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 Introduction 

This Stakeholder Engagement Plan (SEP) outlines the approach for identifying, engaging, and 

communicating with stakeholders throughout the design process for Phase II of the Judicial Complex 

“Zagreb Justice Square”. The SEP is prepared within the Integrated Land Administration and Justice 

Services Project supported by the International Bank for Reconstruction and 

Development (IBRD) (hereinafter: World Bank), in line with World Bank Environmental and Social 

Standard 10 (ESS10): Stakeholder Engagement and Information Disclosure, which requires Borrowers to 

ensure meaningful, accessible, inclusive, and ongoing engagement with all project-affected parties. 

This SEP was prepared by the Project Implementation Unit (PIU) within the Ministry of Justice, Public 

Administration and Digital Transformation (MoJPADT) and is subject to review and update throughout the 

project lifecycle, as needed. 

 

 Project description  

The World Bank supports the Ministry of Justice, Public Administration and Digital Transformation 

(MoJPADT) and the State Geodetic Administration (SGA) in the implementation of the Integrated Land 

Administration and Justice Services Project (ILAJS Project). The objective of the project is to (i) improve 

functional integration of Croatia’s land registry and justice institutions; and (ii) enhance services for 

citizens.  

ILAJS Project activities are:  

Component A. Integrated Digital Land Registry and Court Services supports the digitization and 

integration of land registry and court data and services. It will continue the digitization of paper and land 

registry and court records, making them more resilient to disaster and more easily shareable through the 

Joint information system (JIS) and other online systems.  

Component B: Integrated Digital Services of State Registers supports enhanced geospatial data. Data 

from about two-thirds of counties in Croatia are not yet included in the infrastructure cadaster system. 

Collection, management and maintenance of data on built infrastructure supports land use planning.  

Component C: Further Digital Integration of Land Register and Cadaster includes enhancements to the 

JIS and One Stop Shop (OSS), such as: (i) improving data quality and maintenance; (ii) recording of real 

property prices; (iii) simplifying online access to land records; (iv) upgrading of mobile apps (My 

Properties); (v) simplifying the process of recording construction rights; (vi) further digitization of cadaster 

processes; and (vii) extension of JIS access to lawyers.  

Component D: Integrated Court, Land registry Offices (LRO) and Cadaster offices (CO) Infrastructure will 

support construction and refurbishment (or reconstruction) of court, registry and cadaster infrastructure 

adhering to international and EU standards to support improved service delivery. This component will 

support civil works (construction of new integrated infrastructure or refurbishment of existing 

infrastructure) and design activities to support integrated cadaster, land registry and court services. This 

component will support design activities and construction of new integrated infrastructure in areas to 

include Novska and Bjelovar, design activities and refurbishment / reconstruction in Vinkovci and Zagreb 

Municipal Civil court (MCC) – Phase II. Additionally, this component will finance design activities of Zagreb 

Justice Square – Phase II, Rijeka and Velika Gorica. This component will also support provision of new ICT 

cabling to improve digital services in thirty COs as well as small scale adaptation of branch offices of Zagreb 

Regional Office.   



Component E: Institutional capacity building, policy analysis, and Project Management will support 

Project Implementation Unit (PIU) operations and Monitoring and Evaluation (M&E) activities. It will also 

finance capacity building programs and the implementation of public awareness campaigns and customer 

satisfaction surveys. Capacity building programs to be financed via Component E will include topics such 

as (i) cadaster and land registry laws; (ii) individual reconciliation of cadaster and land registry data; (iii) 

land registry renewal; (iv) joint cadaster and land registry procedures; (v) use of MoJPADT and SGA e-

services by public and professional users; and (vi) management training.  

 

 Description of the Subproject 

The “Trg Pravde” (Justice Square) project in Zagreb, aimed at improving access to justice and increasing 

the efficiency of commercial and administrative court proceedings, is a major judicial infrastructure 

project of the Republic of Croatia. The project envisages relocating the majority of judicial bodies currently 

operating in Zagreb to a single unified location bounded by Ilica Street, Prilaz baruna Filipovića, Selska 

Street and Cankareva Street, with the objective of enhancing the functionality and efficiency of the 

judiciary. The site is located on cadastral parcel no. 3149/1, cadastral municipality Črnomerec, and is 

owned by the Republic of Croatia. The selected site enables the construction of a large complex capable 

of accommodating all required facilities, while also ensuring good connectivity by public transport and 

private vehicles. In this way, the judiciary at this location becomes physically easily accessible to citizens.  

 

The Zagreb Justice square is located within a fully urbanized and well-connected area of Zagreb, bounded 

by major city roads and surrounded by residential and mixed-use development. The primary sensitive 

receptors are daily users of the future judicial complex, while broader impacts extend to local residents, 

urban traffic, public transport users, and city services. Given the urban setting, impacts include noise, 

access and traffic during construction.  

The design competition for the Justice Square complex at Selska 2 in Zagreb was launched in 2007. The 

winning design by the authors Mrković, Škopac and Bušnja established the urban-architectural basis for 

the preparation of project documentation for the construction of judicial buildings and the arrangement 

of the surrounding area. 

The Justice Square complex in Zagreb consists of four above-ground volumes (southern, northern, eastern 

and western buildings) and underground levels, and is conceived as a single complex structure to be 

constructed in stages and phases.  

The stages and phases of construction of the complete complex structure include: 

- Stage 1 – Medium Voltage (MV) cable and associated substation. 

- Stage 2 – Construction of the new Trg Pravde complex structure, consisting of multiple phases, of 

which Phase II is covered by this SEP.  

 

Within the implementation of Phase I, a Location Permit was obtained for the entire new complex. Under 

the National Recovery and Resilience Plan (NRRP) 2021–2026, financing for Phase I of Stage 2 of the Justice 

Square complex in Zagreb was approved under Component C2.5 “Modern Judiciary Ready for Future 

Challenges.” Construction works under Phase I commenced for the underground levels and the first 

above-ground (southern) building, with completion anticipated by the end of 2026. New facilities are 



planned to accommodate the Commercial Court, the High Commercial Court, the Administrative Court, 

the High Administrative Court, the Judicial Academy and the Mediation Centre. In addition to these judicial 

institutions, the complex will include underground parking facilities (serving the entire Trg Pravde 

complex), shared technical premises, judicial archives, and public amenities accessible to employees and 

citizens (such as a bistro, bookstore/stationery shop, café bar, etc.).  

