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1 INTRODUCTION 

1.1 Description and the Context of the Project 

Introduction 

PC Motorways of the Federation of Bosnia and Herzegovina (the Company or “JPAC”), a limited liability 

company wholly owned by the Federation of Bosnia and Herzegovina (FBiH), is working on the development of 

the motorway which is a part of the Trans-European Corridor Vc connecting Budapest (Hungary) and Port of 

Ploce (Croatia). The total length of the Corridor Vc in FBiH is approx. 335 km, of which approx. 100 km has 

already been constructed and is operational. The Corridor alignment is divided into four lots, as shown in the 

map below. 

 

 

Figure 1: LOTs of Corridor Vc in Bosnia and Herzegovina 

 

The European Bank for Reconstruction and Development (“EBRD”) is considering providing financial support to 

JPAC for the construction of the new 14.2 km
1
 motorway section from Mostar North to Mostar South on the 

Corridor Vc (LOT 4). 

                                                             
1
 Even though the ToR states that the section is 15.4 km long, during a meeting held with the representatives of JPAC, it was confirmed 

that the official length of this section is 14.2 km. 
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Brief Description of the Project 

The 14.2 km
2
 long section Mostar North-Mostar South begins 500 m before the Mostar North Interchange in 

the Kutilivac settlement, east of Vrapcici, and ends just before the Mostar South Interchange
3
 near the Mostar 

Airport. After the interchange, the alignment extends towards the settlement of Suhi Do, where the route is 

moved to the east (“up the hill”), in order to avoid houses. 

After Suhi Do, the section enters the Tunnel Ostri Rat (L=3380 m), turning towards the south and bypassing the 

City of Mostar. In the area east of Luke settlement, the alignment exits the tunnel and passes the slopes above 

the settlements and extends south towards the Buna valley. The section crosses the relatively uneven terrain 

between Ostri Rat and Gnojnice viaducts and tunnels. In Kocine settlement the alignment passes through a 

tunnel (L=2600). After exiting this tunnel, the alignment descends towards the Mostar South Interchange.  

The section ends at the Mostar South Interchange, which enables the connection between the motorway and 

main road M6.1 and it is located east of Mostar Airport. This location provides direct connection between the 

City of Mostar, the Airport and western Herzegovina via the planned southern bypass of the City to the 

motorway on Corridor Vc.  

On this section the total length of the tunnels is 8110 m, and the total length of the bridges is 940 m. The 

alignment passes mainly through hilly and mountainous terrain with significant spatial limitations, so along the 

section, cuts and embankments with a larger number of buildings alternate. The section is shown in Figure 2 

below. 

 

Figure 2: Motorway section from Mostar North to Mostar South on the Corridor Vc  

                                                             

2
 Even though the ToR states that the section is 15.4 km long, during a meeting held with the representatives of JPAC, it was confirmed 

that the official length of this section is 14.2 km. 
3
 Mostar South interchange is part of Mostar South-Tunnel Kvanj Corridor Vc subsection 
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Project Benefits 

The key benefits of the Project are:  

 Improved access to tourist centres, religious, recreational, catering and health facilities; 

 Enhanced ability of communities to attract new business investments and economic development as 

a result of improved access to regional transport infrastructure,  

 Improved transport services (reduced travel time of people and transport time of goods), which will 

improve the living and working conditions of local communities; 

 Reduced traffic on local roads which can have positive impacts such as improved local air quality, 

noise reduction and therefore better living conditions. 

Project Categorisation 

The 14.2 km motorway section from Mostar North to Mostar South has been screened as a Category A project 

in line with EBRD’s Environmental and Social Policy (2014)
4
. 

1.2 Objectives and Scope of the Stakeholder Engagement Plan 

This Stakeholder Engagement Plan (SEP) was developed by JPAC in order to clearly communicate to all 

interested and affected 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 

voice their opinions and concerns that may influence Project decisions. The purpose of the SEP is, therefore, to 

enhance stakeholder engagement throughout the life cycle of the Project, and to carry out stakeholder 

engagement in line with the laws of FBiH, as well as the requirements of the EBRD. 

This SEP will be updated as necessary. 

                                                             
4
 According to EBRD, a project is categorised A when it may result in potentially significant adverse future environmental and/or social 

impacts and therefore requires an environmental and social impact assessment. 
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2 REGULATORY REQUIREMENTS FOR STAKEHOLDER ENGAGEMENT 

2.1 Local Legislation Requirements 

As a public enterprise, JPAC is required to apply the provisions of the Law on Free Access to Information in 

FBiH
5
, i.e. to provide access to information to all stakeholders, including every natural person or legal entity. 

In the framework of its capabilities, it is also obliged to undertake all necessary measures to provide assistance 

to natural persons or legal entities seeking to exercise their rights.  

It is also required, in accordance with the Law on Public Enterprises in FBiH
6
, to operate on the principle of 

freedom of access to information and make publicly available on its website all information regarding its work, 

organisation and financial management.  

In addition, the Law on Environmental Protection of FBiH
7
 stipulates that every person and every organisation 

must have adequate access to information regarding the environment which is at the disposal of public 

authorities, including information on hazardous materials and activities in their communities, and be enabled 

to participate in the decision-making process. This Law also regulates the Environmental Impact Assessment 

(EIA) procedure and prescribes that public hearings must be organised for projects that require an 

Environmental Impact Assessment. The EIA must be made available to the public and a copy sent to relevant 

authorities and other interested parties, allowing 30 days for submitting comments, after which a public 

hearing is organised, and the public is invited via printed (or electronic) media/radio/TV, at least 15 days in 

advance. Public suggestions and comments can be submitted to the Federal Ministry of Environment and 

Tourism in written form within 15 days from the date of the public hearing. The Environmental Permit (EP) is 

issued after the EIA is revised and all the relevant comments received from interested parties are taken into 

consideration
8
.  

In line with the Decree on Single Methodology for Developing Spatial Planning Documents
9
, public 

participation must be ensured during all stages of the development of spatial planning documents. Spatial 

plan developers are required to prepare a Public Participation Program, which includes provisions for public 

involvement at all stages. In addition, spatial planning documents must contain evidence of public 

consultations, such as minutes from public hearings, etc. 

