assists in managing stakeholder expectations which will have a bearing throughout the lifespan 

of the project. Hence, this SEP provides a plan to interact effectively with stakeholders to support 

project interests. 

The SEP seeks to define a technically and culturally appropriate approach to consultation and 

disclosure. The goal of this SEP is to improve and facilitate decision making and create an 

atmosphere of understanding that actively involves project-affected people and other stakeholders 

in a timely manner, and that these groups are provided sufficient opportunity to voice their 

opinions and concerns that may influence Project decisions. The SEP is a useful tool for managing 

communications between Municipality of Prizreni and its stakeholders. 

 

The Key Objectives of the SEP can be summarised as follows: 

 Understand the stakeholder engagement requirements of Kosovo legislation; 

 Provide guidance for stakeholder engagement such that it meets the standards of EBRD 

and International Best Practice; 

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

activities; 

 Identify the most effective methods and structures through which to disseminate project 

information, and to ensure regular, accessible, transparent and appropriate consultation; 

 Guide Municipality to build mutually respectful, beneficial and lasting relationships with 

stakeholders; 

 Develop a stakeholders’ engagement process that provides stakeholders with an 

opportunity to influence project planning and design; 

 Establish formal grievance/resolution mechanisms; 

 Define roles and responsibilities for the implementation of the SEP; 

 Define reporting and monitoring measures to ensure the effectiveness of the SEP and 

periodical reviews of the SEP based on findings.  

 

3.1 An overview of stakeholder engagement 

What is Stakeholder Engagement? 

 

Stakeholder Engagement must be free of manipulation, interference, coercion, and intimidation, 

and conducted on the basis of timely, relevant, understandable and accessible information, in a 

culturally appropriate format1. It involves interactions between identified groups of people and 

provides stakeholders with an opportunity to raise their concerns and opinions and ensures that 

this information is taken into consideration when making project decisions. 

Effective stakeholder engagement develops a “social licence” to operate and depends on mutual 

trust, respect and transparent communication between a company and its stakeholders.  

                                                           
1 EBRD Environmental and Social Policy, April 2019 
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Stakeholder engagement is usually informed by a set of principles defining core values 

underpinning interactions with stakeholders. Common principles based on International Best 

Practice include the following:2 

 Commitment is demonstrated when the need to understand, engage and identify the 

community is recognised and acted upon early in the process; 

 Integrity occurs when engagement is conducted in a manner that fosters mutual respect 

and trust; 

 Respect is created when the rights, cultural beliefs, values and interests of stakeholders 

and neighbouring communities are recognised; 

 Transparency is demonstrated when community concerns are responded to in a timely, 

open and effective manner; 

 Inclusiveness is achieved when broad participation is encouraged and supported by 

appropriate participation opportunities; and 

 Trust is achieved through open and meaningful dialogue that respects and upholds a 

community’s beliefs, values and opinions. 

 

3.2 Stakeholder Identification and Analysis  

Stakeholder identification is the main part of the stakeholder engagement process to identify the 

stakeholders and then to categorize them. 

Key objectives of stakeholder identification are to: 

 establish which organisations, groups and individuals may be directly or indirectly 

affected (positively and/or negatively), or have an interest in the Project; and 

 understand their needs and expectations for engagement. 

Stakeholder analysis enables engagement to be tailored appropriately to the needs and interests 

of different stakeholder groups to ensure their views and concerns are addressed in a suitable 

manner. 

In order to ensure that the engagement process is inclusive, it is important to identify individuals 

and groups who may find it more difficult to participate and those who may be differentially or 

disproportionately affected by the Project because of their marginalised or vulnerable status.  

Stakeholder identification is an ongoing process, and thus key stakeholders will continue to be 

identified during different stages of the Project.   

There are identified stakeholder groups that may be affected by and/or interested in the 

implementation of the Project, as well as proposed communication methods and media for each 

group, presented in Table 1. 