 

This SEP covers Phase II of Stage 2 and includes the design of remaining three above-ground volumes and 

associated underground areas, as well as the external surroundings. More specifically: 

- Eastern building – gross area approx. 12,110.61 m² 

- Northern building – gross area approx. 10,162.67 m² 

- Western building – gross area approx. 14,087.52 m² 

 

As part of the design responsibilities under Phase II, the Designer shall assess and define the realistic and 

operationally feasible allocation of judicial bodies within the buildings covered by this phase. While the 

overall Justice Square concept foresees the consolidation of key judicial institutions within the complex, 

the final distribution of specific courts and related institutions across the Phase II buildings will be 

determined based on functional requirements, space standards, operational workflows, security 

considerations, projected caseloads, and long-term institutional needs. Accordingly, stakeholder 

engagement activities under this SEP will play an important role in informing the institutional allocation 

and functional organization of the Phase II buildings. In particular, stakeholder engagement will inform 

decisions related to the allocation of judicial bodies, internal circulation and security zoning, accessibility 

of services, and integration of the complex within the surrounding urban environment. 

 

Image: Map of the location  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 Objectives of the Stakeholder Engagement Plan  

- Build ownership over the subproject outcomes among key stakeholders to promote collaboration, 

enhance probability of successful outcomes through ensuring key stakeholder participation 

- Start early consultations and communication with the public in the subproject planning process in 

order for the initial feedback to be gathered from the participants and potentially affected to enable 

timely interventions and modifications in the subproject design, as needed 

- Reduce environmental and social risks that can negatively affect and/or jeopardize the subproject 

implementation, activity implementation, including but not limited to improvement in access and 

efficiency of the court’s infrastructure and expanding the use of electronic services in the justice 

sector through proactively identifying risks and concerns with stakeholders and preventing or 

mitigating these risks through transparent and agile communication channels.  

- Early consultations with experts in the field of social welfare, psychology, cultural heritage and other 

relevant fields will enable subproject to achieve long-term sustainability, enhanced quality and 

viability.  

- Provide guidance for stakeholder engagement. 

- Identify key stakeholders that are affected, and/or able to influence the subproject and its activities.  

- Identify the most effective methods, timing and structures through which to share subproject 

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

- Develop a stakeholder engagement process that provides stakeholders with an opportunity to 

influence planning, design and implementation by generating structured channels for ongoing 

feedback from all subproject beneficiaries and partners (judicial staff, court users, court users that are 

persons with disabilities, etc.)  

- Establish formal grievance/resolution mechanisms; 

- Define roles and responsibilities for the implementation of the SEP  

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

reviews of the SEP based on findings.  

 

  Principles of the SEP 

Meaningful stakeholder engagement under this SEP is based on the following principles: 

- Recognition that stakeholders are critical partners in subproject design and implementation and not 

just “beneficiaries” 

- Communication is based on a two-way flow that goes beyond a “public-relations” or information 

dissemination campaign (one-way flow) 

- Adoption of transparent, agile and accessible means for informed participation by diverse 

stakeholders with varying means and capacities 

- Based on a structured process (rather than a sole event), allowing for stakeholders to become 

informed, process and analyse information, provide feedback, and receive reports back on whether 

and how their feedback was taken into account. 

 

 Stakeholder identification and analysis 

For the purposes of effective and tailored engagement during the design phase of Phase II of the Zagreb 

Justice Square complex, stakeholders are grouped into the following categories: 



- Affected Parties – persons, groups and other entities within the Project area of influence that are 

directly influenced (actually or potentially) by the Project and/or have been identified as most 

susceptible to change associated with the Project, and who need to be closely engaged in 

identifying impacts and their significance, as well as in decision-making on mitigation and 

management measures. Particular focus is in relation to the functional organization, allocation of 

judicial bodies, accessibility, workflows, and operational conditions within the future facilities; 

- Other Interested Parties – individuals/groups/entities that may not experience direct impacts 

from the Project but who consider or perceive their interests as being affected by the Project 

and/or who could affect the Project and the process of its implementation in some way;  

- Vulnerable Groups – persons who may be disproportionately impacted or further disadvantaged 

by the Project as compared with any other groups due to their vulnerable status, and that may 

require special engagement efforts to ensure their equal representation in the consultation and 

decision-making process associated with the Project.  

 

6.1 Affected Parties  

Affected parties in the design phase are primarily those whose daily work, operational efficiency, safety, 

and access to justice will be shaped by design solutions:  

- Judicial staff: management staff (court presidents, heads of state attorney offices), judges, court 

advisors, clerks and other court staff (i.e. personnel of court registry, secretaries, technical and 

maintenance staff, cleaning staff), state attorneys, deputies of state attorneys and other state 

attorney office staff, personnel of the judiciary police. They have a role in defining institutional 

allocation, functional needs, and long-term operational requirements and provide critical input 

on workflows, document handling, user interaction, safety, and space functionality. Judicial staff 

can include persons with disabilities. 

- External users: citizens and businesses using services of judicial bodies located in the selected 

facilities, lawyers and bar association. They have insights into accessibility, efficiency, and user 

experience. Judicial services users might be members of vulnerable groups such as victims, 

witnesses, minors or persons with disabilities.  

- Inhabitants of neighboring buildings as relevant stakeholders relevant for design phase and 

beyond. They might be impacted by the construction works (e.g., dust, noise, traffic 

disturbances).  

 

6.2 Other interested parties  

- Urban and infrastructure stakeholders (City of Zagreb – traffic, planning, utilities) that are 

relevant for access, mobility, parking, and integration of the complex into the urban 

environment. 

- National and local media channels covering the area under the jurisdiction of the judicial bodies 

located in the selected buildings (City of Zagreb, County of Zagreb). 

- Expert associations especially related to treatment, psychology, health and wellbeing of victims 

and witnesses.  

- Chamber of Architects. 



 

The following internal stakeholders can also be included in the category of “other interested parties”:  

- The MoJPADT as implementing agency responsible for ensuring alignment with policy objectives, 

ESF requirements, and operational sustainability.  

- Stakeholders relevant for subsequent phases of subproject implementation (e.g. designers, 

contractors, supervision and OHS specialists) 

 

6.3 Vulnerable Groups  

One of the objectives of the subproject is to improve access to justice and increase the efficiency of court 

proceedings. This will improve the working conditions of the judicial bodies and the overall experience of 

the court users. The design of the court building has to be in line with the highest international standards 

for court infrastructure and will, thus, have positive spillover effects on the quality of judicial services 

offered by the judicial buildings even though the scope of activities is limited to the physical infrastructure 

and does not include other elements of justice services provision.  

The design of the Justice Square complex can have a direct impact on equitable access to justice, making 

the consideration of vulnerable groups important. 

In line with the above the subproject will benefit Croatian citizens residing in cities, towns and 

municipalities under the jurisdiction of the judicial bodies (courts and, if applicable, state attorney offices) 

whose premises will be located in the designed court facilities, regardless of race or ethnicity or skin color, 

gender, language, religion, political or other beliefs, national or social background, property status, union 

membership, education, social status, marital or family status, age, health status, disability, genetic 

inheritance, gender identity, expression or sexual orientation, all in accordance with the Anti-

Discrimination Act (OG 85/08, 112/12). 