In addition, according to the Law on Physical Planning and Land Use at the Level of FBiH
10

, prior to the issuing 

of Construction Permits, Federal Ministry of Physical Planning has to provide public access to the Main Design, 

and inform the public by means of a public announcement. The public is allowed 15 days for the submission of 

comments. 

Furthermore, BiH acceded to the Aarhus Convention on Access to Information, Public Participation in 

Decision Making and Access to Justice in Environmental Matters in 2008. The Aarhus Convention grants the 

public rights regarding access to information, public participation and access to justice, in governmental 

decision-making processes on matters concerning the local, national and transboundary environment. Article 

2(c) of the Convention states that the Convention applies not only to government at all levels, but also to “any 

other natural or legal persons having public responsibilities or functions, or providing public services, in 

relation to the environment, under the control of [a public authority].” In line with the Convention, JPAC is 

required to: 

                                                             
5
 Official Gazette of FBiH, No. 32/01 

6
 Official Gazette of BiH, No. 81/08 

7
 Official Gazette of FBiH, No. 15/21 

8
 Since the request for the environmental permit for this section has not been submitted yet, the legally mandatory public hearing has not 

been organised yet. 
9
 Official Gazette of FBiH No. 63/04, 50/07 and 84/10 

10
 Official Gazette of FBiH, No. 2/06, 72/07, 32/08, 4/10, 13/10 and 45/10 
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• Respond to requests from the public for environmental information (any member of the public can 

make a request, regardless of citizenship, nationality or domicile) 

• Regularly collect and disclose environmental information to the public and notify the public that the 

information is available; and provide information for emergencies. 

2.2 EBRD Requirements 

EBRD has set out a comprehensive set of specific Performance Requirements (PRs) that projects are expected 

to meet. PR 10 (Information Disclosure and Stakeholder Engagement) of EBRD’s Environmental and Social 

Policy (ESP) 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. 

EBRD’s ESP contains specific disclosure and consultation requirements for “Category A” projects (i.e., projects 

which may result in potentially significant adverse future environmental and/or social impacts which cannot 

readily be identified). The environmental and social impact assessment process includes a public disclosure 

and consultation process as specified in PR 10. Where an Environmental and Social Action Plan (ESAP) has 

been agreed between EBRD and the project, the project must disclose the ESAP to the affected parties. The 

project must keep the environmental and social impact assessment in the public domain throughout the life of 

the project, but it may be amended, from time to time, with additional information, or archived following 

project completion, as long as it is available on request in a timely manner.  

The client is required to provide regular reports to its interested and affected stakeholders on its 

environmental and social performance, as a separate publication, or on its website. These reports must be in a 

format accessible to the affected communities and their frequency will be proportionate to the concerns of 

affected communities, but not less than annually. 

In line the EBRD’s Access to Information Policy (AIP) (2019) EBRD is committed to promoting sustainable 

development in all of its investments, as a key contributor to economic transition. To ensure that the 

environmental and social practices of Bank Projects meet EBRD standards, the Bank requires that Projects 

comply with its Environmental and Social Policy. In addition, the Bank is required to disclose certain Project 

information to the public in accordance with its Access to Information Policy, to enhance transparency and 

accountability, improve discourse with affected stakeholders, and foster good governance. Furthermore, the 

Independent Project Accountability Mechanism (IPAM) https://www.ebrd.com/work-with-us/project-

finance/project-complaint-mechanism/pcm-evolution.html of EBRD further affirms these commitments and 

has the purpose to facilitate the resolution of social, environmental and public disclosure issues among Project 

stakeholders; to determine whether the Bank has complied with its ESP and the Project-specific provisions of 

its AIP. For “Category A” projects, the AIP in addition to the disclosure required of the clients under the ESP, 

the Bank will make available environmental and social impact assessments on the EBRD website in its 

Headquarters in London and in the relevant EBRD Resident Office a minimum of 120 calendar days prior to 

Board consideration for public sector projects. 

https://www.ebrd.com/work-with-us/project-finance/project-complaint-mechanism/pcm-evolution.html
https://www.ebrd.com/work-with-us/project-finance/project-complaint-mechanism/pcm-evolution.html
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3 PREVIOUS STAKEHOLDER ENGAGEMENT 

Public consultations in line with environmental permitting requirements 

JPAC conducted the local EIA process for the entire Corridor Vc alignment (divided in four LOTs with respective 

EIAs). The project section that is considered for financing is part of LOT 4 Mostar North - South border section. 

The Scoping decisions for these four lots were issued in 2005 while the EIAs were approved in 2007. Public 

consultations were carried out in two stages: (i) after the Scoping Report and (ii) after the Final EIA Report. In 

both stages the documents were publicly disclosed for 30 days. Public consultations were organised in the 

municipalities along the corridor, including Mostar and Capljina (LOT 4). No significant public complaints had 

been recorded in respect to environmental and social issues on the project section. However, only 

Environmental Permit (EP) for the sections Pocitelj-Zvirovici, Zvirovici-Kravice and Kravice-Bijaca was issued 

based on the EIA Study for LOT 4. In addition, recently the EP for sections Tunel Kvanj-Buna, Buna-Pocitelj and 

Mostar South-Tunnel Kvanj was issued. EP was not issued for the sections Mostar North-Mostar South and 

Mostar South-Tunnel Kvanj
11

.  

Since the request for the environmental permit for this section has not been submitted yet, the legally 

mandatory public hearing has not been organised yet.  

Public consultations in line with spatial planning requirements  

Spatial Plan of FBiH 2008-2028 

Public consultations were also undertaken in 2012 in relation to the new Spatial Plan of FBiH 2008-2028 (which 

is still in parliamentary procedure). The Federal Ministry of Spatial Planning, on behalf of the Spatial Plan 

proponent (Government of FBiH), organized public hearings during a 60-day period, from 15 February 2012 

until 15 April 2012. A public hearing was organized in each canton, and a central public hearing was organized 

in Sarajevo on 16 April 2012. The information on public hearing was sent to the Federal News Agency (FENA), 

and published in daily newspapers (Dnevni Avaz and Oslobođenje). 

According to the Report on the consultation undertaken during the development of the Spatial Plan of FBiH 

2008-2028, a public consultation meeting was organised in Mostar on 13 March 2012. Issues raised related to 

the Corridor Vc were not relevant to the Project section covered by this SEP. 