   

 

 

 

                                                           
2 IFC, 2007, Stakeholder Engagement: A Good Practice Handbook for Companies Doing Business in Emerging 
Markets. 
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Stakeholder 

group 

Key 

expectations 

Key concerns Stakeholde

r Impact (1-

5)* 

Stakehol

der 

Influenc

e (1-5)* 

Recommendation  

External Stakeholders 

Local councils 
– appointed to 

represent urban 

quarters 

Improvement 

on local 

infrastructure 

Environmental 

and social 

issues  

5 3 Work to identify and 

manage issues / 

expectations; 

Ensure that vulnerable 

groups are identified 

and engaged with; 

Continue with 

stakeholder 

consultation and 

dialogue; 

Keep the community 

informed and updated 

of all Project progress; 

 

Councils of 

parents - 

appointed at 

each school to 

represent all 

the parents that 

have their 

kinds at 

schools 

Improvement 

on local 

infrastructure 

Environmental 

and social 

issues. 

Health and 

safety issues. 

Loss of school 

time. 

 

5 3 Work to identify and 

manage issues / 

expectations;  

Continue with 

stakeholder 

consultation and 

dialogue; 

Keep the councils 

apprised of all Project 

progress; 

Trade unions 

– that will 

represent the 

employees at 

schools and 

health care 

centres. 

Improvement 

on local 

infrastructure. 

Improvement 

of working 

conditions 

Environmental 

and social 

issues, 

Health and 

safety issues. 

5 3 Work to identify and 

manage issues / 

expectations;  

Continue with 

stakeholder 

consultation and 

dialogue; 

Keep the union 

apprised of all Project 

progress; 

 

Interested 

NGOs and 

other 

organisations. 

Improvement 

on local 

infrastructure; 

Improvement 

of local 

conditions. 

Environmental 

and social 

issues, 

Health and 

safety issues, 

3 2 Maintain open and 

transparent dialogue; 

Relevant 

Municipal 

Departments 

Improvement 

on local 

infrastructure; 

Strict 

compliance 

with national 

legislation; 

Improved 

economic and 

Environmental 

deterioration;  

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 
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Stakeholder 

group 

Key 

expectations 

Key concerns Stakeholde

r Impact (1-

5)* 

Stakehol

der 

Influenc

e (1-5)* 

Recommendation  

labour 

conditions 

Ministry of 

Education  

Improvement 

on local 

infrastructure; 

Strict 

compliance 

with national 

legislation; 

Improved 

economic and 

labour 

conditions 

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 

Ministry of 

Health 

Improvement 

on local 

infrastructure; 

Strict 

compliance 

with national 

legislation; 

Improved 

economic and 

labour 

conditions 

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 

Ministry of 

Local 

Government 

Administratio

n  

Improvement 

on local 

infrastructure; 

Strict 

compliance 

with national 

legislation; 

Improved 

economic and 

labour 

conditions 

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 

Sanitary 

inspectorate 

 

Strict 

compliance 

with national 

legislation; 

 

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 

Environmenta

l inspectorate 

Strict 

compliance 

with national 

legislation; 

 

Failure to 

comply with 

national 

legislation and 

regulation; 

2 5 Continue with 

stakeholder 

consultation and 

dialogue; 

Construction 

Inspectorate 

Strict 

compliance 

with national 

legislation; 

 

Failure to 

comply with 

national 

legislation and 

regulation; 

  Continue with 

stakeholder 

consultation and 

dialogue; 

Internal stakeholders 
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Stakeholder 

group 

Key 

expectations 

Key concerns Stakeholde

r Impact (1-

5)* 

Stakehol

der 

Influenc

e (1-5)* 

Recommendation  

Project 

employees 

Project 

implementatio

n as planned;  

 Retention of 

employment; 

Improved 

working 

conditions 

Job loss;  

Transparent 

recruiting 

process;  

 

4 3 Establish and 

communicate labour 

policies and grievance 

mechanism; 

 

Workers  

 

Workers and 

subcontractors    

Employment 

opportunity; 

Improved 

working 

conditions; 

 

Transparent 

recruitment 

process; 

 

3 

 

2 

 

Transparent and early 

communicate 

regarding recruitment 

process and policies; 

Kids at 

kindergarten/ 

schools 

Improvement 

of the facility 

conditions and 

learning 

environment 

Assurance of 

continuous 

access to 

education 

5 2 Transparent and early 

communication about 

the works, information 

about the reschedule of 

school activities, open 

and timely 

communication to kids 

parents (as above) 

Patients / 

Clients of 

Healthcare 

centres 

Improvement 

of the facility 

conditions and 

health care at 

the centres 

Assurance of 

continuous 

access to 

healthcare 

5 2 Transparent and early 

communication about 

the works, redirecting 

them to facilities 

where the care can be 

provided 

* 1 for the lowest– 5 the highest  

Table 1- Stakeholder idenbtification, Analysis and recommended communications 

3.3 Previous Stakeholder Engagement Activities  

The Municipality is committed to open and transparent communication with its citizens and 

provides regular updates on its activities on the municipal website (https://kk.rks-

gov.net/prizren/). The Grievance Mechanism is also available and accessible on the website 

(www.ndreqe.com ; https://platformadigjitale.com/Prizreni/ ). 