 

Vulnerable groups that are most relevant for the subproject are:  

- Persons with disabilities and reduced mobility that will benefit from the design and construction 

of court facilities as the detailed design (and thus the works) will be developed in line with the 

“Technical Regulation on Ensuring Accessibility of Buildings for Persons with Disabilities and 

Reduced Mobility” (OG 12/2023) which prescribes the conditions and method of ensuring 

unimpeded access, circulation, residence and work for persons with disabilities and reduced 

mobility. In this context, a person with a disability is a person who has long-term physical, mental, 

intellectual, or sensory impairments which, in interaction with various barriers, may hinder their 

full and effective participation in society on an equal basis with others. A person with reduced 

mobility is a person who has temporary or permanent difficulties in mobility due to disability, age, 

pregnancy, or other reasons.  

Victims and witnesses (particularly women and children)1 will benefit from the effort of the 

subproject to steer the design of court facilities toward international standards of service allowing 

                                                           
1 In the Republic of Croatia, support to victims and witnesses is provided through a coordinated system of general and specialized 
services delivered by both state institutions and civil society organizations. General support is available to victims of all criminal 
offences and is ensured nationwide through cooperation between public authorities and NGOs. At the central level, the Ministry 
of Justice, Public Administration and Digital Transformation, through its Service for Support to Victims and Witnesses, coordinates 



for better court performance and user experience. This includes among others: design of user 

access and public spaces through separate circulation (in particular from defendants), design of 

safe waiting areas for victims and witnesses; design solutions that protect privacy and dignity in 

court processes, inclusive design focused on gender aspects, security and safety standards and 

procedures for both internal and exterior areas and the use of safety related equipment as 

necessary.  

Both women and men can be victims or witnesses but, within this vulnerable group, a particular 

focus has to be dedicated to women who are disproportionately victims in cases of gender-based 

violence / offences. Design must be adapted for children and minors involved in judicial 

proceedings as they require age-appropriate and psychologically sensitive spaces.   

Furthermore, elderly persons, low-income users and ethnic minorities might face barriers in 

navigating judicial services and accessing information. The need for additional targeted 

engagement to address the specific requirements of the above-mentioned vulnerable groups 

will be assessed through consultations with relevant NGOs and/or Departments for Support to 

Victims and Witnesses at Courts. 

 

Table: Stakeholder list 

Stakeholder Stake / Nature of Interest Interest Influence Areas where Feedback is 

Sought 

Management staff of 

judicial bodies (court 

presidents, heads of 

state attorney offices) 

Responsible for 

institutional 

organization; interest in 

efficient allocation of 

institutions, functional 

operations, and 

improved service delivery 

High High Allocation of judicial 

bodies within buildings; 

functional organization 

of spaces; operational 

workflows; future 

capacity needs 

Judicial staff (judges, 

advisors, clerks, other 

court staff, personnel 

of the state attorney 

offices, registry and 

administrative staff) 

Daily users of court 

facilities; interest in 

improved working 

conditions, efficient 

workflows, and better 

interaction with users 

High High Internal workflows and 

circulation; layout of 

offices and service 

points; document 

handling; interaction 

with users; adequacy of 

spaces; 

                                                           
and further develops the system while also providing direct support measures, including information, assistance in international 
legal cooperation, and processing compensation claims. At the operational level, dedicated departments for victim and witness 
support established at county courts provide emotional and practical assistance before, during, and after court proceedings, 
including information on rights, procedural guidance, and safe waiting arrangements. In areas without court-based departments, 
support is ensured through the Network of Support and Cooperation for Victims and Witnesses, which brings together civil society 
organizations across the country. Additional support is available through specialized services and the National Call Centre (116 
006), which provides 24/7 confidential information and assistance. 

 



Judicial police  Responsible for safety 

and access control; 

interest in effective 

security management 

and safe circulation 

High High Security zoning; 

separation of circulation 

flows; access control; 

safety of internal and 

external areas 

Lawyers, bar 

association, 

professional users 

Frequent users of judicial 

services; interest in 

efficient procedures and 

accessible service 

environment 

Medium Medium Accessibility of services; 

clarity of user flows; 

adequacy of waiting 

areas; interaction with 

court staff 

Citizens and businesses 

(users of judicial 

services, general 

public) 

End users of services; 

interest in accessible, 

efficient, and user-

friendly court experience 

Medium Medium Accessibility and 

navigation; service point 

clarity; waiting areas; 

efficiency of service 

delivery; digital access; 

overall user experience 

Persons with 

disabilities and reduced 

mobility and their 

representative 

organizations 

Users facing potential 

access barriers; interest 

in equal access, 

independence, and 

dignity 

High Medium Physical accessibility; 

vertical circulation; 

signage and orientation; 

accessible service points; 

universal design 

solutions 

Victims and witnesses 

(including court 

support services and 

NGOs) 

Vulnerable users 

requiring protection, 

privacy, and support; 

interest in safe 

participation in judicial 

processes 

High Medium Separation of flows; safe 

waiting areas; privacy 

and confidentiality; 

accessibility of support 

services; safety 

measures 

Children and minors 

involved in proceedings 

(via court support 

services and NGOs) 

Vulnerable users; 

interest in safe, age-

appropriate, and 

psychologically sensitive 

environments 

Medium Low Child-friendly spaces; 

safety and privacy; 

accessibility of support 

services; stress-reducing 

design elements 

Urban and 

infrastructure 

stakeholders (City of 

Zagreb – traffic, 

planning, utilities) 

Responsible for urban 

integration; interest in 

functional integration of 

the complex into the city 

system 

High Medium Traffic and access 

solutions; parking; 

pedestrian flows; public 

transport integration; 

infrastructure 

connections 

Inhabitants of 

neighboring buildings 

Residents affected by 

urban integration of the 

Medium Low Traffic and mobility; 

parking availability; 



complex; interest in 

neighborhood quality 

and accessibility 

pedestrian safety; 

integration with 

surrounding area; public 

space use 

MoJPADT / PIU Implementing agency; 

interest in successful 

delivery, compliance, and 

long-term functionality 

High High Alignment with policy 

objectives; ESF 

compliance; 

sustainability of design; 

risk mitigation 

Professional chambers 

and designers 

(architects, engineers, 

social experts) 

Provide technical 

expertise; interest in 

high-quality, compliant, 

and user-oriented design 

in line with international 

and WB standards 

Medium Medium Design standards; 

functional layout; safety; 

accessibility; compliance 

with regulations 

Contractors, 

supervision engineers, 

OHS specialists 

Interest in high-quality, 

compliant, and user-

oriented construction in 

line with international 

and WB standards 

Medium Low Compliance with 

regulations 

Media (local and 

national) 

Inform the public; 

interest in transparency 

and clear communication 

Low Low Clarity of subproject 

information; 

communication of 

benefits and impacts 

 

 Key Content for Messaging  

Objectives of the ILAJS Project: 

To improve the functional integration of land administration and judicial institutions in order to enhance 

services for citizens. 