Spatial Plan for Area of Special Interest to FBiH – Motorway Corridor Vc 

The initial text of the Spatial Plan for the Motorway on Corridor Vc in FBiH was prepared in 2010 without the 

sections in Blagaj and Počitelj, due to opposition by local communities. It was decided at the time by the FBiH 
Parliament to conduct additional research and consider alternative solutions for this section within a 6-month 

period. In 2011, the full draft of the amended Spatial Plan was made available for public consultations. Two 

public hearings were organised: 

 a public hearing in Mostar (November 2011), organised by the Federal Ministry of Spatial Planning, 

and 

 a public hearing in Sarajevo (November 2011), organised by the BiH Parliament (Committee for 

Transport and Communication). 

The Plan was then adopted by the FBiH in Parliament and officially published December 2017. 

                                                             

11
 JPAC submitted the request for EP to FMET for the Mostar South-Tunnel Kvanj in July 2020. 
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Requests from local communities Gnojnice and Opine 

The local communities of Gnojnice and Opine
12

 requested from JPAC construction of the local infrastructure as 

a compensation for the motorway passage. The list of their requests is given in the table below. According to 

the information obtained from JPAC, all their requests will be accommodated.  

Table 1 Requests of local communities Gnojnice and Opine for local infrastructure 

Type of infrastructure 

works 

Infrastructure requested 

Reconstruction of local 

roads 

Main road M6.1 from the interchange South by-pass Mostar (location FIS) to the crossroads 

Blagaj-Nevesinje (including the traffic roundabout on the crossroads Blagaj-Nevesinje) and the 

continuation of the road to Blagaj up to the entrance in Blaga L=6,570 m: 

 Surface run-off collection system 

 Construction of the green belt and pedestrian lane from one side in the inhabited 

areas 

 Lightning 

 Construction of the green belt and cycle lane from the other side along all the length 

 Asphalting the road along all the length 

Road no. 1 Hroma Ljut-Vrba Ltot=2,280 m: 

 Surface run-off collection system 

 Asphalting W= 5.5 m 

 Construction of curb side and pedestrian lane from both sides along all the length 

Road no. 2 Gorica-Miletnici Ltot=1,330 m: 

 Preparation and earth work 

 Asphalting W= 5.5 m 

 Surface run-off collection system 

 Construction of the curb side and pedestrian lane from one side  

 Lightning 

Road network no. 3 through the settlement Gorica Ltot=860 m: 

 Preparation and earth work 

 Asphalting W= 5.5 m 

 Surface run-off collection system 

 Lightning 

Road no. 4 Gorica (Mosque)-Gnojnice Ltot=760 m: 

 Preparation and earth work 

 Asphalting W= 5.5 m 

 Surface run-off collection system 

 Construction of the curb side and pedestrian lane from one side  

 Lightning 

Road no. 5 Opine-Bruci settlement L=800 m: 

 Preparation and earth work 

 Asphalting W= 5.5 m 

 Surface run-off collection system 

 Construction of the curb side and pedestrian lane from both sides 

 Lightning 

Water supply and 

sanitation 

Primary and secondary network of fecal sewage in settlements Bruci, Gorica, Kocine 

Reconstruction of the main water supply pipeline with the connection to the side network 

from the connection of the cast iron pipe toward Mostar DN 500mm (location FIS) up to the 

crossroad Gnojnice and Blagaj 

 

                                                             
12

 Request from local communities Gnojnice and Opine, City of Mostar, prepared on 18 March 2020 and received by JPAC on 25 March 

2020. Request field under number 05-2263/20. 
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Consultation with non-governmental organization (NGOs) 

In January 2017 the Fortification Protection Association “Werk” sent a letter
13

 to JPAC containing the location 

of all Austro-Hungarian fortresses from XIX century in Mostar. Some of these fortresses are located near to the 

settlement Opine. The letter contains a request for JPAC which is to pay attention in order to avoid any 

possible destruction and negative impacts of the fortresses.  

                                                             
13

 Letter Fortification Protection Association “Werk” on 31 January 2017 and received by JPAC on 01 February 2017. Reference number 

7/17 
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4 STAKEHOLDER ENGAGEMENT DURING SCOPING PHASE 

The public hearing has not been organised for Scoping Report due to the COVID19 restrictions. Instead, 

several smaller consultation and meetings have been held with the key stakeholders during the scoping 

stage: 

 Three environmental non-governmental organization (NGOs), 

 Representatives of Local Communities (LCs) Vrapcici, Gnojnice and Bijelo Polje, 

 Relevant ministries and local authorities. 

Consultation with three non-governmental organizations (NGOs) 

Consultations with three environmental NGOs where conducted by the Consultant during the development of 

this SEP to investigate if any research of flora and fauna where performed in the area of interest of the section 

Mostar North-Mostar South. The Association BIO.LOG and the Association Nase Ptice reported that no 

researches have been performed in the project area of interest. The Association of Biology Students in BiH 

reported one research of flora and fauna in Ruiste, which is out of the project area of interest, and in areas 

located at the foot of the Mount Velez. According to results of this research no significant natural values are 

located at the foot of Mount Velez. Therefore, no initiative for the protection of this area was submitted to 

relevant authorities. 

Consultation meetings with representatives of Local Communities (LCs) Vrapcici, Gnojnice and Bijelo Polje 

In addition to the above-mentioned public consultations, consultation meetings with the representatives of 

Local Communities (LCs) Vrapcici, Gnojnice and Bijelo Polje were organised by the Consultant during the 

development of this SEP. Meetings with LCs Vrapcici and Gnojnice were held on 4 September 2020 and were 

attended by the two Presidents of the LC Vrapcici and LC Gnojnice, while the meeting with the President of LC 

Bijelo Polje was held on 25 September 2020. Key topics discussed during these meetings were related to the 

water sources used by the inhabitants, use of land plots and roads, use of ecosystem services, livelihoods of 

the local population, location of schools, healthcare institutions and cemeteries on the territory of these two 

LC, familiarity with the Project and concerns regarding perceived Project risks and impacts.  

Main concerns regarding the perceived Project risks and impacts reported by the representatives of the three 

LCs during the consultation process are:  

 impacts from mining during tunnelling activities,  

 concerns regarding water quality,  

 increased noise levels,  

 degradation of air quality,  

 collision with local roads, 

 collision with existing water supply system. 