In March 2020, the Municipality established a “one stop- shop” office for engagement with 

citizens and other institutions, which is the only one of its kind in Kosovo, with about 56 counters 

providing multiple services in the same space, saving the citizens and other institutions both time 

and money and where 60% of the 190 public services provided in the Municipality of Prizren 

have been simplified. 

Complaints and requests from citizens are collected through various channels 

 Firstly through the “one stop shop” and then routed to various departments – There are 5 

dedicated staff working exclusively with complaints and requests.  

https://kk.rks-gov.net/prizren/
https://kk.rks-gov.net/prizren/
http://www.ndreqe.com/
https://platformadigjitale.com/Prizreni/
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 Secondly using the online and phone contacts routed directly to the Office of Information 

as provided on the website. The complaints can also be raised in digital format via the 

website or the municipal complaint automats.  

 A free phone number is available for citizens (in service 24 hours a day) about the services 

provided by the municipality as well for the citizens to have the opportunity to submit 

their requests and complaints regarding the local government and for other purposes that 

are in the general interest. The number is supervised by the Directorate of Municipal 

Administration.  

 An official e-mail of the Municipality is also available, where the citizens can submit 

written queries; komuna.prizren@rks-gov.net. 

The Municipality has already designated a Project Implementation Unit which will be 

responsible, among other activities, for the coordination of activities related to SEP 

implementation and  

Project-related communication. 

No Project-specific public discussions or stakeholder engagement has taken place to date. 

Stakeholder engagement will be organised and scheduled as described in Chapter 4.  
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4 STAKEHOLDER ENGAGEMENT PROGRAM 

It is understood by the Municipality that in order to adequately respond to the needs of different 

groups, communication and information channels need to be designed for all identified 

stakeholders in accordance with their needs. 

 

4.1  Purpose and Responsibility for SEP Implementation 

The Municipality recognises that meaningful engagement with local communities, Project 

Affected People (PAP) and other stakeholders will ensure the success of the Project. It is also 

understood that the engagement process may and shall be used to obtain comments and 

suggestions for the development of the Project, which may enhance the Project design and lead 

to extended local benefits.  

For the purpose of transparent and smooth management of the funding and in order to ensure an 

adequate and timely consultation process, the Municipality has designated a Project 

Implementation Unit (“PIU”) that will be responsible for the supervision of all funding 

and for the coordination and designation of all related coordination activities 

including the SEP and related communication and processes. 
 
Furthermore, all contractors in charge of carrying out specific Project activities will be required 

to implement the SEP. The provisions of SEP implementation, including the grievance 

mechanism, entrusted to contractors will be laid out in the tender documentation and contracts 

signed with the contractors. 

 

 

4.2 Planned Disclosure of Information 

The following documentation related to the project will be disclosed and periodically updated to 

reflect Project –related updates:  

 This Stakeholder Engagement Plan (SEP); 

 Project description and updates regarding the implementation progress of the Project; 

 Information on community health and safety risks and impacts (including any 

expected road access restrictions and construction works) and proposed mitigation 

measures including any alternative schedules and/or locations for the affected users; 

 Non-technical Summary (NTS) of the Project; 

 Summary of conclusions from the consultative meetings and public discussions held; 

 Grievance form and information request form. 
 
These documents will be publicly disclosed in Albanian, English, Serbian/ Bosnian and Turkish 

languages on the Municipality of Prizren’s website (https://kk.rks-gov.net/prizren/ ), and Digital 

Platform for Public Consultation of Municipality (https://platformadigjitale.com/Prizreni/ and 

available in hard copy in the premises of the Municipality (Municipality building of Prizren, 

Remzi Ademaj p.n Prizren, 20000). 

These documents and information will remain in the public domain for the entire duration of the 

Project. 