 

Merits (Benefits)  

- Improved functional organization of judicial institutions 

- The design will enable a more efficient allocation of courts and related bodies within a single, 

integrated complex. 

- Enhanced accessibility and user experience 

- The design phase incorporates modern standards for accessibility (including for persons with 

disabilities and reduced mobility), clearer internal circulation, and improved public access to services. 

- Better working conditions for judicial staff 

- The planned solutions aim to improve workspace organization, safety, and operational efficiency. 

- Preparation for future infrastructure investments 



- The design will follow applicable regulatory, technical, and environmental requirements, ensuring 

long-term sustainability. 

 

The process how stakeholders will be engaged throughout the project life cycle (i.e., SEP processes).  

Consultations with robust feedback mechanisms will be carried out consistently throughout subproject 

implementation. For Component D, stakeholders are slightly different based on the stage of subproject 

implementation (during design and prior to the commencement of the works, during construction, post-

construction). Key activity of the engagement program is performing regular consultations with the 

management and staff of the judicial bodies in order to present the project, its objectives, activities, and 

related timeframe as well as the E&S framework, the Grievance redress mechanisms (GRM) and to collect 

the level of satisfaction regarding grievance resolution.  

 

Key area where the project can be influenced by stakeholder engagement and related questions to spark 

feedback is the phase of developing designs (preparation of conceptual/main/detailed design for selected 

court facilities). 

 

Key messages during the design phase will focus on: 

- the purpose and scope of Phase II design,  

- the process for allocation of judicial bodies,  

- expected improvements in accessibility, safety, and user experience,  

- opportunities for stakeholders to provide input and influence design outcomes. 

 

 Key Risks & Mitigation Measures  

Key Risks Mitigation Measures 

- Delays in defining realistic allocation of 

judicial bodies within the new buildings 

- Court staff work environment and service for 

users of surrounding buildings will be 

negatively affected by construction works 

(e.g. interruptions in water supply, electricity, 

heat, air conditioning, exposure to dust, 

noise, dislocation of work offices, etc.) 

- Disturbance of local community using the 

surrounding space (residents of surrounding 

buildings, pedestrians, public transport users, 

traffic, and other) 

- Weak security organization of entrance into 

court during construction works 

- Labor management and OHS procedures are 

not implemented properly 

- Designer to conduct early needs assessment 

and functional allocation model to be 

validated with MoJPADT and court 

representatives 

- Prepare the ground well by designing a 

structured and proactive stakeholder 

engagement process and communicate all 

phases of the process and opportunities for 

participation & feedback 

- Design accessible channels for information 

requests & grievances 

- Conduct constructive and meaningful 

consultation process that will enable 

stakeholders to provide feedback, and 

contribute to the design of courts 

- Report back on how feedback has been 

incorporated & grievances resolved 



- Lack of communication with nearby 

community (nearby community is not 

sufficiently informed about the subproject 

and is not aware of the grievance channels 

which leads to potential social tensions with 

local community and potential community 

health and safety risks 

- Lack of knowledge and thus awareness of key 

stakeholders on WB’s ESF and related 

requirements 

- Lack of knowledge and awareness on 

guidelines to design justice and court 

facilities  

- Community health and safety risks related to 

large construction site 

- Construction-related community impacts 

(noise, dust, traffic disruption, safety risks) 

- Design errors that would make the new court 

building sub-optimal and impractical or 

unsafe to use.  

- Sub-optimal solutions for Cultural Heritage 

management 

- Present regularly subproject information and 

progress updates for different stakeholder 

groups using adequate stakeholder 

engagement and communication channels 

and tools 

- Include ESF requirements in ToR and contract 

obligation of designers, contractors, 

supervising engineer, construction project 

manager and OHS specialist, inform them on 

ESF and requirements during the phase, 

monitor implementation  

- Ensure fencing, signage, access control; 

implement site safety protocols; monitor 

contractor compliance; conduct periodic 

inspections 

- Develop and implement Environmental and 

Social Management Plan (ESMP); ensure 

clear communication of construction 

schedule; establish grievance mechanism; 

coordinate with City authorities; foresee 

definition and implementation of traffic 

management plan 

- Structured consultations with judicial staff, 

support services consultations (NGOs and/or 

Departments for Support to Victims and 

Witnesses at Courts), and users to inform 

functional design and allocation of spaces.  

 

Note: While certain risks are primarily associated with the construction phase, they are included here 

insofar as they can be anticipated and mitigated through design solutions and early stakeholder 

engagement. 

 

 Summary of previous engagement activities and disclosure strategy 

The Integrated Land Administration and Justice Services Project, implemented by the Ministry of Justice, 

Public Administration and Digital Transformation of the Republic of Croatia and the State Geodetic 

Administration, has been prepared in accordance with the World Bank’s Environmental and Social 

Framework (ESF). As per Environmental and Social Standard (ESS) 10 on Stakeholder Engagement and 

Information Disclosure, the Borrower is required to provide stakeholders with timely, relevant, 

understandable, and accessible information and to conduct consultations in a culturally appropriate 

manner, free from manipulation, interference, coercion, discrimination, and intimidation. 

 



In the context of the Project appraisal and of the Project restructuring processes, the following documents 

were disclosed for public consultation: 

- Environmental and Social Management Framework (ESMF) - identifies the potential 

environmental and social risks and impacts of Project activities and propose suitable mitigation 

measures to manage these risks and impacts. 

- Labor Management Procedures (LMP) - defines how the Project will manage labor-related risks 

and ensure fair, safe, and non-discriminatory working conditions for all types of workers involved 

in Project implementation. 

- Stakeholder Engagement Plan (SEP) - defines the approaches for engaging employees, 

contractors’ workforce, and other relevant stakeholders throughout the Project implementation. 

- Resettlement Policy Framework (RPF) - clarifies resettlement principles, organizational 

arrangements, and design criteria to be applied to subprojects in the event risks related to land 

acquisition, restrictions on land use and involuntary resettlement occur. 

- Environmental and Social Commitment Plan (ESCP) - defines the commitments, actions, 

responsibilities, and timelines that the Borrower must follow to ensure that the Project is 

implemented in compliance with the World Bank’s Environmental and Social Framework (ESF) 

 

Further stakeholder engagement activities include publication of this subproject Stakeholder Engagement 

Plan (Zagreb Justice Square SEP) on the Project dedicated page of the MoJPADT and SGA web site 

accompanied by an informative call for comments to public and containing the e-mail address to which 

comments and questions could be sent. The document is open for public consultation for 15 days. The 

Environmental and Social Management Plan (ESMP) for the location will be developed parallel to the 

Design phase and will be disclosed for public consultation for at least 15 days on the Project dedicated 

page of MoJPADT and SGA. The invitation to public consultations and the disclosed document will include, 

among others: brief description of the Project, description of the subproject, methods of submitting 

comments and feedback and key deadlines. PIU's experts on environmental and social issues will review 

comments on all published documents. The main comments will be incorporated into the final version of 

the documents and published, together with the Public Consultation Report (if comments will be 

received).  



