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[bookmark: _Toc242567274]1. Introduction and Project Description
[bookmark: _Toc242567275]1.1 Introduction
The Government of Montenegro, through the Ministry of Finance (MOF) and the Montenegro Tax Administration (MTA), is preparing the SMART Tax - Project for Innovation in the Tax Administration (P519148), with support in  financing from the World Bank. The Project will consolidate and deepen reforms initiated under the Revenue Administration Reform Project and support the transition toward a more digital, taxpayer-centered, risk-based, efficient, and resilient tax administration.
This Stakeholder Engagement Plan has been prepared in accordance with the World Bank Environmental and Social Framework, particularly Environmental and Social Standard 10 on Stakeholder Engagement and Information Disclosure. It provides a practical framework for timely, inclusive, transparent, and meaningful engagement throughout preparation and implementation.
The SEP is proportionate to the Project’s Moderate environmental and social risk classification. Its principal focus is management of stakeholder and political-economy risks associated with sensitive tax administration reforms, digital inclusion, privacy and confidentiality, automated and AI-supported tools, workforce adjustment, and access to effective feedback and grievance channels.
[bookmark: _Toc242567276]1.2 Project Overview
	Item
	Description

	Operation
	SMART Tax - Project for Innovation in the Tax Administration (P519148)

	Country
	Montenegro

	Borrower
	Ministry of Finance

	Implementing Agency
	Montenegro Tax Administration

	Indicative financing
	EUR 20 million (US$23.16 million equivalent, including fees)

	Expected approval
	January 28, 2027

	Expected closing
	May 10, 2033

	PDO
	To improve efficiency of the MTA, increase tax revenue collection, and reduce the compliance burden on taxpayers.



[bookmark: _Toc242567277]1.3 Project Components
	Component
	Key activities relevant to engagement

	1. Digital Ready Infrastructure
	Enterprise e-archiving; DWH and BI; IRMS upgrades and maintenance; servers, storage, networking, cybersecurity and backup solutions; equipment and limited upgrades in existing regional offices.

	2. Enhanced Compliance Risk Management Operations
	CRM strategy and planning; compliance improvement plans; taxpayer profiling and Compliance Risk Register; risk analysis; audit and arrears management; VAT refunds; dispute resolution; LTO and HNWI functions; VIES and EFI upgrades.

	3. Enabling Environment and Taxpayer Facilitation
	Legal and policy reviews; institutional restructuring; HR strategy and change management; staff capacity building; taxpayer service strategy; taxpayer portal improvements; pre-filled returns; education, awareness and tax clinics; digital and AI-enabled solutions including chatbots.

	4. Project Management
	PIU operations, fiduciary coordination, monitoring and reporting, communications, stakeholder engagement, grievance management, and support from the Ministry of Finance TSU.



[bookmark: _Toc242567278]1.4 Project Beneficiaries
The primary institutional beneficiary is the MTA. Direct and indirect beneficiaries include individual taxpayers, businesses and entrepreneurs, including MSMEs and women-owned firms; tax intermediaries; MTA employees; and citizens who benefit from stronger domestic revenue mobilization and more efficient public administration. Compliant businesses are expected to benefit from a more predictable tax environment and a more level playing field, while taxpayers should benefit from streamlined digital services and reduced administrative burden.
[bookmark: _Toc242567279]1.5 Purpose and Objectives of the SEP
Identify project-affected parties, other interested parties, and disadvantaged or vulnerable groups.
Assess stakeholder interests, concerns, influence, and possible barriers to participation.
Define methods and timing for disclosure, consultation, user feedback, and reporting back.
Support trust and public understanding of risk-based compliance, audits, data use, digital services, AI-supported tools, and available appeal or recourse routes.
Promote inclusion and maintain assisted and non-digital access for users facing digital barriers.
Establish a project-level grievance mechanism and clarify links with existing administrative, taxpayer appeal, data protection, and judicial remedies.
Assign responsibilities and indicators for implementation, monitoring, and updating of the SEP.
[bookmark: _Toc242567280]1.6 Environmental and Social Risk Context
The Project is nationwide and largely institutional and digital. Activities will be carried out mainly through national systems and within existing central and regional MTA offices. No land acquisition, resettlement, livelihood displacement, major construction, or labor influx is anticipated. 
Environmental risks are Low and relate mainly to procurement, installation and decommissioning of ICT equipment, modest energy and materials use, packaging and electronic waste, data wiping and secure disposal, and localized OHS risks from limited office or server-room upgrades. These issues will be addressed through the ESCP, POM, procurement specifications, authorized waste channels, and applicable good international industry practice.
Social risks are Moderate. Stronger risk-based compliance, taxpayer profiling, audits, arrears management, VAT refunds, dispute resolution, broader data use, and AI-enabled tools may generate real or perceived concerns about fairness, confidentiality, transparency, proportionality, contestability, and appeal rights. Groups or intermediaries benefiting from informality, discretion, complexity, or weak enforcement may oppose or seek to influence reforms. Digital barriers may affect older persons, persons with disabilities, rural taxpayers, low-income users, and people with limited digital skills or connectivity. Automation and restructuring may also create concerns among MTA staff.



[bookmark: _Toc242567281]2. Regulatory and World Bank Requirements
[bookmark: _Toc242567282]2.1 National Framework
Stakeholder engagement will be implemented in accordance with applicable Montenegrin requirements governing access to information, public administration, administrative procedure and appeals, non-discrimination and accessibility, personal data protection and confidentiality, labor and occupational safety, tax administration, electronic services, archives and records management, and public consultation. 
[bookmark: _Toc60225947][bookmark: _Toc74302440][bookmark: _Toc76723517][bookmark: _Toc169518050][bookmark: _Toc228376080]While the national legal framework includes provisions relevant to public consultation, access to information, participation, and grievance redress, national stakeholder engagement requirements are not as comprehensive or explicit as those set out in ESS10. Additionally, the legislative and policy framework presented below provides an overview of the broader national context for the identification and management of environmental and social risks and impacts relevant to the Project.
[bookmark: _Hlk74292159]Table 1. Legal and Regulatory framework
	National environmental and Social Policies and Regulations

	Strategic documents

	Regional Development Strategy of Montenegro 2023-2027
	The project will significantly contribute to the goal of improving and developing water supply in urban and rural areas.

	National strategy of sustainable development of Montenegro until 2030
	This strategy defines long-term development priorities based on sustainability principles, including rational use of natural resources, environmental protection, and balanced development.

	Legislation

	Law on protection of nature (Official Gazette of Montenegro No. 54/16, 18/19, 84/24)
	This Law regulates biodiversity conservation, protection of natural habitats and sustainable use of natural resources.

	[bookmark: _Hlk74304326]Law on Environment (“Official Gazette of Montenegro”, No. 52/16, 73/19)
	This Law establishes the principles of environmental protection and sustainable development, as well as instruments and measures for environmental protection and other issues of relevance for environmental governance.