Above mentioned concerns have been further assessed in ESIA Disclosure Package, except the impacts from 

mining which cannot be assessed at the moment due to the fact the design documentation is not available.  

Consultations with relevant ministries and local authorities  

During the scoping phase of the Project the Consultant consulted the Federal Ministry of Environment and 

Tourism (FMET) and the Institute for Spatial Planning of the City of Mostar.  

Key topics discussed with FMET were related to the proclamation of new protected areas in FBiH and any 

initiatives for protection along the motorway section Mostar North-Mostar South. According to the 

information given by the representative of FMET no initiatives for proclaiming protected areas are foreseen 

neither for the Project area of interest nor for wider area along to the motorway section.  
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The Consultant consulted the Institute for Spatial Planning of the City of Mostar regarding the location of 

landfills for disposal of excess soil material generated during the construction of the motorway section from 

Mostar North to Mostar South. The representatives of the Institute for Spatial Planning of the City of Mostar 

agreed with the proposed locations for the landfills of construction material however additional meetings are 

proposed to identify the best location for such purpose during development of the design documentation. 

In addition to aforementioned consultations, a meeting with the FMET representatives from the Sector for 

Environmental Permits was organised on 24 October 2020. During this meeting the Consultant informed the 

FMET representatives about the structure and the content of the local EIA Study which will be structured 

according to Regulation on facilities and plants for which ESIA is mandatory and for plants and facilities that 

can be constructed and commissioned only if they possess an environmental permit  (Official Gazette of FBH, 

no. 19/04). The Consultant explained that the local EIA Study will be in essence identical to the English version 

ESIA Study (in line with EBRD requirements), however different in how chapters are presented due to the rigid 

requirement of the aforementioned Regulation. FMET representatives agreed with the proposed content of 

the local EIA Study. In addition, the consultant informed FMET representatives about the results of the scoping 

phase and the possible impacts on environment and social aspects.  
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5 STAKEHOLDER ENGAGEMENT PROGRAM  

5.1 Introduction 

In order to adequately respond to the needs of different groups, communication and information channels 

have been designed for all identified stakeholders in accordance with their needs. JPAC recognises that 

meaningful and timely engagement with stakeholders can enable the success of the Project. The engagement 

process will 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.  

Project stakeholders have been identified in order to address various consultation requirements. Stakeholders 

include persons or groups that are:  

 directly and/or indirectly affected by the Project; 

 have certain interests in the Project and its activities; 

 have the ability to affect the Project itself and its final outcome. 

 

Any stakeholders that are not identified at this stage of the Project (i.e. not included in Table 3, section 4.5 of 

this document) may directly contact JPAC to make themselves and their needs known and to facilitate the 

effective implementation of the SEP. 

5.2 Responsibility for SEP Implementation 

A Project Implementation Unit (PIU) for this motorway section needs to be established, which will be 

responsible for Project implementation, including the implementation of this SEP, under the supervision of the 

Lender. A Senior Associate for Site Level Management and Communication with Local Communities has 

already been appointed at corporate level (within the Design Department – Division for Study Documentation, 

Social and Environmental Policy) with the aim to implement all activities related to stakeholders ’ 
engagement

14
. This person will be the responsible person for the implementation of this SEP during the entire 

Project cycle, and in charge of communicating with the communities. This person will act as a contact person 

for enquiries and grievances (sees contact information in Chapter 6 of this SEP).  

All contractors in charge of carrying out specific Project activities will also be required to implement the 

relevant provisions of SEP (see Chapter 6 for more details). The grievance mechanism requirements will be laid 

out in the tender documentation and contracts that will be signed with the contractors.  

5.3 Available Communication Tools & Resources 

JPAC communicates with the public through its website (www.jpautoceste.ba) and its Facebook page, as 

well as electronic, digital and printed media (TV, newspapers, radio, online media). The website is updated 

regularly and contains information on: 

 JPAC operations (work plans, financial and audit reports, policies, procurement opportunities and 

decisions), 

 progress in relation to the planning, construction and operation of Corridor Vc,  

 issues in relation to land acquisition, environmental protection, cultural heritage, safety, tolling and 

traffic related information,  

 company contacts,  

                                                             
14

 Provision of information to stakeholders about the program of works, future activities, potential impacts, and mitigation and 

management measures; monitoring the effectiveness of stakeholder engagement activities; responsible for the stakeholder database and 

for managing grievances; etc. 

http://www.jpautoceste.ba/
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 corporate social responsibility programme, etc.  

Complaints or suggestions can be submitted directly to JPAC, through an online form, as well as through 

contact details provided on JPAC website. The formal Grievance Mechanism is described later in this document 

and a copy of the Grievance form is also provided (see Chapter 6 for more details). 

5.4 Planned Information and Communication Arrangements 

JPAC will carry out public consultations and information dissemination that will reflect main issues of relevance 

to the Project.  

Documents and information to be disclosed 

JPAC intends to disclose the following documentation and information regarding the Project: 

 This Stakeholder Engagement Plan (SEP) 

 Environmental and Social Scoping Report 

 Environmental and Social Impact Assessment (ESIA) including Environmental and Social Management 

and Monitoring Plan (ESMMP), and Technical Annexes (including habitats, flora, and fauna survey 

results) 

 Local EIA study, based on which the Environmental Permit will be issued by the Federal Ministry of 

Environment and Tourism for this Project
15

 

 Public Grievance Form (Annex A) and Public Grievance Leaflet (Annex B) 

 Land Acquisition and Resettlement Framework (LARF) 

 Environmental and Social Action Plan (ESAP) 

 Critical habitat assessment (CHA) 

 Biodiversity Management Plan (BMP) 

 Non-technical Summary of the environmental and social assessment of the Project. 

 

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

These documents and information will be publicly available in the local language (as well as English where 

available) immediately upon its availability, on the JPAC’s website (www.jpautoceste.ba), the City of Mostar 

official website (www.mostar.ba) and the EBRD website (www.ebrd.com). 

The documents will remain disclosed on the websites of JPAC, the City of Mostar and EBRD during a period of 

120 calendar days prior to the consideration of the Project by the EBRD’s Board of Directors and will remain 

publicly available throughout the life of the Project. 