 Stakeholder engagement - Action plan  

Design phase  

STAKEHOLDER ENGAGEMENT PLAN 

Design phase  

 

Objectives:  

- Consult and inform key stakeholders to provide meaningful and constructive feedback on Phase II design. 

- Gather information to inform functional organization and realistic allocation of judicial bodies within Phase II buildings. 

- Identify operational, accessibility, security, and workflow needs prior to finalization of conceptual/main/detailed design. 

- Reduce social and institutional risks through early engagement 

- Ensure compliance with World Bank ESS10 and national legal procedures. 

- Optimize the design and make it workable, safe and secure for the participants, with particular focus on internal circulation and 

security zoning  

Activities: 

- Functional needs assessment of judicial institutions. 

- Structured consultations with court management staff 

- Public information disclosure (MoJPADT and SGA website). 

- Preparation of communication tools (design summaries, visual presentations). 

- Ensuring operational and accessible Grievance Redress Mechanism (GRM). 

- Obtaining feedback and incorporation into design where feasible. 

- Identification of stakeholders and impacted parties.  

- Ensure inputs to design of relevant experts. 

Inputs:  

- Program of outreach for the subproject level  

- Communication materials (Project summary, presentations, FAQs). 

- Articulation of key stakeholders, benefits & risks of subproject implementation 

- Incident and accidents procedure 

- Project level GRM 

- Questionnaires. 

Outputs:   



- Summary of feedback received during stakeholder engagement  

- Proposal of functional allocation of spaces for judicial bodies  

- Identification of critical risks and benefits of subproject implementation based on stakeholder feedback 

- Identification of recommendations or revisions to incorporate into design documentation when feasible  

- Stakeholders informed and prepared for subsequent construction phase. 

- Revised communication tools based on feedback received during pre-construction phase 

 

Stakeholder Analysis - design phase 

Stakeholders Benefits Risks Key Messages 
Areas where 

Feedback is Sought 

Methods for 

Engagement 

Management 

staff of the 

judicial bodies 

(i.e. court 

presidents, 

heads of the 

state attorney 

offices etc.) 

- Manage a 

higher 

quality/modern 

court 

- Satisfied judicial 

staff due to the 

enhanced 

working 

environment 

- Improvement in 

judicial access 

and efficiency of 

the court’s 

infrastructure 

reflects in better 

service delivery 

- Opportunity to 

influence 

allocation of 

institutions 

- Concerns 

regarding space 

adequacy and 

institutional 

positioning 

- Additional 

workload as a 

focal point for 

communication of 

subproject 

activities with 

judicial staff, PIU 

and Ministry 

 

- Institutional 

allocation is not yet 

finalized 

- Will be actively 

Involved in design 

- Improved judiciary 

service delivery and 

efficiency  

- Suggestions for 

improvements 

regarding 

allocations are 

welcome; however, 

the available space 

has its limits and will 

need to be 

optimized. 

- Functional 

allocation of 

institutions 

- Risks  

- Benefits 

- Technical 

documentation 

/ design 

- Critical Info 

Needs 

- Interest/Conce

rns and 

conditions to 

participate in 

subproject 

implement.  

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

- Meetings  

- Preparation of 

materials with main 

information on 

subproject to support 

court presidents in 

implementation of 

the subproject within 

their court 

- Lead-Interviews  

- phone, and e-mail 

communication 



within Phase II 

buildings 

-  

resolution or 

non-resolution  

- Allocation 

needs with 

supporting 

explanations 

solutions will 

be optimized 

within spatial 

and technical 

constraints 

Judicial staff 

(judges, court 

advisors, 

clerks, other 

court staff, 

personnel of 

the state 

attorney office) 

- Improved 

working 

environment 

- Modern 

facilities 

- Improvement in 

judicial access 

and efficiency of 

the court’s 

infrastructure 

will enable 

better service 

delivery and 

more satisfied 

court users 

- Dissatisfaction 

with the final 

design (when 

meeting all the 

needs is not 

feasible)  

-  

- Will be consulted on 

design  

- Subproject level 

GRM established  

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback  

 

- Technical 

documentation 

/ design  

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Allocation 

needs with 

supporting 

explanations 

- Meetings  

- Presentation of 

conceptual/main/det

ailed design  

- Lead-Interviews  

 

 

Judicial police 

staff  

- Enhanced 

working 

environment 

including 

through 

- Dissatisfaction 

with the final 

design (when 

meeting all the 

- Will be consulted on 

design  

- Subproject level 

GRM established 

- Technical 

documentation 

/ design  

- Needs related 

to safety and 

- Meetings  

- Presentation of 

conceptual/main/det

ailed design  

- Lead-Interviews  



improvement of 

safety and 

security 

measures  

needs is not 

feasible)  

- Design to create 

obstacles to 

provision of safety 

and security 

 

 

 

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback 

- Suggestions for 

improvements 

regarding safety and 

security needs and 

requirements are 

welcome; however, 

the space has its 

limits and will be 

optimized. 

security as well 

as operability 

with 

supporting 

explanations 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

 

Persons with 

disabilities and 

reduced 

mobility and 

their 

associations 

- Accessible 

justice facilities 

- Barrier-free 

public access 

- Dissatisfaction 

with the final 

design related to 

insufficient 

accessibility 

solutions  

 

- Subproject level 

GRM established  

- Universal design 

principles apply  

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Web site (MoJPADT, 

Court)  

- Lead-Interviews  

 

Victims, 

witnesses, 

children and 

minors 

involved in 

proceedings(N

GOs within the 

Network of 

Support and 

Cooperation 

- Court buildings 

designed to 

minimize 

contact with 

offender, 

improve safety 

and privacy  

- Dissatisfaction 

with the final 

design (when 

meeting all the 

needs is not 

feasible)  

- Risk of insufficient 

separation of 

flows 

 

- Subproject level 

GRM established  

- Design aims to 

ensure privacy and 

security 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution 

- Safety 

considerations 

- Targeted 

consultation  

- Website disclosure  



for Victims and 

Witnesses of 

Criminal 

Offences, 

Departments 

for Support to 

Victims and 

Witnesses at 

Courts, child 

protection 

NGOs) 

integrated in 

design  

Urban and 

infrastructure 

stakeholders 

(City of Zagreb 

– traffic, 

planning, 

utilities) 

- Greater 

efficiency of the 

courts and 

modernized 

facilities 

- Enhanced 

attractiveness 

potentially 

contributing to 

positive 

economic 

and/or 

demographic 

trends. 