 

https://kk.rks-gov.net/prizren/
https://platformadigjitale.com/Prizreni/
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4.3 Available Communication Tools 

The Municipality will have the possibility to use the following channels for regular and direct 

communication with stakeholders: 
 

 Official website of the Municipality   https://kk.rks-gov.net/prizren/ 

 One stop shop in the Municipality building 

 Public announcements communicated to the media (local radio and television stations, 

daily newspapers), 

 Official contact details for Municipality building of Prizren, Remzi Ademaj p.n Prizren, 

20000 

 Municipal Council Meetings 

 Municipal Social Media https://www.facebook.com/kkprizren/  

https://twitter.com/KomunaPrizren  
 

4.4  Information, Engagement and Communication  

The Municipality will also carry out public consultation and information dissemination that will 

reflect the main issues of relevance to the project. In particular, this will include the following 

information: 

 General information about the project, including start, duration and end, and contacts 

for further information inquiries.  

This will contain the information about the project, including start of renovation and 

implementation of EE measures, type of EE measures to be implemented in the buildings, 

expected implementation milestones and end of disruption caused by the Project. This 

information will be circulated on the Municipal website and websites of individual 

institutions, as well via posters and/or leaflets in the Municipality and affected buildings, at 

least two months prior to start of any reconstruction activities. These leaflets will contain 

contacts where interested parties may obtain information or voice their concerns. The 

Municipality will also announce this information in a newspaper with wide circulation in 

Prizren at least two months prior to start of any reconstruction activities.  

 Particular information on each of the planned reconstruction activities including 

alternative access to disrupted services.  

Since the project implementation consists of the multiple interventions in approximately 50 

building across the town in the following years – it is expected that one or several 

buildings/facilities will be the subject of project intervention for which the Municipality 

will announce the facility name, location and expected duration of intervention and any 

disruption notices and alternative schedules/locations for the affected users at least one 

month prior to start of any reconstruction activities on its website and the affected 

building’s website.  

 Information for the users of affected facilities (related to the changes in the facility 

operation).  

The Municipality, together with the affected institutions, will provide timely information 

on alternative schedules or locations where pupils and/or patients may receive services and 

the duration of disruptions. This information will be provided at least three weeks prior 

to any disruption caused by the Project.  

 Changes in the previously given information  

https://kk.rks-gov.net/prizren/
https://www.facebook.com/kkprizren/
https://twitter.com/KomunaPrizren
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It is very likely that at some of the project sites the time of implementation could differ from 

its previous anticipated timeline and/or may be delayed for various reasons ( i.e. 

prolongation of the work time period impacting communities and stakeholders in terms of 

accessibility issues, service disruptions etc.). If such a delay occurs, all relevant stakeholders 

will be informed immediately by Municipality about these timeline changes with at least 

three days’ advance notice. Timely provision of information to the Municipality will be the 

Contractor’s contractual obligation. 

 Notification on the sites  

Prior to the start of works at any particular location, the Contractor will be responsible for 

erecting clearly visible public notices/billboards announcing the name of the project, 

expected duration of works and contact information where public may obtain additional 

information on the project and voice their concerns.   

Indicative timetable is set out within this document (see sub-chapter 4.5. Timetable.) and will 

be introduced at the first public consultative meeting which will be held at least three months 

prior to start of reconstruction activities. Further public meetings will be organized on a 

quarterly basis and the public will be able to access information on Project 

implementation at any time through the Municipality. The City will also provide with the 

information what will be the venue for the meetings at least two weeks before any planned 

meetings.  

All this information will be published at Municipality’s website along with other project 

related information so that any citizen and/or any interested stakeholder is timely informed 

and may attend. All interested stakeholders will be thus timely informed about the projects 

scope and contacts for further information inquiries. 

 

In particular, the Municipality will publish the information on the extent, timing and duration 

of planned construction works, and any expected disruptions and inconveniences through: 

 The website of the Municipality 

 Local Media (newspapers, TV or Radio) 

 Leaflets distributed directly to the Project Affected People 

 Billboards and/or visible signs at the construction sites itself 

 Information channels of the selected, site directors and/or other authorizing persons 

“chosen and distributed by themselves – in forms of information leaflets to 

parents/patients, etc. 