	The Law on Business Companies (“Official Gazette  of Montenegro 90/2025, 44/2026)
	This Law is relevant for registration of business entities, corporate stakeholder management, including enhanced minority shareholder protections, corporate governance codes for listed companies, and transparency requirements.


	Law on Work (Official Gazette of Montenegro, No. 24/05, 61/05, 54/09, 32/13, 75/14, 13/17, 113/17, 95/18, 103/2026)
	Relevant for project-related stakeholder engagement involving workers. 
This Law regulates employment relationships, rights and obligations of employers and employees.

	Law on Health and Safety at Work (Official Gazette of Montenegro, No. 34/14, 44/18, 103/2026)
	This Law establishes measures for occupational health and safety.

	Law on Free Access to Information (“Official Gazette of Montenegro”, No. 044/12, 030/17, 160/2025)
	This Law regulates the right of access to information and the procedure for exercising this right in relation to information held by public authorities, including rules relevant for information disclosure.

	Law on Gender Equality (“Official Gazette of the Republic of Montenegro”, No. 46/07 and “Official Gazette of Montenegro”, No. 73/10, 40/11, 35/15, 132/2026)
	This Law regulates the achievement of gender equality and the exercise of rights on the basis of gender equality, including measures aimed at eliminating discrimination based on sex and ensuring equal opportunities.

	Law on Prohibition of Discrimination (“Official Gazette of Montenegro”, No. 46/10, 40/11, 18/14, 42/17, 103/2026)
	This Law regulates prohibition and protection from discrimination and the promotion of equality, including the legal basis for prevention of discriminatory practices.

	Law on Minority Rights and Freedoms (“Official Gazette of the Republic of Montenegro”, No. 031/06, 051/06, 038/07 and “Official Gazette of Montenegro”, No. 002/11, 008/11, 031/17)
	This Law prescribes the position and rights of minority groups and provides the legal basis for the exercise and protection of minority rights and freedoms.

	Law on the Protector of Human Rights and Freedoms of Montenegro (“Official Gazette of Montenegro”, No. 42/11, 32/14, 21/17)
	This Law regulates the competence, powers, and functioning of the Protector of Human Rights and Freedoms in relation to the protection of human rights and freedoms guaranteed by the Constitution, laws, and ratified international human rights instruments.



International requirements
Considering that the Project is implemented in line with the World Bank Environmental and Social Standards, it is essential that all applicable requirements related to stakeholder engagement are duly taken into account and consistently applied throughout project implementation.
This Stakeholder Engagement Plan (SEP) has been prepared in accordance with the World Bank Environmental and Social Standard ESS10: Stakeholder Engagement and Information Disclosure. In addition to ESS10, the SEP reflects the principles set out in the Guidelines on Incorporating Human Rights Standards and Principles, Including Gender, in Programme Proposals for Bilateral German Technical and Financial Cooperation and the Principles for Digital Development. With regard to the Principles for Digital Development, particular attention is given to the principle of Address Privacy and Security, as relevant for the implementation of this SEP.
The World Bank ESS10, together with the accompanying Guidance Note on Stakeholder Engagement and Information Disclosure, defines stakeholder engagement as a transparent, inclusive, and meaningful process of consultation and engagement that is to be carried out throughout the entire project life cycle and that promotes stakeholder feedback and participation. The stakeholder engagement process is developed in a systematic manner, enabling the Borrower to “build and maintain constructive relationships” with all project stakeholders. All stakeholder engagement–related processes and activities are designed to ensure efficient and inclusive engagement with all stakeholder groups, with particular attention paid to vulnerable and disadvantaged groups, in order to ensure their meaningful participation in the stakeholder engagement process.
Furthermore, the client is required to ensure full, informed, and continuous participation and information sharing with all relevant stakeholders throughout all project phases. This is achieved through timely disclosure of information, stakeholder consultations, and the establishment and implementation of an effective grievance mechanism, all of which are based on principles of informed consultation and participation. Accordingly, this SEP is intended to ensure comprehensive participation and involvement of all relevant project stakeholders, with the objective of enabling an early, systematic, and effective approach to the identification and mitigation of potential social impacts.
For the purpose of ensuring effective implementation of the above-mentioned principles of good international practice, this SEP is structured around and includes the following key components: stakeholder engagement approach; stakeholder identification and analysis; stakeholder engagement programme; and the grievance mechanism. Moreover, Montenegro has ratified a number of international treaties and conventions, alongside an ongoing process of harmonization of national legislation with the EU acquis within the domestic legal and policy framework. Further details regarding the relevant conventions, along with the abovementioned WB standards, are presented below.
The Aarhus Convention (Convention on Access to Information, Public Participation in Decision-Making and Access to Justice in Environmental Matters) has been an integral part of the national legal system since 2009. Access to justice in environmental matters is regulated through a number of legislative acts that fully transpose the relevant EU provisions governing public access to environmental information and public participation in environmental decision-making, while remaining fully aligned with the Aarhus Convention. The primary objective of this Convention is to “guarantee the rights of access to information, public participation in decision-making and access to justice in environmental matters”. In this regard, it establishes provisions that ensure “accountability and transparency in decision-making and strengthen public support for environmental decisions”. Aarhus convention “recognises that the public must be informed about participation procedures in environmental decision-making, have free access to such procedures and be aware of how to use them”; and it “acknowledges the importance of the roles that individual citizens, non-governmental organizations and the private sector can play in environmental protection”.
Montenegro has ratified the Espoo Convention on Environmental Impact Assessment, its two amendments, and the SEA Protocol to the Espoo Convention (Protocol on Strategic Environmental Assessment to the Convention on Environmental Impact Assessment) (“Official Gazette of Montenegro”, No. 02/09).
The Convention for the Protection of Human Rights and Fundamental Freedoms was ratified by Montenegro in 2003, with the main objective of ensuring the application of objective standards and enabling individuals to seek protection against the misuse of authority.
The European Social Charter guarantees the realization of fundamental social and economic rights without discrimination. Rights ensured under the Charter include the right to work, the right to social and medical assistance, and the right to social, legal and economic protection of the family, with particular importance attached to the protection and assistance of migrant workers and their families.

[bookmark: _Toc242567283]2.2 World Bank ESS10
ESS10 requires stakeholder engagement throughout the project life cycle.  ESS10 requires that stakeholder engagement be proportionate to the nature and scale of the project and its potential risks and impacts. It includes the following core elements:
identification and analysis of project stakeholders;
planning how engagement will take place;
disclosure of relevant project information in a timely, understandable, accessible, and appropriate manner;
meaningful consultation with stakeholders;
addressing and responding to grievances; and
reporting back to stakeholders.
ESS10 also emphasizes the need to identify disadvantaged or vulnerable individuals or groups and to apply differentiated measures to support their participation and access to information.