 

- Complaints from 

project 

stakeholder on 

subproject design 

and of nearby 

community due 

the construction 

works impacts 

and interruptions 

(e.g. increased 

traffic, noise, 

dust, etc.)  

- Increased traffic 

and parking issues 

in the use phase 

 

- Improved judiciary 

service delivery and 

efficiency enhancing 

attractiveness of the 

city district 

- Construction and 

operational phase 

planning will 

address traffic and 

noise impacts. 

- Subproject level 

GRM established 

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Traffic 

management 

considerations 

for all phases 

- Integration 

with urban 

infrastructure 

 

- Meetings and 

consultations with 

local authorities, to 

present and discuss 

subproject design 

and solicit initial 

feedback, clarify 

doubts 

- Presentation of 

conceptual/main/det

ailed design 

 

Nearby 

Residents / 

Businesses 

- Long-term 

urban 

improvement 

- Concerns 

regarding future 

- Construction phase 

planning will 

- Grievances and 

level of 

satisfaction 

- Website disclosure 

- Availability of the 

ESMP in hard copy 



- Enhanced 

attractiveness of 

the area for 

businesses and 

residents 

construction 

impacts 

- Concerns related 

to the use phase 

such as traffic and 

availability of  

parking spaces 

address traffic and 

noise 

- Subproject level 

GRM established 

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback 

regarding 

grievance 

resolution or 

non-resolution  

 

- Public consultations 

- Leaflets 

Designer  - Opportunity to 

develop modern 

integrated 

public 

infrastructure 

- Gaining 

knowledge and 

experience on 

how to design  

facilities that 

support 

improvement of 

the efficiency 

and the quality 

of the public 

service 

delivered by the 

justice system 

and that take 

into 

consideration 

environmental 

- Risk of insufficient 

stakeholder 

engagement 

- PIU staff supporting 

engagement and 

feedback from 

management and 

staff of judicial 

bodies  

- Designer is 

contractually 

obligated to conduct 

needs assessment 

 

- Phases of 

subprojects 

design  

- ESF compliance 

and reporting  

- Regular meetings  

- E-mail and phone 

communication  



and social 

principles   

Occupational 

health and 

safety (OHS) 

specialist 

(design phase 

preparation)  

- WB ESF & ESMP 

as mandatory 

support to the 

occupational 

health and 

safety specialist 

- Risk of insufficient 

ESF awareness 

- Risk of accidents 

in later phases 

- ESF requirements 

integrated into ToRs 

for contractors  

- Subproject level 

GRM established  

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Regular meetings  

- E-mail and phone 

communication 



Construction phase  

NOTE: To be updated based on the pre-construction inputs and re-disclosed before works commencement. 

STAKEHOLDER ENGAGEMENT PLAN 

Construction phases 

Objectives:  

- Collect productive and meaningful feedback from key stakeholders regarding construction implementation. 

- Ensure continuous functioning of the Project Grievance Redress Mechanisms (GRMs) for both workers and public. 

- Minimize community health and safety risks and Occupational Health and Safety Risks (OHS). 

- Maintain transparent communication with the public regarding construction impacts and mitigation measures. 

- Monitor implementation of Environmental and Social Management Plan (ESMP) and ESF requirements. 

Activities: 

- Mobilization of construction-phase communication activities. 

- Regular coordination meetings with construction phase stakeholders  

- Operation of GRM and Workers’ GRM. 

- Monitoring of contractor ESMP including OHS and labor rights implementation. 

- Systematic documentation of feedback and grievances. 

Inputs:   

- Environmental and Social Management Plan (ESMP). 

- Communication materials (construction notices, website updates, labor and OHS guidelines in required languages). 

- Community health and safety procedures. 

- Workers’ GRM tools. 

- Monthly reports (of the contractor, supervising engineer, construction project manager)  

Outputs:  

- Stakeholders informed and engaged during construction. 

- Mitigation measures adjusted where needed based on feedback. 

- Functional public and workers’ GRM. 

- Documented monitoring of ESF compliance  

- Reporting to the World Bank. 

 

 



Stakeholder Analysis - construction phase  

Stakeholders Benefits Risks Key Messages 
Areas where 

Feedback is Sought 

Methods for 

Engagement 

Management 

staff of the 

judicial bodies 

(court 

presidents) 

- Manage a 

higher 

quality/modern 

and safe court 

- Satisfied judicial 

staff due to the 

enhanced 

working 

environment 

- Improvement in 

judicial access 

and efficiency of 

the court’s 

infrastructure 

reflects in better 

service delivery 

- Long-term 

modernized and 

integrated 

judicial 

infrastructure 

 

- Resistance from 

court employees 

(of the 

surrounding 

buildings) due to 

potential impact 

of construction 

work on their 

working 

conditions (noise, 

dust, traffic) 

- Additional 

workload as a 

focal point for 

communication 

subproject 

activities with 

judicial staff, PIU 

and Ministry 

 

- Efforts will be made 

to limit the impact 

of construction 

work on work 

environment (dust, 

noise etc.) through 

ESMP 

implementation 

- Improved safety, 

judiciary service 

delivery and 

efficiency  

- Coordination 

mechanisms 

established 

- GRM available 

- Risks  

- Benefits 

- Critical Info 

Needs 

- Interest/Conce

rns and 

conditions to 

participate in 

subproject 

implementatio

n 

- Construction 

schedule 

impacts; 

security 

coordination; 

access and 

parking 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Meetings  

- Preparation of 

materials with main 

information on 

subprojects to 

support court 

presidents in 

implementation of 

the subproject within 

their court (i.e. 

construction plan)  

- phone, and e-mail 

communication 

 

 

Judicial staff 

(judges, court 

advisors, 

- Enhanced and 

safe working 

environment 

- Resistance from 

court employees 

(of the 

- Efforts will be made 

to limit the impact 

of construction 

- Technical 

documentation 

/ design  

- Meetings  

- Presentation of 

prepared materials 



clerks, other 

court staff) 

- Future 

integrated and 

modern 

infrastructure 

- Improvement in 

safety, access 

and efficiency of 

the court’s 

infrastructure 

will enable 

better service 

delivery and 

more satisfied 

court users 

 

surrounding 

buildings) due to 

potential impact 

of construction 

work on their 

working 

conditions (noise, 

dust, traffic) 

- Dissatisfaction 

from the court 

users due to 

construction 

works 

disturbances is 

transferred to 

court staff 

work on work 

environment (dust, 

noise etc.) 