 

There are a variety of engagement techniques used to build relationships with stakeholders, 

gather information from stakeholders, consult with stakeholders, and disseminate project 

information to stakeholders. When selecting an appropriate consultation technique, culturally 

appropriate consultation methods, and the purpose for engaging with a stakeholder group should 

be considered. Special attention will be given to the adequate use of official languages in Kosovo 

and in Prizreni Municipality and non-discrimination approach. Table 2, provides a list of 

different consultation methods for the key stakeholders. 

 

During the whole life of the project, gender, ethnic and cultural diversity of the citizens 

will be taken into consideration, especially for their engagement on the project and 

organizing meetings and public hearing events. 
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Prior to any engagement event the following actions will occur: 

 Selection of individual stakeholders with whom engagement will occur; 

 Selection of methods for disclosure of information (including such topics as format, 

language, and timing); 

 Selection of location and timing for engagement event (avoiding busy work times, which 

may be seasonal, and days/times when special events may be occurring due to ethnic and 

cultural issues); 

 Agreeing mechanisms for ensuring stakeholder attendance at engagement event; 

 Identification and implementation of feedback mechanisms to be employed. 

 

STAKEHOLDER GROUP  CONSULTATION/ENGAGEMENT 

METHODS  

Government officials   Phone / email / text messaging  

 One-on-one interviews  

 Formal meetings  

 

Communities   Print media, text messaging and radio 

announcements  

 Public meetings  

 Focus group meetings  

  

 

Vulnerable Groups  

 
(Unemployed persons, single parents; people with 
disabilities, old people, Roma, Ashkali and Egyptian 
minorities, women) 

 Print media, text messaging and radio 

announcements  

 Public meetings  

 Focus group meetings  

 

 

Employees and managers   Phone / fax / email / text messaging  

 Workshops  

 Focus group meetings  

 Surveys  

 

NGOs and environmental organisations   Phone / fax / email / text messaging  

 One-on-one interviews  

 Focus group meetings  

 
Table 2- Concultation methods for stakeholders 

4.5 Timetable 

All information on the Project will be made available to the public via the information 

dissemination and communication tools (see sub-chapter 4.4).  

The Municipality will organize one public meeting prior to the commencement of the Project 

implementation – two months prior to the start of the project.  

Consecutively there will be held quarterly stakeholder engagement meetings with public 

throughout the duration of the project. 

The City will also reserve its right to call for ad-hoc stakeholder local meetings on a need’s 

basis. 
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As mentioned in sub-chapter 4.4. chapter, the stakeholders will be informed about the following 

type of information within the timeline given in Table 3 below: 

 

Type of information Timeline 

General information about the project scope and 

contacts for further information inquiries 

No later than 2 months before the 

Project/Funding commencement 

Particular information on each of the planned 

reconstruction 

No later than 1 month before the planned 

reconstruction in the particular location 

Information for the „clients” of facilities related  

to the changes in the facility operation 

No later than 3 weeks prior the works in the 

particular facility 

Changes in the previously given information  Immediately once learning about the need for 

change of plans 

Notification on each of the sites about the type 

of intervention, length, funding and work 

provider. 

For whole duration of the intervention 

Table 3- Timeline of Communications with stakeholders 

 

4.6 Information Provided by Contractors 

During the construction works, a defined timeframe will be established for contractors to submit 

information related to the progress of works by the Municipality. 

The schedule of works and potential amendments to the schedule of works will be then also 

submitted regularly prior to the commencement of construction works to Municipal 

authorities.  

The schedules will provide information on the commencement and finalisation of the works, 

which may impact the affected groups (such as changes in the transport/ water/ electricity 

supply regime, and access, noise and dust due to construction works).  

An indicative timetable is provided in the table below, bearing in mind that once the Project 

starts, the timetable will be reviewed and adjusted as per the current situation, contract and 

exact dates (month/year) will be defined. The particular months and year will be given in 

coherence with the contract from the tender procedure.  

 

Type of information Timeline 

General schedule of works and timeline for the 

milestones  

(Start of the work, milestone, implementation, 

point out which information will be crucial to 

emphasize for the public) 

Will be given in the call for tenders by the City 

(at least one month prior the deadline for 

proposals) and confirmed in the offer of the 

Contractor (in the submitted proposal) and the 

Contract with the winning Tender Contractor 

(Due date of the signature of the Contract with 

Provider) 

The Municipality will announce to the citizens 

indicative start (as the call for tender is 

released) 

And will confirm and/or update the real start 

no later than 5 working days after the signature 

of the contract with the Contractor 
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Type of information Timeline 

Amendments to the scope of work and/or timeline No later than 5 working days after the 

signature of amendment with the Contractor. 