In addition, hard copies of the documents will be available at the following locations
16

:  

1. JPAC office in Mostar, Adema Buća 20, 88 000 Mostar 
2. JPAC office in Sarajevo, Hamdije Kreševljakovića 19, 71000 Sarajevo 

3. City of Mostar, Hrvatskih branitelja 2, 88000 Mostar 

4. EBRD office in Sarajevo, Fra Anđela Zvizdovića 1, 71000 Sarajevo 

                                                             
15

 The local EIA Study is not identical to the English version ESIA. The two documents are same in essence, but they are not identical in how 

the chapters are presented due to the rigid requirements of FBiH legislation regarding the content of the ESIA. 
16

 The premises of JPAC in Mostar and Sarajevo and of the City of Mostar have not been closed during COVID and expect to remain open in 

the upcoming period, subject to national COVID restrictions. The EBRD premises in Sarajevo have been closed during COVID and expect to 

remain close in the upcoming period. However, a hard copy of disclosure package will be kept at the reception of the building where EBRD 

premises are located (Fra Anđela Zvizdovića 1, 71000 Sarajevo). In addition, a written notification will be posted at a visible place at the 

entrance of EBRD offices indicating that the hard copy of the disclosure package is available at the reception and contact details for 

sending request for receiving electronic version of the documents.  

 

http://www.jpautoceste.ba/
http://www.mostar.ba/
http://www.ebrd.com/
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Planned meetings 

JPAC will schedule and hold meetings with the representatives of different stakeholder groups as detailed 

below. 

Scoping Report disclosure and consultation 

The draft Environmental and Social Scoping Report will be disclosed on the official websites of JPAC and the 

City of Mostar. Several scoping meetings have been organized to present the project and main impacts related 

to the project to interested parties and identified stakeholders, who were provided with the opportunity to 

raise concerns. These meetings were organized separately with different groups of stakeholders (for example 

representatives of Local Communities, administrative authorities, civil society organisations). These meetings 

have been organised during September 2020. 

Full ESIA disclosure and consultation  

JPAC will schedule and hold at least one public consultation meeting after the disclosure of the ESIA Disclosure 

Package listed above. JPAC will inform all stakeholders about the exact date, time and venue where the 

meeting will be held, at least 7 days in advance (but preferably 2 weeks) through the following channels: 

 the official website of JPAC, 

 the official website of the City, 

 local newspapers in wide circulation in FBiH (Dnevni Avaz and Dnevni list). 

All available Project information and documents will be disclosed to the public at least 2 weeks in advance of 

the meetings. If necessary, separate meetings will be held to ensure that the stakeholder engagement is 

gender-responsive. 

At the meeting, JPAC will present the project footprint, the expected impacts and planned mitigation 

measures, as well as receive feedback on the NTS, ESAP and SEP from locally affected stakeholders. 

Information on land acquisition, biodiversity assessment, plans for road safety provisions and access 

arrangements will also be shared.  

Participants will be able to present their opinions and remarks with regard to the Project, as well as suggest 

possible solutions to the issues raised. The meetings will be open to all interested stakeholders, including 

residents of local communities in the vicinity of the project footprint. NGOs will receive a notification about 

the meetings by email/phone/post (as available) and will be invited to attend if interested.  

The conclusions of the meeting will be agreed during the meeting and recorded. All justified comments and 

proposals will be considered and appropriately addressed. The PIU will publish a summary report of all 

relevant issues raised, including explanations for inclusion or exclusion of proposals.  

Individual consultation meetings  

In addition, individual consultation meetings for specific issues may be organised at the initiative of the JPAC, 

the City or by any identified stakeholder groups/individuals.  

Alternative approaches with COVID-19 restrictions in places 

In case of COVID-19 restrictions remaining in place and affecting the ability to hold face to face public 

consultation meetings and individual meetings proposed in Table 2 below, a different approach will be 

implemented and widely communicated via social media and standard communication channels. Online public 

presentations will be organised instead of public consultation meetings, while online and telephone 

consultations will replace individual meetings. The opportunity to provide written feedback will remain. 

A summary of all stakeholder engagement and disclosure requirements listed above is provided in Table 2 

below.  

Table 2: Summary of Stakeholder Engagement and Disclosure Requirements 
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No. Activity Timing/further detail Responsibility 

1 Ensure that the following Project 

documents are publicised on the 

websites of JPAC and the City of 

Mostar: 

• This SEP, 

• Environmental and Social 

Scoping Report, 

• Environmental and Social 

Impact Assessment (ESIA) 

including Environmental and 

Social Management and 

Monitoring Plan (ESMMP) and 

Technical Annexes (including 

habitats, flora, and fauna survey 

results) 

• Local EIA Study, 

• Public Grievance Form and 

Public Grievance Leaflet, 

• Environmental and Social Action 

Plan (ESAP) 

• Land Acquisition and 

Resettlement Framework 

(LARF) 

• Critical habitat assessment 

(CHA) 

• Biodiversity Management Plan 

(BMP) 

• Non-technical Summary of the 

environmental and social 

assessment of the Project. 

Print and keep hard copies of 

documents at premises of JPAC 

(both Mostar and Sarajevo offices) 

and the City of Mostar. 

All available Project information 

and documents will be disclosed 

to the public as soon as available, 

i.e. at least 2 weeks prior to the 

public meeting 

 

The disclosure package will be 

publicly disclosed on the website 

of the JPAC, City and EBRD during 

a period of 120 calendar days 

prior to consideration of the 

Project by the EBRD’s Board of 

Directors and will remain publicly 

available throughout the life of 

the Project. 

 

The public will be invited to 

provide comments and 

recommendations on the draft 

ESIA Disclosure Package. 