- Subproject level 

GRM established to 

submit complaints, 

feedback, queries 

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback  

- Needs  

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

 

(i.e. construction 

plan)  

Judicial police 

staff  

- Enhanced 

working 

environment 

including 

through 

improvement of 

safety and 

security 

measures  

- Security 

management 

challenges during 

adjacent 

construction (for 

judicial police staff 

of the surrounding 

judicial building)  

- Improved security 

and safety 

conditions after 

implementation of 

work  

- Needs   

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Meetings  

- Presentation of 

prepared materials 

(i.e. construction 

plan)  

Lawyers and 

bar association 

- greater 

efficiency of the 

courts and 

modernized 

facilities which 

provide greater 

- Potential impacts 

that may be 

caused by 

construction 

works (loss in 

efficiency, 

- Efforts will be made 

to avoid losses in 

efficiency of court 

and to limit the 

impact of 

construction work 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

- Website disclosure  

- bulletin boards of 

judicial buildings  



comfort, safety, 

and better 

accessibility  

 

relocation of court 

and excessive 

noise, reduced 

access to the 

elevator, traffic 

disturbances) 

 

on work 

environment  

- Improved efficiency 

of the courts and 

modernized 

facilities which 

provide greater 

comfort and better 

accessibility 

resolution or 

non-resolution  

 

Nearby 

residents and 

businesses, 

general public  

- Long-term 

urban 

improvement 

- greater 

efficiency of the 

courts and 

modernized 

facilities which 

provide greater 

comfort and 

better 

accessibility  

- Enhanced 

attractiveness of 

neighborhood  

- Concerns as 

potential affected 

by construction 

work (traffic 

disturbances 

linked to the 

reconstruction 

works and other 

negative impacts 

i.e.  dust, noise) 

- Efforts will be made 

to limit the impact 

of construction 

work on 

neighboring 

environment (dust, 

noise, traffic 

disturbances. 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Website disclosure 

- Information notices 

on construction sites 

Local 

authorities 

- Greater safety 

and efficiency of 

the courts and 

modernized 

facilities  

- Enhanced 

attractiveness 

- Complaints from 

nearby 

community due 

the construction 

works impacts and 

interruptions (e.g. 

- Improved judiciary 

service delivery and 

efficiency enhancing 

urban attractiveness  

- Subproject level 

GRM established to 

submit complaints, 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Meetings and 

consultations with 

local authorities 

- Preparing materials 

with main 

information on 

subprojects to 



potentially 

contributing to 

positive 

economic 

and/or 

demographic 

trends. 

increased traffic, 

noise, dust, etc)  

- Increased and 

slowed traffic.  

 

feedback, queries, 

suggestion 

- Measures 

undertaken to 

support grievance 

resolution and 

complaint feedback 

 support local 

authorities in 

implementation of 

the subproject within 

their community  

 

Local and 

national media  

- To inform 

general public 

about project 

activities  

- Correct and clear 

information on 

project activities 

not available  

- To provide correct 

and clear 

information on 

project activities if  

requested  

- Quality of 

material and 

Information 

provided  

- MoJPADT Press 

Service 

- Preparing materials 

with main 

information on 

subprojects to 

provide correct and 

clear information  

MoJPADT – 

project 

implementatio

n unit   

- Responsible for 

stakeholder 

engagement 

activities and 

ultimately the 

improvement of 

court 

infrastructure 

- External risks 

influencing timely 

implementation of 

project activities  

- To continuously 

monitor and report 

on project activities  

 

- Reports on 

project 

activities  

- Regular meetings  

- Information through 

e-mail and phone  

- Reporting  

- preparation of  

materials with main 

information on 

subprojects to 

provide correct and 

clear info 

Contractors 

and 

subcontractors  

- gaining 

experience on 

how to execute 

construction 

that supports 

improvement of 

- resistance of the 

neighboring 

community due to 

potential impact 

of construction 

work on their 

- PIU staff supporting 

communication and 

feedback  

- Organization of 

regular meetings for 

coordination among 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

- Regular meetings 

among internal 

stakeholders  

- E-mail and phone 

communication 



the efficiency 

and the quality 

of the public 

service 

delivered by the 

justice system 

and that take 

into 

consideration 

environmental 

and social 

principles   

working 

conditions and 

due to additional 

workload  

internal 

stakeholders  

resolution or 

non-resolution  

 

Supervision 

engineer 

- gaining 

experience on 

supervision of 

construction 

that supports 

improvement of 

the efficiency 

and the quality 

of the public 

service 

delivered by the 

justice system 

and that take 

into 

consideration 

environmental 

and social 

principles   

- Low quality of 

design 

documentation 

and/or of 

contractors 

executing works  

 

- PIU staff supporting 

communication and 

feedback  

- Organization of 

regular meetings for 

coordination among 

internal 

stakeholders  

 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

 

- Regular meetings 

among internal 

stakeholders  

- E-mail and phone 

communication 



Construction 

project 

manager   

- gaining 

knowledge and 

experience on 

how to manage 

construction  

facilities that 

support 

improvement of 

the efficiency 

and the quality 

of the public 

service 

delivered by the 

justice system 

and that take 

into 

consideration 

environmental 

and social 

principles   

- Low quality of 

design 

documentation 

and/or of 

contractors 

executing works   

 

- PIU staff supporting 

communication and 

feedback  

- Organization of 

regular meetings for 

coordination among 

internal 

stakeholders  

 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

 

- Regular meetings 

among internal 

stakeholders   

- E-mail and phone 

communication 

Occupational 

health and 

safety (OHS) 

specialist 

- WB EES 

framework as 

additional 

support to the 

occupational 

health and 

safety specialist 

- Low attention of 

contractors to the 

occupational 

health and safety 

during execution 

of works   

 

- Subproject level 

GRM (including 

Workers GRM) 

established to 

submit complaints, 

feedback, queries, 

suggestions 

- Grievances and 

level of 

satisfaction 

regarding 

grievance 

resolution or 

non-resolution  

- Findings after 

supervision / 

inspection 

- Regular meetings  

- E-mail and phone 

communication 

 



 Monitoring and reporting   

For this subproject, the primary responsibility for implementing stakeholder engagement activities during the 

design phase rests with the Designer, who has to conduct the needs assessments, structured consultations, 

and targeted engagement with judicial staff and relevant stakeholder groups, after careful coordination with 

MoJPADT and the PIU.  

Table: Roles and Responsibilities 

Party Engagement Implementation Responsibilities Monitoring / Reporting 

Responsibilities 

Designer - Conduct needs assessment of judicial institutions  
- Consult with judicial body staff in coordination 

with MoJPADT and PIU 
- Consult entities supporting victims, witnesses, and 

children in coordination with MoJPADT and PIU 
- Prepare and distribute communication materials 

(design summaries, visual presentations) when 
needed  

- Document feedback received during each 
consultation session 

- After coordination with MoJPADT and PIU 
incorporate stakeholder input into design 
solutions where feasible, document where 
incorporation was not possible with justification 

- Prepare a summary report of feedback received 
and design responses  

- Establish GRM for design phase and report to the 
MoJPADT and PIU  

- Report on stakeholder 
engagement activities in the 
Designer's regular progress 
reports to MoJPADT / PIU 

- Flag to MoJPADT any 
stakeholder concern that 
cannot be resolved at the 
design level 

 

 Grievance Redress Mechanism 

A Grievance Redress Mechanism (GRM) is a process for receiving, evaluating, and addressing project-related 

complaints, feedback, questions and suggestions from citizens and affected communities at the level of the 

project.  The mechanism focuses not only on receiving and recording complaints but also on resolving them. 