Detailed schedule of concrete works per each 

facility 

(Once the contract starts in each locality, the 

particular dates and limitations – start and end 

will be listed) 

No later than 1 week prior the commencement 

of the works 

„Thank you note“  

(In each locality the visible sign who works at the 

locations will be placed, stating from when to 

when and will express to the public that the 

Provider is grateful for the understanding towards 

the disturbed situation due to construction works. 

This note/sign can be part = identical with the one 

issued by Municipality) 

From day 1 to final day of construction works 

at the site 

Table 4- Communication timeline of contractors 

The Municipality, in cooperation with the responsible authorities from the selected sites, 

will be responsible for timely informing the public and users of facilities about planned 

construction works in line with the updates from the Contractor and as per subsection1.10 of 

this SEP. Timely provision of information to the Municipality will be the Contractor’s 

contractual obligation.  

 
 

4.7 Formal Request for Information 

In case the Municipality receives a formal request for acces to information, it will apply the 

provisions and procedures set out by the Law on to public Documents No. 03/L-215, and it is 

described in more detail under chapter regulatory reuqirments. 

In case the Municipality does not have the information requested or access to such information, 

it is required, within 48 hours of receipt, to notify the requester about the receipt of complaint 

and provide with full information and timeline for the next steps.   

Current practice up to date is that the Municipality provides a response to the applicant within 48 

hours notifying the applicant that request has been received. In case no immediate step is taken 

the applicant is informed only about the receipt and no other information is provided. 

For this reason, the City will establish the responding protocol setting out the timelines, 

responsibilities and reporting format for the applicant which will be applied for this project.  

Indicative protocol is: 



 

22 
 

  

In case of dissatisfaction with the decision of the public authority, applicants are entitled 

to address the Ombudsperson Institution, an independent authority with a designated 

official responsible for providing free assistance to citizens in gaining access to the necessary 

documents being refused to them. The Institution has its headquarters in Pristina, and regional 

offices across the Republic of Kosovo. 

 

Contact information: 

Main Office in Prishtina 

Free calls for applicants: 0800 15555 

Tel: +381 (0) 38 223 782; +381 (0) 38 223 783 or +381 (0) 38 223 784; +381 (0) 38 223 789 

Fax: +381 (0) 38 223 790 

E-mail address: info@ombudspersonkosovo.org Address: 

Ombudsperson Institution 

Rr. “MIGJENI”, nr. 21 

10000 Prishtinë, KOSOVË Website: 

www.ombudspersonkosovo.org (accessible in Albanian, Serbian, Turkish and English) 
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5 GRIEVANCE MECHANISM 

The municipality has already established well working and efficient Grievance mechanism for 

public. 

At the current moment all citizens including the affected stakeholders within this project can use 

5 modes of issuing the complaint: 

 Via online grievance form at municipality official website, (https://kk.rks-

gov.net/prizren/) 

 Via automats installed outside the municipality doors and in some locations around 

Prizren,  

 In person handing over to municipal administrative department, 

 Official e-mail of the Municipality is also available, for the citizens to write; 

komuna.prizren@rks-gov.net 

 Via Municipal hotline, ( ALO KOMUNA 080019200) 

 

Any comments or concerns thus can be brought to the attention of the Municipality verbally or 

in writing. The Grievance form is annexed in as Annex 1 and 2. All grievances are recorded in 

the registry and assigned a number. 

Every received complaint is processed, and citizen receives the reply within 48 hours. Yet, it is 

not an obligation of the reply to respond to the complaint directly. It is possible to inform the 

citizen that the grievance has been received and it will be further addressed.  

Before the project start the municipality will review the current grievance mechanism and will 

double-check it is in compliance with EBRD PR2 and PR10. In case of need for an update of 

current grievance template the City will update the form. 

Each recorded grievance in the registry bears the following information: 
 

 Description of grievance, 

 Date of receipt acknowledgement returned to the compliant, 

 Description of actions taken (investigation, corrective measures), and 

 Date of resolution and closure/ provision of feedback to the compliant. 
 
 
The Municipality consequently makes all reasonable efforts to address the complainant 

upon the acknowledgement of grievance. 