PIU/ Senior Associate 

for Site Level 

Management and 

Communication with 

Local Communities 

and the City of Mostar 

2 Organise at least one public 

consultation meeting during Project 

preparation (but prior to the start of 

construction works) (In case of 

COVID-19 restrictions online public 

presentation will be organised) 

 

Encourage written proposals and 

comments 

 

Provide timely access to the 

documents before the meeting (at 

least 2 weeks in advance) 

Stakeholders will be informed 

about the exact date, time and 

venue where a meeting will be 

held, at least seven days in 

advance (but preferably 14 days), 

through the websites of the JPAC 

and the City of Mostar, as well as 

local media 

PIU/ Senior Associate 

for Site Level 

Management and 

Communication with 

Local Communities 

3 Organise individual consultation 

meetings (In case of COVID-19 

restrictions, online and telephone 

consultations will replace individual 

meetings) 

As needed or requested by the 

JPAC, City or by any identified 

stakeholder groups/individuals  

PIU/ Senior Associate 

for Site Level 

Management and 

Communication with 

Local Communities 
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No. Activity Timing/further detail Responsibility 

4 Document all opinions, remarks and 

possible solutions with regard to the 

Project raised by stakeholders during 

consultation meetings, and address 

appropriately  

Ongoing PIU/ Senior Associate 

for Site Level 

Management and 

Communication with 

Local Communities 

5 Publicise information about the 

extent, timing and duration of 

planned construction works, and any 

expected disruptions and 

inconveniences via the websites of 

JPAC and City, and bulletin boards in 

Local Communities (LCs) 

Two weeks prior to the start of 

construction works 

PIU/ Senior Associate 

for Site Level 

Management and 

Communication with 

Local Communities 

and the City of Mostar 

6 Publicise information about Project 

progress on JPAC website. 

Periodically PIU 

 

5.5 Identified Stakeholders and Specific Communication Requirements 

A list of identified stakeholders and specific communication requirements are provided in Table 3 below. The 

specific communication requirements are in line with the EBRD briefing note on stakeholder engagement 

during COVID-19 restrictions. 
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Table 3: Stakeholder Analysis and Communication Requirements  

Identified stakeholder Specific issues or 

interests 

Communication and 

engagement objective 

Communication and 

engagement methods 

(without COVID-19 

restrictions in place) 

Alternative approaches with COVID-19 restrictions in places 

Proposed methods 

(short-term) 

Limitations Proposed alternative 

methods (long-term) 

Project Affected People 

Land owners/users who 

will be directly affected 

by land acquisition in the 

following Cadastre 

Municipalities: 

• Kutilivac (beginning of 

section) 

• Vrapcici  

• Mostar I 

• Opine Gornje 

• Opine Donje 

• Gnojnice Donje (end 

of the section) 

Land acquisition of 

private land plots will 

need to be carried out 

for the needs of the 

Project 

• Providing timely 

information on land 

acquisition activities. 

• Presenting the draft 

LARP and discuss all 

land acquisition issues 

and concerns. 

• Keeping records on 

land plots subject to 

land acquisition, uses, 

title holders and 

agreements. 

• The draft LARP will be 

disclosed in local 

languages and English 

on the official website 

of JPAC and website of 

the City of Mostar  

• The draft LARP will 

also be made available 

at the premises of the 

JPAC and the City 

• A public consultation 

meeting will be 

organised by JPAC at 

the premises of the 

City 

• Land owners will be 

individually contacted 

and informed about 

the impacts of the 

Project on their 

property 

• The draft LARP will be 

disclosed in local 

languages and English 

on the official website 

of JPAC and website of 

the City of Mostar  

• The draft LARP will 

also be made available 

at the premises of the 

JPAC and the City 

• Targeted house-to-

house leaflet 

distribution in 

settlements with 

contact details and 

mechanisms for 

returning feedback 

• Land owners will be 

individually contacted 

by telephone  

• Short-term 

engagement may not 

reach vulnerable 

people 

• During Covid-19, 

affected businesses 

(owners of affected 

land plots) may be 

closed which may 

make it difficult for 

JPAC to contact them. 

• Face-to-face, one-to-

one interviews and 

discussions 

• Online and telephone 

interviews and 

discussions 

Local residents and 

businesses in the vicinity 

of the Project area 

The road section will be 

constructed in the 

vicinity of some of 

Mostar’s settlements. 

These settlements are: 

Kutilivac, Vrapcici, 

During construction 

works, communities 

located in the vicinity of 

the planned construction 

works may experience 

restricted access and 

disturbances related to 

increased dust and noise 

due to machinery 

Providing timely 

information on risks and 

disturbances associated 

with the construction 

and operational phases  

 

• Public consultation 

meeting, and 

individual meetings as 

necessary 

• Publishing information 

on the extent, timing 

and duration of 

planned works and 

any expected 

• Publishing information 

on JPAC and City 

websites 

• Disclosure focusing on 

online methods, local 

radio/TV/newspaper 

announcement 

• Targeted house-to-

house leaflet 

Short-term engagement 

may not reach vulnerable 

people 

 

• Vulnerable people 

identified through 

discussion with local 

authorities 

• Face-to-face, one-to-

one interviews and 

discussions or online 

and telephone 

interviews and 
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Identified stakeholder Specific issues or 

interests 

Communication and 

engagement objective 

Communication and 

engagement methods 

(without COVID-19 

restrictions in place) 

Alternative approaches with COVID-19 restrictions in places 

Proposed methods 

(short-term) 

Limitations Proposed alternative 

methods (long-term) 

Mazoljice, Opine, Kocine, 

Gnojnice, Bruci, Gorica. 

  

operation. 

During the operation 

phase, local residents will 

potentially be impacted 

by noise and exhaust gas 

emissions. 

 

disruptions and 

inconveniencies on 

the bulletin boards in 

Local Communities 

(LCs) 

distribution in 

settlements with 

contact details and 

mechanisms for 

returning feedback 

• Follow-up calls if 

contact details are 

available 

 

discussions 

• Engage prior to tender 

finalisation and prior 

to construction 

(additional mitigations 

can be identified) 

 

City and LCs: 

• City of Mostar, 

• LC Bijelo Polje, 

• LC Vrapcici, 

• LC Zalik, 

• LC Brankovac, 

• LC Luka II, 

• LC Gnojnice 

Representing the 

interests of the Local 

Communities 

Providing timely 

information on planned 

works, consultations 

regarding the prepared 

plans and documentation 

 

• Official 

correspondence 

• Public consultation 

meetings, and LCs 

consultation meetings 

as necessary 

• Publishing information 

on the bulletin boards 

in the City and LCs 

• Official mails and 

written letters 

 

During Covid-19, local 

administration and LCs 

offices are not always 

open  

 

• Face-to-face, one-to-

one interviews and 

discussions 

• Online and telephone 

interviews and 

discussions 

Relevant government 

authorities, ministries 

and public institutions, 

including:  