While feedback should be handled at the level closest to the complaint, all complaints should be registered 

and will follow the required procedures.  

 

Key definitions of grievance and complaint are as follows: 

- Complaint: an expression of dissatisfaction that is related to an impact caused by a project activity, which 

has affected an individual or group. Adversely, the interests of an individual or group and the individual 

or group want a proponent or operator (or contractor) to address and resolve it (e. g. problems related to 

dust deposition, noise or vibration). A complaint is normally of a less serious nature than a grievance; 

- Grievance: a claim raised by an individual or group whose livelihood, health and safety, cultural norms 

and heritage are considered to have been adversely affected by a project activity which, if not addressed 



effectively, may pose a risk to operations (through stakeholder actions such as access road blockages) and 

the livelihood, well-being or quality of life of the claimant(s). The grievance mechanism described in this 

section includes both complaints and grievances. 

-  

GRM mechanisms will be presented during meetings held with Management staff of the judicial bodies during 

both design and construction phases. GRM related obligations are included in procurement / bidding 

procedures for acquiring services of technical design, supervising engineer, construction project management, 

occupational health and safety (OHS) specialist and every other relevant service as well as during construction 

(contractor and subcontractor obligations).  

 

The point of contact regarding grievance management is the PIU Social Specialist: 

Marija Herceg Selandari 

Marija.HercegSelandari.ext@mpu.hr 

 

The point of contact for submitting an initial grievance at the level of the subproject during construction 

phases is the contracted supervising engineer that has the obligation to register, report, and track 

grievances in the location specific grievance log. The PIU Social Specialist, PIU members, if relevant, 

MoJPADT staff, will determine whether the complaints warrant further consideration as a relevant 

grievance. Regardless of relevance of complaint, all grievances will be processed meaning that all grievance 

information will be registered, reported, and tracked in the project grievance log by the PIU Social Specialist. 

Feedback for all grievances will be provided.  

 

Table: Cross cutting between the Project and the Subproject GRM 

CROSS CUTTING: Project Level Grievance Redress Mechanism (GRM) 

Types of potential 

grievances:  

- Dissatisfaction 

with the choice 

of the facilities (if 

relevant) 

- Dissatisfaction 

with the timeline 

of the 

implementation 

of project 

activities (they 

are not 

implemented in 

timely manner)  

- Dissatisfaction 

with the final 

Process to Record, Process, Resolve, and 

Report: 

Once a grievance is received, the PIU 

Social Specialist, PIU members and, if 

relevant, MoJPADT staff, will determine 

whether the complaints warrant further 

consideration as a relevant grievance. If 

the matter has standing, grievance 

information will be registered, reported, 

and tracked in a grievance log by the PIU 

Social Specialist. The information 

recorded in the Grievance log include: 

name of complainant (if treated as non-

confidential), location and address of 

Complainant (if available), grievance 

description, level of impact, person 

responsible for managing the grievance, 

Responsible 

Party: 

 

MoJPADT, 

PIU 

 

 

 

 

 

 

 

 

Tools: 

- Meetings  

- phone, and e-mail 

communication 

- materials with 

main information 

on subprojects to 

provide correct 

and clear 

information 

 

mailto:Marija.HercegSelandari.ext@mpu.hr


design of 

refurbishment / 

reconstruction of 

selected facilities 

in terms of 

including ESF 

requirements 

and relevant 

guidelines for 

judicial 

infrastructure  

 

findings of grievance investigation, 

description of measures undertaken to 

settle the grievance, feedback from 

Complainant on level of satisfaction 

regarding grievance resolution or non-

resolution, date of acknowledgement of 

receipt and of settlement response, 

status.  

All grievances will be acknowledged 

within 7 days; and responded to no later 

than 30 days. If the grievance is deemed 

as non-relevant (not occurred as a result 

of project related activities), the PIU 

Social Specialist will record the reason 

and inform the complainant with 

explanation.  

Subproject  Level Grievance Redress Mechanism (GRM) 

Types of potential 

grievances:  

- Resistance due to 

potential impact 

of construction 

work on court 

staff working 

conditions  

- Additional 

workload as a 

focal point for 

communication 

subproject 

activities with 

judicial staff, PIU 

and Ministry (for 

management 

staff)  

- Dissatisfaction 

with the final 

design (when 

meeting all the 

needs is not 

feasible)  

Process to Record, Process, Resolve, and 

Report: 

Once a grievance is received, the PIU 

Social Specialist, PIU members and, if 

relevant, MoJPADT staff, will determine 

whether the complaints warrant further 

consideration as a relevant grievance. If 

the matter has standing, grievance 

information will be registered, reported, 

and tracked in a grievance log by the PIU 

Social Specialist. The information 

recorded in the Grievance log include: 

name of complainant (if treated as non-

confidential), location and address of 

Complainant (if available), grievance 

description, level of impact, person 

responsible for managing the grievance, 

findings of grievance investigation, 

description of measures undertaken to 

settle the grievance, feedback from 

Complainant on level of satisfaction 

regarding grievance resolution or non-

resolution, date of acknowledgement of 

Responsible 

Party: 

MoJPADT, 

PIU,  

Designer  

 

 

 

 

 

 

 

 

 

 

 

Tools: 

- Meetings  

- phone, and e-mail 

communication 

- materials with 

main information 

on subprojects to 

provide correct 

and clear 

information 

-  



- Concerns 

regarding 

temporary traffic 

disturbances 

linked and other 

negative impacts 

related to works  

receipt and of settlement response, 

status.  

All grievances will be acknowledged 

within 7 days; and responded to no later 

than 30 days.  

In line with the bidding procedures for 

acquiring services of technical design, 

supervising engineer, construction 

project management, occupational 

health and safety (OHS) specialist and 

every other relevant service as well as 

during construction (contractor and 

subcontractor obligations) the concrete 

actions to be implemented in order to 

resolve the grievance will be undertaken 

by the Designer (by Contractor and/or 

Supervising engineer, and/or 

Construction project manager and/or 

OHS specialist during the construction 

phase), that will inform the MoJPADT / 

PIU. This is not the case if the grievance is 

deemed as non-relevant (not occurred as 

a result of project related activities). In 

this case the PIU Social Specialist will 

record the reason and inform the 

complainant with explanation.  

 