In case the Municipality is not able to address the issues raised by immediate corrective action, 

a long-term corrective action will be identified, within 30 calendar days upon the 

acknowledgement of grievance.   

The Municipality will provide a detailed explanation/ justification on why the issue was not 

addressed and/or is not able to address the particular issue raised through the grievance 

mechanism. Also, in case any action is not required the complainant will receive the notice. The 

response also needs to contain an explanation on how the person/ organization that raised the 

complainant can proceed with the grievance in case the outcome is not satisfactory. 
 
At all times, complainants may seek other legal remedies in accordance with the legal 

framework of Kosovo.  

 

https://kk.rks-gov.net/prizren/
https://kk.rks-gov.net/prizren/
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5.1 Contact information for enquiries and grievances: 

Responsible Person:  N/A – once receiving the request in the system responsible person 

is appointed on ad hoc basis - depending what is the relevant 

department for the request. 

Contact information for enquiries and grievances are collected through various channels 

 Through “one stop shop” and then routed to various departments – There are 5 dedicated 

staff working only with complaints and requests.  

 Through information via online and phone contacts directly to the Office of Information 

in the website and digital The complaints are also possible to raise in digital form via 

website Figure 1 

 Free phone number is available for citizens in service for 24 hours about the services 

provided by the municipality as well for the citizens to have the opportunity to submit 

their requests and complaints regarding the local government and for other purposes that 

are in the general interest. The number is supervised by the Directorate of Municipal 

Administration  

 An official e-mail of the Municipality is also available, where the citizens can write; 

komuna.prizren@rks-gov.net 

 Through Digital online platform  https://platformadigjitale.com/Prizreni/ Figure 2 

 
Figure 1- Website contacts of Municipality and online sections for report problem ( raporto problemin)  and make requests ( 
parashtro pyetjen) 

mailto:komuna.prizren@rks-gov.net
https://platformadigjitale.com/Prizreni/
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Figure 2- Digital platform 

 

5.2 Monitoring and Reporting 

The results of the stakeholder engagement process will be included in the monitoring 

reports to be prepared by the Municipality. The first report will be produced 3 months after 

the beginning of the Project and will continue on a quarterly basis. (Unless agreed otherwise) 

The reports would be will be kept in the public domain, with the following information: 
 

 Place and time of carried out consultative meetings (including other types of engagement 

activities) with information on the participants; 

 Issues and concerns raised during consultative meetings and information on how the 

issues raised during the meetings were taken into consideration by the Ministry, 

including the implemented corrective measures meant to address the grievances; 

 Number and types of grievances raised in the reporting period, with indication of 

opened, resolved and closed grievances. 

Sample of these mechanisms for monitoring and reporting are provided in Appendix 3. 

 

1. Feedback form log 

2. Stakeholder consultation form 

3. Grievance monitoring and reporting form 

 

In addition, the Municipality will submit Annual Environmental and Social Reports to 

EBRD summarising environmental and social impacts, health and safety performance, 

disclosure and consultation performance and implementation of the external grievance 

mechanism. 

The Municipality’s Project Implementation Unit will be responsible for monitoring all Project 

related stakeholder engagement activities, ensuring the fulfilment and updating of this SEP, and 

reporting to EBRD. 



 

 
 
 

6 Appendices 

Appendix 1: Feedback Form 

 

Date      Name of responsible person     Signature 

 

Context (Purpose of engagement / community context) 

 

 

 

 

 

Stakeholder feedback / incident / comment / query 

 

 

 

 

 Follow up actions / response taken 

 

 If further follow up actions are 

required 

 

 



 

 
 
 

 

Appendix 2: Stakeholder Consultation Notes 

Consultation Notes 

 Date 

 Location 

 Responsible person 

Participants 

 

 

 

 

Notes 

 

 

 

 

 

Key learning 

 

 

 

 

 

 

Next steps for follow up / clarification 



 

 
 
 

Appendix 3 - Grievance Register 

Ref 

nr 

Date Name Post email phone Description 

of 

Grievance 

Date of 

Grievance 

First time 

Grievance 

Happened 

more than 

once 

Ongoing Expected 

Resolution 

/ Redress 

Action 

identified 

to resolve 

the 

grievance 

Action 

date  

Action 

taken 

by / 

Whom 

Is 

complainant 

satisfied?  

If Not 

– 

Why 

and 

what 

is 

next 

                 

                 

                 

                 

                 

 