• Federal Ministry of 

Environment and 

Tourism, 

• Federal Ministry for 

Spatial Planning, 

• Adriatic Sea Basin 

District Agency, 

• BH-Gas Ltd, 

• Public Enterprise 

Elektroprivreda HZHB, 

• Elektroprenos BH, 

Issuing permits, consents 

and opinions in 

accordance with the local 

legislation, control of 

compliance with local 

legislation, management 

of the PRTR register 

Consultations with 

relevant government 

authorities concerning 

Project activities in the 

framework of permitting 

procedures  

 

Reporting based on 

national legislation 

requirements 

• As defined by national 

legislation 

•  

• Official mails and 

written letters 

 

During Covid-19, may be 

closed with difficulties to 

be contacted by JPAC  

 

 

• Face-to-face, one-to-

one interviews and 

discussions or 

telephone calls 

• Online and telephone 

interviews and 

discussions 
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Identified stakeholder Specific issues or 

interests 

Communication and 

engagement objective 

Communication and 

engagement methods 

(without COVID-19 

restrictions in place) 

Alternative approaches with COVID-19 restrictions in places 

Proposed methods 

(short-term) 

Limitations Proposed alternative 

methods (long-term) 

• BiH Mine Action 

Centre 

Interested non-

governmental 

organisations (NGOs) 

• Fortification 

Protection Association 

“Werk”,  

• Association BIO.LOG, 

• Association Nase 

Ptice, 

• Association of Biology 

Students in BiH 

Potentially interested 

international NGOs: 

All NGOs not listed above 

shall be provided with 

opportunities to voice 

their opinions or 

concerns throughout 

Project preparation and 

implementation. 

Stakeholders, who are 

interested in the 

protection of the 

environment and human 

health, are of high 

significance for the 

success of the Project.  

 

Providing timely 

information, 

communication and 

consultations 

 

• Public consultation 

meetings, and 

individual consultation 

meetings as necessary 

• Disclosure through the 

websites of JPAC and 

City of Mostar  

• Direct email 

communication  

• Local media/press 

releases 

• Disclosure through the 

websites of JPAC and 

City of Mostar  

• Disclosure focusing on 

online methods, local 

radio/TV/newspaper 

announcements 

• Follow-up calls if 

contact details are 

available 

Short-term engagement 

may not reach all 

interested NGOs 

 

• Additional interested 

NGOs identified 

through discussion 

with local authorities 

• Face-to-face, one-to-

one interviews and 

discussions 

 

JPAC Employees and the 

Trade Union  

Stakeholders, who are 

directly or indirectly 

engaged in Project 

planning and 

implementation, are of 

high significance for the 

success of the Project. 

 

Providing timely 

information about the 

planned Project activities 

• JPAC’s internal 

communication 

channels 

• Trainings as necessary 

• Emails to all 

employees 

• Virtual meeting 

• Video messages 

• Webinars 

• Not all employees 

have email access 

• Employees may be off 

sick 

• Telephone calls 

• Face-to-face, one-to-

one discussions 

• Online discussions 

Contractors or 

subcontractors for 

construction, monitoring 

and supervision of works, 

Provision of Project code 

of conduct and work 

safety and health 

regulations, 

• Information through 

tender procedure and 

contracts 

• Communication via 

• Official email or 

written letter 

• Virtual meetings 
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Identified stakeholder Specific issues or 

interests 

Communication and 

engagement objective 

Communication and 

engagement methods 

(without COVID-19 

restrictions in place) 

Alternative approaches with COVID-19 restrictions in places 

Proposed methods 

(short-term) 

Limitations Proposed alternative 

methods (long-term) 

and their employees environmental 

protection requirements 

supervising engineers 

• Toolbox talks at 

construction sites on 

relevant occupational 

health and safety 

topics 

• Monthly reports on 

progress of works to 

be submitted by 

contractors during 

construction works 

• Trainings as necessary 

• Webinars 
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6 GRIEVANCE MANAGEMENT  

JPAC will establish a Grievance Registry and will inform all stakeholders of the grievance mechanism by 

communicating the availability of this registry, its function, the contact persons and the procedures for 

submitting a complaint in the affected areas.  

The Public Grievance Form (Annex A) will be disclosed on JPAC’s website. In addition, a Public Grievance 

Leaflet (Annex B) will be disclosed on: 

 the websites of JPAC and City of Mostar,  

 in the offices of the six Local communities (LCs) (LC Bijelo Polje, LC Vrapcici, LC Zalik, LC Brankovac, 

LC Luka II, LC Gnojnice) on whose territory the road section is planned to be constructed,  

 on the construction site before the commencement of construction works. 

Any comments or concerns can be brought to the attention of JPAC verbally (personally or by telephone) or 

in writing by filling in the Public Grievance Form (by personal delivery, post or e-mail to the address/number 

given below), without any costs incurred to the complainant. Grievances may also be submitted 

anonymously or without the use of the form if preferred.  

After the start of construction works, the grievance form may also be submitted directly to the Contractor 

for construction works, which will forward any such received grievances/comments to JPAC without delay to 

allow JPAC to further process the grievance/comment (i.e., record, acknowledge and respond to the 

grievance in the timeframes defined below). The Contractor is obliged to hand out the Public Grievance 

Form, explain the grievance mechanism to the concerned citizen(s) and forward the filled-in Grievance Form 

to JPAC. The Public Grievance Leaflet concerning the grievance mechanism will be available at the 

construction site at all times, whether the construction site is closed or open. The leaflet will be plasticised 

and hung on the construction site information board to be publicly available at all times.  

All grievances will be recorded in the Grievance Registry and assigned a number, and acknowledged within 5 

working days (the flowchart for processing grievances is enclosed in Annex C). The Registry will have all 

necessary elements to disaggregate the grievance by gender of the person logging it as well as by the type 

of grievance. Each grievance will be recorded in the registry with the following information: 

 description of grievance, 

 date of receipt of grievance and when acknowledgement returned to the complainant,  

 description of actions taken (investigation, corrective measures, preventive measures), and 

 date of resolution and closure/provision of feedback to the complainant.  

If the grievance/complaint is vague and not clear enough, JPAC will assist and provide counsel in 

formulating/redrafting the submission, in order for the grievance/complaint to become clearer, for 

purposes of an informed decision by JPAC, in the best interests of persons affected by the Project.   