[bookmark: _Toc242567284]2.3 Application of ESS10 to SMART Tax
Transparent explanation of reform objectives, sequence, expected benefits, and limits.
Engagement before material changes to taxpayer-facing processes, portals, risk selection, audits, refunds, arrears management, or automated tools.
Clear distinction between project feedback or grievances and statutory tax objections, appeals, data protection complaints, or judicial remedies.
Accessible information and assisted channels for digitally excluded taxpayers (MTA Call Center, 19707).
Structured engagement with private sector associations, accountants, tax advisors, civil society, and representative organizations.
Confidential handling and secure referral of complaints involving taxpayer information, personal data, cybersecurity, fraud allegations, or retaliation concerns.
Regular reporting on issues raised and actions taken, without disclosure of taxpayer or personal information.
[bookmark: _Toc242567285]2.4 Higher Standard
Where national requirements and ESS10 differ, the Project will apply the requirement that provides a higher level of transparency, accessibility, inclusion, consultation, and protection, while respecting tax secrecy, personal data protection, and other lawful confidentiality obligations.
[bookmark: _Toc242567286]3. Stakeholder Engagement During Preparation
[bookmark: _Toc242567287]3.1 Engagement Conducted to Date
Project preparation has included technical dialogue among the Ministry of Finance, the MTA, the World Bank, and relevant partners on the Project’s scope, components, implementation arrangements, sequencing, digital infrastructure, compliance risk management, taxpayer services, EU alignment, and environmental and social risks. The draft SEP should be completed after the Borrower records all engagement undertaken to date in the format provided in Annex 1.



[bookmark: _Toc242567288]3.2 Issues to Validate Through Consultation
Clarity and usability of the taxpayer portal, e-payment, pre-filled returns, EFI, VIES, and other taxpayer-facing services.
Fairness, transparency, quality assurance, and recourse in taxpayer profiling, risk scoring, audit selection, arrears management, and automated or AI-supported decisions.
Privacy, tax confidentiality, cybersecurity, lawful data exchange, data quality, correction rights, and human review.
Effects of stronger enforcement on MSMEs, seasonal businesses, rural businesses, informal operators transitioning to formality, and tax intermediaries.
Accessibility and assisted service needs of older persons, persons with disabilities, low-literacy users, and taxpayers without reliable internet or devices.
Workforce concerns related to automation, restructuring, new skills, changed responsibilities, and workplace grievance arrangements.
Communication and consultation needs for installation works and replacement or disposal of legacy ICT equipment.
[bookmark: _Toc242567289]3.3 Planned Disclosure and Consultation Before Appraisal
	Action
	Audience
	Method
	Timing
	Responsibility

	Disclose draft SEP and ESCP
	All stakeholders
	MTA/MoF websites; notice through regional offices and taxpayer channels, newspaper with a national coverage
	(TBC, October 2026) Before appraisal, with a stated comment period
	MTA 

	Public consultation on draft instruments
	Taxpayers, businesses, associations, CSOs, professional bodies, MTA staff representatives
	MTA will establish a dedicated email address for the project (smarttax@tax.gov.me to solicit inputs, including recommendations for improvements, from interested parties) Hybrid meeting with accessible participation and written comments
	(TBC, October 2026) Before appraisal
	MTA/ in coordination with the MoF

	Targeted inclusion consultation
	Organizations representing persons with disabilities, older persons, rural users, women entrepreneurs, low-digital-literacy users
	Focus groups or interviews; accessible materials
	(TBC, October 2026)
Before appraisal or early implementation
	MTA Focal Point

	Private-sector consultation
	Chambers, employer bodies, MSME groups, accountants, tax advisors, sector associations
	Roundtable and written feedback
	(TBC, October 2026)
Before appraisal and semi-annually thereafter
	MTA taxpayer services

	Publish project information  consultation report and revised SEP
	All stakeholders
	Web disclosure and summary notice
	After consultation
	MTA



[bookmark: _Toc242567290]4. Stakeholder Identification and Analysis
[bookmark: _Toc242567291]4.1 Methodology
Stakeholders are grouped as project-affected parties, other interested parties, and disadvantaged or vulnerable individuals or groups. The mapping considers expected benefit or impact, level of interest, ability to influence implementation, potential barriers to engagement, confidentiality needs, and the most appropriate method of engagement. The register will be reviewed at least annually and whenever project scope or stakeholder dynamics materially change.
[bookmark: _Toc242567292]4.2 Project-Affected Parties
Project-Affected Parties
· Individual taxpayers and self-employed persons using MTA services.
· Registered businesses, including micro, small, medium, and large taxpayers, exporters, employers, home-based businesses, seasonal businesses in tourism, hospitality, trade, and agriculture, and craftspeople.
· Prospective taxpayers and informal operators transitioning to formality, including seasonal workers, farmers, and other small or informal economic operators whose activities may not fit standard digital tax processes.
· Women entrepreneurs and women-owned or women-led firms.
· Tax intermediaries, accountants, auditors, tax advisers, legal professionals, and software or e-invoicing providers directly affected by changes to tax systems and procedures.
· Users of taxpayer portals, e-payment, e-filing, EFI, VIES, pre-filled returns, chatbots, and assisted service channels.
· MTA staff potentially affected by restructuring, automation, AI deployment, changing job requirements, or redeployment, including staff with lower digital skills and staff in regional offices.
· Contracted ICT and equipment-installation workers engaged under the project.
· Staff and service users in central and regional MTA offices where equipment is installed or limited upgrades occur.


[bookmark: _Toc242567293]4.3 Other Interested Parties
· Ministry of Finance and relevant government bodies responsible for public finance, digital government, labor, social inclusion, statistics, data protection, cybersecurity, administrative oversight, archives, and waste management.
· Local governments and public institutions supporting outreach or taxpayer services, including postal services, community centers, social-work centers, and employment services.
· Chamber of Economy, employer and business associations, professional associations, and sector organizations in tourism, hospitality, trade, agriculture, crafts, and other higher-risk or seasonal sectors.
· Trade unions, MTA employee representatives, and associations representing seasonal workers, farmers, craftspeople, home-based businesses, and informal economic operators.
· Civil society organizations working on consumer protection, taxpayer rights, digital rights, disability inclusion, gender equality, rural development, poverty reduction, legal aid, accountable government, and business formalization.
· Representative organizations of Roma and Egyptian communities, migrants, refugees, foreign workers, older persons, persons with disabilities, and low-income groups.
· Organizations representing consumers and taxpayers, including taxpayer-rights and legal-aid organizations.
· Financial institutions and payment-service providers, including banks, fintech companies, e-payment providers, and providers of digital identification or trust services.
· Telecommunications and internet-service providers, particularly in relation to connectivity and access barriers.
· Technology firms, cybersecurity firms, accounting-software and e-invoicing providers, digital-platform operators, suppliers, universities, research institutions, and training providers.
· The Ombudsperson, equality and anti-discrimination bodies, data-protection and cybersecurity authorities, and other institutions responsible for accessibility and rights-based complaints.
· Judicial and administrative appeal institutions, including bodies handling tax disputes and administrative review.
· Anti-corruption, audit, and public-accountability institutions.
· Media and the general public.
· The European Union, IMF, OECD, and other development partners supporting relevant reforms
[bookmark: _Toc242567294]4.4 Disadvantaged or Vulnerable Groups
The following groups may require differentiated engagement because they can face barriers to digital services, information, participation, or redress:
· Older persons and pensioners.
· Persons with disabilities, including persons with visual, hearing, mobility, cognitive, or other accessibility needs.
· People with limited digital literacy, limited literacy, or limited understanding of tax procedures.
· Taxpayers in rural, remote, or northern areas with weaker connectivity or limited access to MTA offices.
· People without reliable internet access, suitable devices, digital identification, or access to banking and e-payment tools.
· Low-income taxpayers, micro-enterprises, sole traders, and other persons with limited administrative or financial capacity.
· Women taxpayers and entrepreneurs, women-owned or women-led firms, single parents, and unpaid caregivers where time, digital skills, or access to professional support create barriers.
· Unemployed persons, social-assistance beneficiaries, and economically inactive people, particularly in poorer northern municipalities, who may have limited familiarity with tax procedures but may be affected by formalization or income-reporting requirements.
· Roma and Egyptian communities and other minority communities requiring language-appropriate or culturally appropriate outreach.
· Migrants, refugees, asylum seekers, foreign workers, and non-citizen taxpayers who may encounter language, documentation, residency, or procedural barriers.
· Informal operators and people affected by enforcement or formalization who may fear penalties, disclosure, or loss of income.
· Users dependent on accountants or other intermediaries and those requiring in-person or telephone assistance.
· Persons with low trust in public institutions or previous negative experiences with tax authorities who may be reluctant to participate or use grievance channels.
· MTA staff with lower digital skills or limited access to training who may be disproportionately affected by workplace changes.
· Whistleblowers, complainants, and other persons requiring confidentiality and protection from retaliation
[bookmark: _Toc242567295]4.5 Stakeholder Interest and Influence Matrix
	Stakeholder group
	Interest
	Influence
	Main interests or concerns
	Engagement approach

	Individual taxpayers, self-employed persons, and users of digital or assisted services
	High
	Medium
	Usability, privacy, fair treatment, service continuity, assistance, correction, and recourse
	Plain-language information, user testing, surveys, tax clinics, assisted channels, and GM

	MSMEs, sole traders, home-based, seasonal, rural, tourism, agricultural, and craft businesses
	High
	Medium
	Compliance burden, irregular income, transition costs, filing requirements, predictability, and support
	Sector roundtables, regional outreach, pilots, clinics, and targeted guidance

	Large taxpayers, exporters, employers, and HNWIs
	High
	High
	, Audits, data use, VAT refunds, legal certainty, confidentiality, and dispute resolution
	Structured technical consultation, advance notice, written guidance, and safeguards

	Prospective taxpayers, informal operators, and persons transitioning to formality
	High
	Low–Medium
	Registration costs, documentation, fear of enforcement or disclosure, income impacts, and support
	Trusted intermediaries, confidential feedback, simple guidance, local outreach, and clinics

	Women taxpayers, women entrepreneurs, women-owned firms, single parents, and unpaid caregivers
	High
	Low–Medium
	Equal access, time constraints, digital skills, administrative burden, and professional support
	Targeted sessions, women’s business networks, flexible formats, and gender-disaggregated feedback

	Tax intermediaries, accountants, auditors, tax advisers, legal professionals, and directly affected software/e-invoicing providers
	High
	Medium–High
	System interoperability, filing rules, implementation timing, client support, and professional liability
	Technical working groups, advance notices, testing, webinars, and helpdesk support

	MTA staff, managers, regional offices, unions, and employee representatives
	High
	High
	Restructuring, automation, AI deployment, redeployment, skills, workload, accountability, and workplace grievances
	Early internal consultation, staff briefings, change-management workshops, training, and workers’ GM

	PIU/TSU staff, consultants, ICT and equipment-installation workers, and affected office users
	High
	Medium
	Roles, working conditions, OHS, installation schedules, service continuity, confidentiality, and grievance access
	Induction, workplace notices, briefings, contractor meetings, and workers’ GM

	Older persons, persons with disabilities, people with limited literacy or digital skills, and users requiring assistance
	High
	Low
	Accessible information, reasonable accommodation, assisted and non-digital channels, and sufficient support
	Accessible focus groups, representative organizations, in-person and telephone support, and usability testing

	Rural, remote, northern, low-income, unemployed, and socially assisted persons; people lacking internet, devices, digital ID, or banking access
	High
	Low
	Connectivity, affordability, physical access, documentation, financial inclusion, and understanding of procedures
	Regional outreach, local service institutions, printed materials, assisted channels, and flexible consultation

	Roma and Egyptian communities, minority communities, migrants, refugees, asylum seekers, foreign workers, and non-citizen taxpayers
	High
	Low
	Language, documentation, residency, trust, discrimination, culturally appropriate outreach, and procedural barriers
	Representative organizations, language-appropriate materials, facilitated sessions, and confidential channels

	Persons affected by, risk scoring, audits, collection, refunds, penalties, rulings, dispute resolution, VDP, LTO, or HNWI arrangements
	High
	Medium
	Fairness, proportionality, transparency, confidentiality, human review, correction, and statutory appeal rights
	Plain-language explanations, targeted consultation, decision notices, referral to statutory remedies, and confidential GM intake

	Persons with low institutional trust, whistleblowers, complainants, and persons fearing retaliation
	High
	Low
	Confidentiality, anonymity, non-retaliation, impartial handling, and secure referral
	Protected channels, anonymous options, trusted intermediaries, secure case handling, and reporting back

	Ministry of Finance, MTA, PIU, TSU, and relevant government bodies
	High
	High
	Governance, coordination, legal compliance, implementation performance, fiduciary matters, and E&S commitments
	Continuous coordination, technical working groups, formal decisions, and periodic reporting

	Local governments, postal services, community centers, social-work centers, and employment services
	Medium
	Medium
	Local access, outreach, referrals, service coordination, and reaching underserved groups
	Coordination meetings, referral arrangements, outreach partnerships, and local notices

	Chambers, employer and business associations, professional bodies, sector organizations, and representative trade associations
	High
	High
	Business climate, implementation practicality, sector impacts, member preparedness, and compliance costs
	Semi-annual roundtables, technical consultations, written feedback, and member outreach