JPAC will make all reasonable efforts to address the complaint upon the acknowledgement of grievance. If 

JPAC is not able to address the issues raised by immediate corrective action, a long-term corrective action 

will be identified. The complainant will be informed about the proposed corrective action and the follow-up 

of the corrective action within 20 working days upon the acknowledgement of grievance. Preventive actions 

will be identified and implemented with the aim of preventing recurrence of the same issue in the future; 

these will also be communicated to the complainant. 



CORRIDOR Vc IN FBIH: MOSTAR MOTORWAY  

Mostar North-Mostar South  Stakeholder Engagement Plan 

 

25 

If JPAC is not able to address the particular issue raised through the grievance mechanism or if action is not 

required, it will provide a detailed explanation/justification on why the issue was not addressed. The 

response will also contain an explanation on how the person/organisation that raised the complaint 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 FBiH, 

including formal judicial appeal. 

A separate grievance mechanism is available for workers. 

 

Contact information for enquiries and grievances: 

 

Motorways of the Federation of Bosnia and Herzegovina 

Attn: Grievance mechanism contact person 

Address: Adema Buća 20, 88000 Mostar 
Hamdije Kreševljakovića 19, 71000 Sarajevo 

Tel: +387 36 512 300 

Fax: +387 36 512 301 

E-mail: prituzbe@jpautoceste.ba 

 

 

mailto:prituzbe@jpautoceste.ba
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7 MONITORING AND REPORTING 

The results of the stakeholder engagement process will be included in Monitoring Reports to be prepared by 

the PIU. The first report will be produced three months after the beginning of the Project, and will continue 

on a quarterly basis during construction works and on an annual basis during operation. The reports will 

include the following information:  

• Place and time of the held consultation meetings and other types of engagement activities, with 

information on the number of participants, 

• Issues and concerns raised during consultation meetings and information on how the issues raised 

were taken into consideration by the PIU, 

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

and closed grievances and whether they have been closed out within the timeframes stated in the 

grievance mechanism. 

In addition, the PIU 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 PIU will be responsible for monitoring of all Project related stakeholder engagement activities, ensuring 

the fulfilment and updating of this SEP, and reporting to EBRD. 
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8 ANNEXES 

A Public Grievance Form 

B Text for the Public Grievance Leaflet 

C Flowchart for Processing Grievances 



 

A. Public Grievance Form 

Reference Number  

Full name (optional) 

 

 I wish to raise my 

grievance anonymously. 

 I request that you do not 

disclose my identity 

without my consent. 

 

 

 

 

Contact information 

 

Please mark how you wish to 

be contacted (mail, telephone, 

e-mail). 

 By Post:  Please provide mailing address:  

______________________________________________________________________________

______________________________________________________________________________

_______________ 

 By Telephone: ___________________________________________________ 

 By E-mail 

Preferred language of 

communication 
 Bosnian / Serbian / Croatian 

 English (if possible) 

 

Description of Incident for Grievance  What happened? Where did it happen? Who did it happen to? What is the result of the 

problem? 

 

Date of Incident / Grievance  

  One-time incident/grievance (date ________________) 

 Happened more than once (how many times? ______)  

 On-going (currently experiencing problem) 

 

What would you like to see happen?  

 

 

 

 

 

Signature: _______________________________ 

Date: _______________________________ 

 

 

Please return this form to: 

Motorways of the Federation of Bosnia and Herzegovina 

Attn: Grievance mechanism contact person 

Address: Adema Buća 20, 88000 Mostar 

Hamdije Kreševljakovića 19, 71000 Sarajevo 

Tel: +387 36 512 300 

Fax: +87 36 512 301 

E-mail: prituzbe@jpautoceste.ba 

 

mailto:prituzbe@jpautoceste.ba
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B. Text for the Public Grievance Leaflet  

JPAC is striving to ensure that the construction of the section Mostar North-Mostar South, will not result in 

adverse impacts for those living near the Project sites or for other potentially affected stakeholders. However, 

should there be any issues, we would like to hear about any concerns or grievances that you may have in 

relation to Project activities.   

What kind of grievance can I lodge?  

Anyone can lodge a grievance if they feel that Project activities are negatively affecting them, their community 

or their local environment. Examples of grievances could include, but are not limited to:  

• Increased noise, access issues or other nuisances during construction works or operation;  

• Concerns regarding community health and safety, such as increased heavy traffic on local roads, local 

road damage or inadequate management of waste during construction works; 

• Concerns about the environment; 

• Practices that endanger the health, safety and security of employees working on the Project;  

• Inadequate implementation of the Project’s Stakeholder Engagement Plan by JPAC. 

How can I file a grievance?   

Anyone can lodge a grievance to JPAC (contact details are provided below) or the contractor free of charge in 

the following ways:    

a. verbally (in person or by phone)  

b. in writing by filling in the attached Project Grievance Form (or in a different form if you wish), and 

filing such grievance (by hand delivery, mail, fax or e-mail) 

Contact details: 

Motorways of the Federation of Bosnia and Herzegovina 

Attn: Grievance mechanism contact person 

Address: Adema Buća 20, 88000 Mostar 
Hamdije Kreševljakovića 19, 71000 Sarajevo 

Tel: +387 36 512 300 

Fax: +87 36 512 301 

E-mail: prituzbe@jpautoceste.ba 

Grievances may also be submitted anonymously. In addition, if you would like your grievance to remain 

confidential, JPAC will ensure that your name and contact details are not disclosed without your consent and 

only the persons directly involved in the investigation of your grievance will be aware of them. If it is not 

possible for the team to fully investigate the grievance without revealing your identity or the contents of your 

grievance, you will be informed.  

How will JPAC process my grievance?  

JPAC will take the following steps to deal with your grievance:   

 

mailto:prituzbe@jpautoceste.ba
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C. Flowchart for Processing Grievances 

 

 

Grievance received 

(in verbal or written format) 

Record the date in the 

Grievance Registry 

Immediate action 

enough to satisfy 

complaint 

YES NO 

Inform complainant of corrective 

action 

Identify any long-term corrective 

action required  

Inform complainant of the 

proposed corrective action or 

clarify why action is not required 

within 25 days 

Implement the corrective action 

and carry out the follow-up of the 

corrective action 

Record the date. Close the case. 

Record the date in the 

Register 
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