	Civil society, taxpayer and consumer organizations, legal-aid groups, and representatives of vulnerable groups
	High
	Medium
	Inclusion, accessibility, rights, digital exclusion, transparency, accountability, and business formalization
	Targeted consultation, outreach partnerships, monitoring feedback, and response matrices

	Banks, fintech and payment providers, digital-ID and trust-service providers, telecommunications and internet providers
	High
	Medium–High
	Interoperability, payment access, digital identification, security, connectivity, service continuity, and user exclusion
	Technical working groups, protocols, testing, implementation coordination, and incident escalation

	Technology and cybersecurity firms, digital platforms, suppliers, universities, research institutions, and training providers
	Medium–High
	Medium
	Technical standards, procurement, data security, innovation, skills, system quality, and interoperability
	Technical consultations, procurement briefings, testing, research collaboration, and training feedback

	Ombudsperson, equality and anti-discrimination bodies, data-protection and cybersecurity authorities, appeal bodies, judiciary, audit, anti-corruption, and accountability institutions
	High
	High
	Lawful data use, rights, accessibility, discrimination, secure referrals, auditability, appeals, and accountability
	Formal consultation, referral protocols, technical review, compliance reporting, and escalation channels

	Media and the general public
	Medium
	Medium
	Transparency, trust, public value, accurate information, reform impacts, and accountability
	Website updates, public information, media briefings, FAQs, and consultation summaries

	European Union, IMF, OECD, World Bank, and other development partners
	Medium–High
	High
	Reform coherence, EU alignment, standards, complementarity, financing, and implementation performance
	Periodic coordination, implementation reporting, technical dialogue, and supervision




[bookmark: _Toc242567296]5. Stakeholder Engagement Program
[bookmark: _Toc242567297]5.1 Principles
Openness and transparency: engagement will be free of manipulation, interference, coercion, discrimination, and intimidation.
Early and continuous engagement: information will be provided before decisions are finalized where stakeholder input can influence design.
Inclusiveness and accessibility: differentiated measures will be used to overcome digital, geographic, language, disability, literacy, gender, income, or time barriers.
Proportionality and risk focus: more intensive engagement will be used for sensitive enforcement, , data-sharing, AI, workforce, or service-access changes.
Confidentiality taxpayer personal, commercial, and grievance information will be protected and collected only as necessary.
Responsiveness and feedback loops: stakeholders will be informed how material comments were addressed.
No retaliation: stakeholders may raise concerns in good faith without disadvantage.
Coordination with formal legal and administrative processes: project grievance handling will not replace tax, administrative, data-protection, labor, or judicial processes.
[bookmark: _Toc242567298]5.2 Information Disclosure
Information will be disclosed in Montenegrin and, where useful for partners or specific audiences, in English. Materials will use plain language and avoid unnecessary technical terminology. Relevant information will be available through the MTA websites, taxpayer portal, regional offices, call center, email, public notices, media, social media, webinars, consultation events, professional associations, and direct outreach.
Information will be disclosed proactively and in a timely manner, sufficiently in advance of consultations or decisions so that stakeholders have adequate time to review materials and provide meaningful input before outcomes are determined

	Information
	Target groups
	Channels
	Timing

	Project objectives, components, expected benefits, schedule and implementation arrangements
	All stakeholders
	Websites, fact sheets, public notices, presentations
	At disclosure and updated when material changes occur

	SEP, ESCP, consultation notices and summaries
	All stakeholders
	Web disclosure, regional offices, email to key organizations
	Before appraisal and after updates

	Changes to taxpayer portals, filing, payment, EFI, VIES and pre-filled returns
	Affected taxpayers and intermediaries
	Portal alerts, guides, webinars, associations, call center, clinics
	Sufficiently before rollout and during transition

	Profiling, risk management and automated/AI-supported processes
	Affected taxpayers, businesses, advisors, oversight bodies
	Plain-language explanations, FAQs, consultations, decision notices where applicable
	During design and before deployment

	Environmental and social risks and mitigation measures
	All stakeholders
	Web disclosure, regional offices, email to key organizations
	Before the strat of activities 

	Periodic disclosure of the project progress and results 
	All stakeholders
	Web disclosure, regional offices, email to key organizations
	From the start throughout project implementation 

	Privacy, confidentiality, cybersecurity, data exchange, correction and recourse
	All affected users
	Privacy notices, portal, consultations, helpdesk/GRM
	Before data processing or service launch; continuous

	Audit, arrears, VAT refunds, dispute resolution, LTO/HNWI and VDP changes
	Affected segments and intermediaries
	Technical sessions, written guidance, targeted communication
	Before operational changes

	Digital inclusion and assisted service arrangements
	Vulnerable groups and representatives
	Regional offices, call center, printed and accessible materials, CSOs
	Before and during rollout

	ICT installation and limited office upgrades
	Affected staff and contractors
	Workplace notices, briefings, contractor induction
	Before works and as needed

	GRM channels and performance
	All stakeholders
	Websites, offices, materials, reports
	Continuous; reported semi-annually


Records of all information disclosed — including the content, target audience, channel used, and date of disclosure — will be maintained by the MTA throughout project implementation and made available to the World Bank and other stakeholders upon request.
[bookmark: _Toc242567299]5.3 Consultation and Feedback Methods

Consultation will be initiated early in project preparation and will continue throughout implementation, ensuring stakeholder input can meaningfully influence design, rollout, and operational decisions before they are finalized.
All consultation materials will be provided in Montenegrin in plain language and in accessible formats; alternative formats or in-person support will be arranged for groups facing literacy, disability, digital, or geographic barriers.
Following each significant consultation, the MTA will prepare a summary of issues raised and document how material comments were considered and addressed. These summaries will be disclosed to participants and made publicly available, closing the feedback loop with stakeholders.

[bookmark: _Toc242567300]5.4 Measures for Vulnerable Groups
Maintain in-person, telephone, or assisted options where services become more digital.
Use accessible web content, screen-reader compatible documents, large-print and easy-read formats where needed.
Provide captioning, sign-language interpretation, accessible venues, or individual assistance when justified by participant needs.
Use plain language, practical examples, step-by-step guidance, and sufficient response time.
Schedule engagement at accessible times and avoid reliance on a single online platform.
Use regional offices, local institutions, business associations, accountants, and CSOs as outreach partners without transferring responsibility for legal advice or grievance decisions.
Monitor participation and service use by stakeholder segment and gender where feasible and consistent with privacy law.
Provide confidential channels for people concerned about enforcement, informality, data use, or retaliation.
Provide interpretation or translated materials for linguistic minority communities where their presence in the affected area warrants it.
Where cost of participation presents a barrier — including travel, time away from work, or childcare — consider practical measures to reduce or offset these obstacles for affected individuals or groups.
Where individuals cannot participate directly due to mobility, remoteness, or other constraints, facilitate engagement through trusted representatives, community leaders, or civil society proxies, while maintaining accountability for outcomes.

Periodically review whether inclusion measures are reaching intended groups and adjust methods, channels, or timing where participation gaps are identified.

[bookmark: _Toc242567301]5.5 Integrity of Engagement Process
Engagement on enforcement and compliance reforms will be factual, rules-based, and even-handed. The MTA will explain reform objectives, applicable safeguards, decision-making responsibilities, quality controls, available human review, and statutory recourse. Consultation processes will not provide any party with preferential access to shape individual enforcement cases, risk-scoring criteria, or confidential taxpayer information. The MTA will maintain records of engagement and escalate through appropriate governance channels any conduct that compromises the integrity of the process. Stakeholders may raise concerns about enforcement or compliance changes through the project grievance mechanism without disadvantage.
.
[bookmark: _Toc242567302]5.6 Data, AI, and Automated Decision-Making
Inform users when automated or AI-supported tools materially influence a taxpayer-facing interaction or administrative process, subject to applicable law and legitimate confidentiality needs.
Explain in accessible terms the purpose of the tool, categories of data used, limitations, role of human review, and available correction, objection, appeal, or grievance channels.
Consult relevant legal, data protection, cybersecurity, technical, taxpayer-service, and stakeholder representatives during design and testing.
Test for data quality, accessibility, differential impacts, and errors before broad deployment and periodically thereafter.
Route reported errors, bias, unfair outcomes, privacy concerns, or unexplained decisions to competent technical and legal teams and track corrective action.
Report periodically and in accessible terms on the performance of automated tools, the volume and nature of complaints received, and corrective actions taken.
Do not use the project GRM as a substitute for statutory appeal of a tax assessment or other legally binding decision.
[bookmark: _Toc242567303]5.7 Engagement Plan by Component
	Stage/component
	Topic
	Stakeholders
	Method
	Timing
	Lead

	Preparation/appraisal
	Project scope, E&S risks, SEP and GRM
	MoF, MTA, taxpayers, businesses, CSOs, professional bodies
	Disclosure, public and targeted consultations
	Before appraisal
	MTA

	C1: e-archiving, DWH/BI, IRMS
	Data quality, migration, records, access, privacy, usability
	MTA units, staff, records/archive bodies, users
	Technical workshops, staff consultation, testing
	Design and implementation
	PIU/technical teams

	C1: hardware and regional offices
	Installation schedule, OHS, service continuity, e-waste
	MTA staff, contractors, office users, relevant authorities
	Notices, briefings, contractor induction
	Before and during activities
	PIU/environmental focal point

	C2: CRM and risk analysis
	Profiling, risk criteria governance, fairness, data sharing, recourse
	Taxpayer segments, associations, advisors, oversight bodies
	Technical consultation, plain-language information
	Before pilots and rollout
	MTA/PIU

	C2: audit, collection, refunds, ADRP
	Procedural clarity, burden, quality assurance, timelines, appeals
	Businesses, individuals, accountants, legal professionals
	Roundtables, guidance, webinars, surveys
	Design and periodic review
	MTA operational units/PIU

	C2: LTO/HNWI/VDP
	Relationship management, confidentiality, transfer pricing, disclosure
	Large taxpayers, relevant advisors and associations
	Targeted technical sessions
	Before implementation and as needed
	MTA/PIU

	C2: VIES and EFI
	EU alignment, onboarding, technical changes, fraud monitoring
	Businesses, exporters, accountants, software providers
	Advance notices, testing, webinars, helpdesk
	Before and during rollout
	MTA/PIU

	C3: legal, institutional and HR
	Legal changes, restructuring, workforce implications, skills
	MTA staff, unions/representatives where applicable, government bodies
	Internal consultation, workshops, training
	Throughout reform process
	MTA HR/PIU

	C3: taxpayer services
	Portal, pre-filled returns, education, accessibility, compliance burden
	Individuals, MSMEs, women-owned firms, rural users, intermediaries
	User research, clinics, pilots, satisfaction surveys
	Semi-annually and at rollout
	MTA taxpayer services/PIU

	C3: AI/digital solutions
	Purpose, data, accuracy, human review, accessibility, recourse
	Users, staff, regulators, CSOs, experts
	Design workshops, testing, explanations, feedback
	Before deployment and periodic review
	MTA/PIU

	C4: project management
	Progress, engagement results, GRM performance
	All stakeholders
	Website updates, reports, consultations
	Semi-annual/annual
	PIU

	All components
	GRM channels, procedures, and access
	All stakeholders, with targeted outreach to vulnerable groups
	Disclosure, notices, portal, regional offices, CSOs
	Before project effectiveness and continuously
	PIU/MTA

	All components
	Engagement effectiveness monitoring and plan updates
	PIU, MTA, Bank
	Participation tracking, segment analysis, adaptive review
	Semi-annually
	PIU

	All components
	World Bank supervision and beneficiary feedback
	Affected parties, PIU, MTA
	Mission consultations, beneficiary interviews
	At each supervision mission
	World Bank/PIU

	Project closing
	Completion results, lessons learned, transition of engagement responsibilities
	All stakeholders
	Disclosure, final consultation, completion report
	
	



[bookmark: _Toc242567304]6. Resources and Responsibilities
[bookmark: _Toc242567305]6.1 Institutional Arrangements
The MTA will have overall responsibility for implementation of the SEP. A PIU will manage day-to-day engagement, disclosure, grievance handling, documentation, monitoring, and reporting. The Ministry of Finance and its TSU will support coordination and fiduciary functions in line with project arrangements. Before effectiveness, the Borrower will establish the PIU with clear environmental and social responsibilities and recruit a qualified social specialist experienced in stakeholder mapping, inclusive consultation, grievance management, and social risks associated with sensitive institutional reforms.
[bookmark: _Toc242567306]6.2 Roles and Responsibilities
	Entity
	Responsibilities

	MTA management
	Overall accountability; approves engagement priorities and responses; ensures cooperation of departments and regional offices.

	MTA Focal Point
	Coordinates and documents engagement; maintains stakeholder register and SEP; operates project GRM; consolidates reporting.

	PIU social specialist
	Leads stakeholder mapping, inclusive consultation, vulnerable-group measures, social-risk monitoring, grievance quality assurance, and SEP updates.

	GRM focal point
	Registers, acknowledges, screens, assigns, tracks, escalates, closes, and reports grievances while protecting confidentiality.

	MTA technical and operational units
	Provide accurate technical information; participate in consultations; respond to issues; implement corrective actions.

	MTA taxpayer services and communications
	Prepare accessible materials; conduct outreach, tax clinics, call-center and portal communication; report back to stakeholders.

	MTA HR/change-management function
	Consult staff; communicate restructuring and training; maintain workers’ grievance arrangements.

	MoF/TSU
	Support Borrower oversight, procurement and fiduciary coordination, and engagement related to their responsibilities.

	Regional MTA offices
	Display information; provide assisted channels; support local consultation and grievance intake.

	Contractors and consultants
	Comply with stakeholder, labor, OHS, confidentiality, data protection, and grievance requirements in contracts.

	World Bank
	Review SEP implementation and provide implementation support through supervision.




[bookmark: _Toc242567307]7. Project Grievance Mechanism
[bookmark: _Toc242567308]7.1 Objective and Scope
The Project will establish and maintain an accessible and free grievance mechanism (GM) before project activities begin to receive and facilitate resolution of project-related concerns, complaints, questions, and suggestions. The GM will cover stakeholder engagement, accessibility, taxpayer-facing digital services, project communication, data and privacy concerns, automated or AI-supported tools, ICT installation impacts, contractor conduct, and other project-related issues. Existing MTA grievance channels will be assessed and adapted where appropriate, with additional channels established as needed. Information on access, available channels, response times, and the complaints process will be communicated through project stakeholder engagement activities.
The GM will not replace statutory objections or appeals, or formal data-protection, labor, judicial, anti-corruption, or other remedies. Submissions outside the GM’s mandate will be promptly referred to the appropriate channel, with the complainant informed that referral does not affect applicable statutory deadlines. Referrals and complaints will be recorded and tracked, including their status, responses, resolution, and any escalation or review. The GM will also monitor complainant satisfaction where feasible. Records will be securely maintained with appropriate controls on access, confidentiality, retention, and deletion, in accordance with applicable legal and data-protection requirements. Aggregated and anonymized grievance information may be included in project monitoring and reporting.

[bookmark: _Toc242567309]Grievance Redress Mechanism
7.1 Objectives and Scope
The project will establish and maintain a Grievance Redress Mechanism (GRM) to receive and facilitate resolution of concerns, complaints, questions, and suggestions related to SERVIS. For this purpose, the MTA will establish  dedicated project email address smarttax@tax.gov.me. The GRM will be proportionate to the project's Low E&S risk rating, but operationally capable of addressing concerns related to digital services,  data protection, accessibility, cybersecurity, AI-enabled services, and stakeholder engagement.
The GRM will aim to:
· provide accessible channels for stakeholders to submit grievances or feedback;
· ensure timely acknowledgement, assessment, and response;
· enable users to raise issues related to access, usability, service quality, privacy, or perceived adverse outcomes;
· identify recurring issues and support improvements in project-supported services; and
· document and report on grievance handling.
The GRM will not replace judicial or administrative remedies available under Montenegrin law, nor will it prevent stakeholders from using other complaint or appeal mechanisms.
7.2 Grievance Channels

	Channel
	Proposed arrangement

	Email
	smarttax@tax.gov.me

	Online form
	https://www.gov.me/poreskauprava

	Telephone / call center
	 19707

	Written submission
	Bulevar Sarla De Gola 2, 81000 Podgorica

	In person
	MTA central and regional offices or other designated service points

	Anonymous submission
	Permitted through online, written, or telephone channels where feasible

	Referral through consultation
	Staff receiving a grievance during engagement must transmit it to the GM focal point within one working day

	Other official channels established by the MTA.

	MTA Instagram, Facebook, LinkedIn, YouTube


Information on GRM channels will be disclosed through project websites, communication materials, consultation events, and other public information channels

7.3 Processing Steps and Timelines
	Step
	Action
	Target timeline
	Responsibility

	1. Receipt
	Receive complaint, question, suggestion, or feedback through any disclosed channel.
	Day 0
	Any designated intake point

	2. Registration
	Enter minimum necessary information in secure grievance log; assign reference number and category.
	Within 2 working days
	GM focal point

	3. Acknowledgement
	Confirm receipt and explain next steps, unless anonymous or contact details unavailable.
	Within 5 working days
	GM focal point

	4. Screening and referral
	Check eligibility, urgency, confidentiality, safeguarding needs, and whether a statutory procedure applies.
	Within 5 working days
	GM focal point / social specialist

	5. Assessment
	Obtain facts and assign to competent technical, legal, social, HR, procurement, or E&S unit.
	Within 10 working days
	PIU and responsible unit

	6. Response
	Provide reasoned response and corrective action where applicable.
	Within 30 calendar days where feasible
	PIU / responsible unit

	7. Escalation/review
	Offer senior review if complainant is dissatisfied or issue is significant.
	Within additional 30 calendar days where feasible
	MTA management / PIU

	8. Closure
	Record outcome, communicate closure, and document acceptance or outstanding disagreement.
	Upon resolution
	GM focal point

	9. Reporting
	Analyze anonymized trends, timeliness, recurring issues, and corrective actions.
	Semi-annually
	PIU / M&E



Some grievances, especially those related to data protection, cybersecurity, or technical service failures, may require coordination with specialized units or competent authorities and may take longer to resolve. In such cases, the complainant will be informed of the expected timeline and any interim steps, where contact details are available.

7.4 Handling of Digital Service, Accessibility, Data Protection, Cybersecurity, and AI-Related Complaints
Given the digital nature of SMART Tax project, the GRM will include arrangements to record and route specific types of complaints, including:
· inability to access or use project-supported digital services;
· difficulties with registration, onboarding, or use;
· accessibility barriers for persons with disabilities or users with low digital literacy;
· lack of alternative or assisted access channels;
· concerns about personal data, consent, privacy, or perceived misuse of information;
· suspected cybersecurity incidents related to project-supported services;
· concerns regarding AI-enabled outputs, automated decisions, errors, or lack of clarity on recourse; and
· communication or stakeholder engagement concerns.
Data protection and cybersecurity complaints will be handled with appropriate confidentiality and, where relevant, referred to competent authorities or responsible institutional units in line with Montenegrin law and applicable project procedures. AI-related complaints will be routed to the relevant service owner or technical team for review, explanation, and corrective action where needed.
7.5 Anonymous Complaints and Confidentiality
The GRM will allow anonymous complaints where feasible. Complaints will be handled confidentially and objectively. Personal data collected through the GRM will be used only for grievance handling and reporting purposes, in line with applicable data protection requirements.
No stakeholder shall be subject to retaliation, discrimination, or disadvantage for submitting a grievance, question, or feedback.
7.6 Monitoring and Reporting
The PIU will maintain a grievance log documenting grievances received, categories of issues, status, actions taken, and resolution timelines. Aggregated GRM data will be included in project monitoring reports and used to identify recurring issues and improve project implementation.
Public reporting will provide summary information only and will not disclose personal or confidential information.




[bookmark: _Toc242567310]7.4 Routing of Specialized Complaints
	Category
	Routing and safeguards

	Tax assessment, audit, refund, penalty, ruling or other appealable decision
	Advise or refer to the applicable statutory objection or appeal channel; do not decide merits through project GM.

	Personal data or tax confidentiality
	Restrict access; refer to responsible data protection/legal unit and competent authority where required.

	Cybersecurity incident
	Use secure intake; avoid requesting sensitive technical details through open email; escalate to competent security team.

	AI or automated output
	Refer to service owner, legal and technical teams for explanation, human review, correction, and system-level analysis where appropriate.

	Accessibility or exclusion
	Refer to taxpayer services and social specialist; provide assisted channel and reasonable accommodation.

	Worker complaint
	Use the workers’ GM established under the ESCP/POM, with confidentiality and no retaliation.

	Fraud, corruption, coercion or retaliation allegation
	Use protected escalation and referral channels; preserve confidentiality and evidence.

	OHS, e-waste or contractor issue
	Refer to environmental/OHS focal point and contract manager; take immediate action if urgent risk exists.



[bookmark: _Toc242567311]7.5 Confidentiality, Anonymity and Non-Retaliation
Anonymous grievances will be accepted where feasible. Personal data will be collected only to the extent necessary for handling the case and will not be included in public reporting. Access to sensitive files will be limited to authorized staff. Complainants and participants will be protected from retaliation, discrimination, or disadvantage for raising concerns in good faith. Serious or sensitive cases will be escalated using secure procedures.
[bookmark: _Toc242567312]7.6 World Bank Grievance Channels
Communities and individuals who believe that they are adversely affected by a World Bank (WB) supported project may submit complaints to existing project-level grievance redress mechanisms or the WB’s Grievance Redress Service (GRS). The GRS ensures that complaints received are promptly reviewed in order to address project-related concerns. Project affected communities and individuals may submit their complaint to the WB’s independent Inspection Panel which determines whether harm occurred, or could occur, as a result of WB non-compliance with its policies and procedures. Complaints may be submitted at any time after concerns have been brought directly to the World Bank’s attention, and Bank Management has been given an opportunity to respond. For information on how to submit complaints to the World Bank’s corporate Grievance Redress Service (GRS), please visit: http://www.worldbank.org/en/projects-operations/products-and-services/grievance-redress-service
[bookmark: _Toc242567313]8. Monitoring and Reporting
[bookmark: _Toc242567314]8.1 Monitoring Approach
The PIU will monitor whether planned engagement occurs, whether information is understandable and reaches intended groups, whether disadvantaged or vulnerable groups participate, whether feedback affects project design or delivery, and whether grievances are resolved promptly and fairly. Monitoring will combine activity data, participation records, qualitative feedback, survey findings, service-use information where lawful, and grievance trends.
[bookmark: _Toc242567315]8.2 Suggested Indicators
	Indicator
	Frequency
	Responsibility

	Consultations, workshops, tax clinics, user-testing sessions and outreach events held
	Semi-annual
	PIU

	Participants, disaggregated by stakeholder group and gender where feasible
	Semi-annual
	PIU/M&E

	Semi-annual private-sector consultation held and response matrix published
	Semi-annual
	MTA/PIU

	Targeted activities for vulnerable or underserved groups
	Semi-annual
	Social specialist

	Regional outreach activities outside Podgorica
	Semi-annual
	PIU/regional offices

	Project documents and notices disclosed in accessible formats
	Semi-annual
	Communications/social specialist

	Taxpayer-facing systems subjected to usability and accessibility testing
	Annual and before major rollout
	Technical teams

	Automated/AI-supported use cases with documented stakeholder communication and human-review arrangements
	Annual
	Technical/legal teams

	Taxpayer satisfaction survey completed and MTA response published
	Annual
	MTA/PIU

	Grievances received, acknowledged, referred, resolved and pending by category
	Semi-annual
	GM focal point

	Average resolution time and share resolved within target timeframe
	Semi-annual
	GM focal point

	Accessibility, privacy, data, AI, audit/enforcement and worker complaints with corrective actions
	Semi-annual
	PIU

	Material changes made in response to stakeholder feedback
	Annual
	PIU/M&E



[bookmark: _Toc242567316]8.3 Reporting Back
The Project will publish consultation summaries, response matrices, periodic implementation updates, and anonymized grievance statistics. Where feedback leads to changes in service design, communication, accessibility, sequencing, safeguards, or implementation arrangements, the change and rationale will be communicated through appropriate channels. Reporting will not disclose taxpayer, personal, commercial, security, or other protected information.
[bookmark: _Toc242567317]8.4 Updating the SEP
The SEP is a living document. The PIU will review it at least annually and update it when project activities change, new stakeholder groups or risks emerge, grievance trends indicate systemic issues, or monitoring shows that current methods are not reaching intended groups. Material revisions will be disclosed and, where appropriate, consulted upon.


[bookmark: _Toc242567318]Annex 1. Stakeholder Engagement Log
	Date
	Location/format
	Stakeholder group
	Participants
	Topic
	Feedback
	Response/follow-up
	Lead

	
	
	
	
	
	
	
	







[bookmark: _Toc242567319]Annex 2. Grievance Form
	Field
	Information

	Name
	Optional

	Contact information
	Optional

	Preferred contact method
	Email / telephone / written / in person

	Date of submission
	

	Description of concern, question or suggestion
	

	Project service, activity or location concerned
	

	Confidentiality requested
	Yes / No

	Supporting documents
	

	Desired resolution
	

	Consent to be contacted
	Yes / No





[bookmark: _Toc242567320]Annex 3. Grievance Log Template
	Ref.
	Received
	Channel
	Category
	Summary
	Assigned to
	Status
	Action
	Closed
	Notes

	
	
	
	
	
	
	
	
	
	





[bookmark: _Toc242567321]Annex 4. Response Matrix
	Stakeholder/group
	Comment or question
	Project response
	Change made / reason not incorporated
	Responsible entity
	Status

	
	
	
	
	
	





[bookmark: _Toc242567322]Annex 5. Pre-Disclosure Completion Checklist
☐ Confirm official project title, financing amount, approval and closing dates against the latest Project Paper.
☐ Insert verified Montenegro legal framework references.
☐ Confirm PIU structure and names/titles of SEP, social, environmental, communications, M&E and GRM focal points.
☐ Insert official project and grievance email, telephone, postal address, online form and office locations.
☐ Confirm grievance service standards and escalation levels with MTA legal and operational units.
☐ Describe statutory tax objection and appeal routes and clarify referral protocols.
☐ Insert completed record of consultations to date, disclosure dates, participant groups, issues raised, and response matrix.
☐ Confirm stakeholder engagement budget.
☐ Validate stakeholder matrix with MTA central and regional units and representative organizations.
☐ Check accessible formats and privacy requirements for consultation and grievance records.
☐ Update World Bank GRS and Accountability Mechanism links.
☐ Remove all bracketed placeholders and drafting notes before final disclosure.
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