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[bookmark: _Toc45711148]Introduction
The Log in Georgia Project is implemented to increase access to affordable broadband internet, and to promote its use by individuals and enterprises, in targeted rural settlements. Through a combination of IBRD funding and counterpart financing the proposed Project will support activities in rural areas across Georgia that: (1) extend access to affordable broadband internet services in targeted settlements; and (2) promote its use by individuals and enterprises. 
The Project will be implemented by Open Net NNLE[footnoteRef:1], under the overall guidance of the Ministry of Economy and Sustainable Development of Georgia (MOESD). Other agencies, such as the Georgian National Communication Commission (ComCom), and MOESD as well, will also be involved in the project implementation process as joint implementors for specific activities under their mandate.  [1:  non-entrepreneurial and non-profit legal entity] 

This Stakeholder Engagement Plan (SEP) is prepared by Open Net for the Log-In Georgia project in accordance with the World Bank’s Environmental and Social Framework, and specifically Environmental and Social Standard (ESS) 10 on Stakeholder Engagement and Information Disclosure. Preparation and implementation of the SEP represents a commitment for the Government of Georgia and Open Net under the Loan Agreement for the Log-In Georgia project, and as referenced in the Project’s Environmental and Social Commitment Plan (ESCP).  
[bookmark: _Toc45711149]Purpose of SEP 
Stakeholder Engagement Plan (SEP) is developed in accordance with the World Bank (WB) requirements. The objective of the SEP is to effectively engage with all stakeholders who have an interest in or may be affected by the project. 
The involvement of the local population as well as all other interested parties is essential to the success of the project, to ensure smooth collaboration between project staff and local communities, minimize and mitigate environmental and social risks related to the project, as well as expand project benefits to all targeted beneficiaries including ones that may be traditionally vulnerable, disadvantaged, disproportionally affected or excluded from partaking in benefits from local development projects.
The purpose of the present Stakeholder Engagement Plan (SEP) is to outline the target groups and methods of stakeholder engagement and the responsibilities in the implementation of stakeholder engagement activities. The intention of the SEP is to activate the engagement of stakeholders in a timely manner during project preparation and implementation. Specifically, SEP serves the following purposes:
I. stakeholder identification and analysis; 
II. planning engagement modalities and effective communication tools for consultations and disclosure;
III. defining role and responsibilities of different actors in implementing the SEP;
IV. defining the Project’s Grievance Mechanism (GRM); and 
V. providing feedback to stakeholders; 
VI.  monitoring and reporting on the SEP.

[bookmark: _Toc45711150]Project Description
The objectives of the Log in Georgia Project is to increase access to affordable broadband internet, and to promote its use by individuals and enterprises, in targeted rural settlements. The Project consists of three components: 
Component 1: Increasing access to broadband
This Component will help expand access to broadband internet in rural settlements across Georgia and improve the enabling environment for digital development. Subcomponent 1.1 will support the Government’s Open Net Program, which seeks to expand access to broadband services to targeted rural settlements. Subcomponent 1.2 will finance activities to enhance the enabling environmental for Georgia’s digital infrastructure development. 
Subcomponent 1.1: Supporting the Open Net Program 
[bookmark: _Ref38151541][bookmark: _Ref38151543]The Government’s Open Net Program aims to develop infrastructure to offer national open access, wholesale, broadband telecommunications services. The ON Program will fill the existing and persistent gap in middle-mile broadband infrastructure that will not be filled by private investment alone within a reasonable period. This subcomponent will finance the design, building and installation, and activation of infrastructure in up to 1,000 settlements identified by the ComCom as eligible for being connected by the ON network (of a total of 2,500 settlements across Georgia). The network deployment will be phased based on objective criteria, including technical feasibility and assessment of demand in coordination with service providers.  
Subcomponent 1.2: Improving the enabling environment for digital infrastructure
[bookmark: _Ref38204889]This subcomponent will support activities to improve the enabling environment for digital infrastructure development in Georgia. This includes support to develop the legal, policy, and regulatory instruments, and design of investment attraction measures included in the action plan of the national broadband development strategy (adopted in 2020). The subcomponent will also include support to engage with foreign and private investors to attract investments into and develop Georgia’s telecommunications infrastructure.
Component 2: Promoting the use of broadband-enabled digital services 
[bookmark: _Ref38205445]This Component will support the development of Georgia’s digital economy through a strengthened enabling environment, promoting digital use-cases of broadband, and addressing barriers to the participation of individuals in the digital economy. Subcomponent 2.1 will strengthen the enabling environment to develop Georgia’s digital economy. Subcomponent 2.2 will identify and promote broadband-enabled digital use-cases to help solve meaningful problems in the targeted settlements and for specific user-groups. Subcomponent 2.3 will support activities that ensure the digital inclusion of specific groups of individuals that are at risk of missing out on digital opportunities. 
Subcomponent 2.1: Enabling environment for digital economy development
This subcomponent will support activities to improve the enabling environment for digital economy development in Georgia. This includes support to develop the legal, policy, and regulatory instruments, and design of investment attraction measures that will be identified in the action plan of the upcoming national digital economy development strategy (planned for adoption in 2021). 
Subcomponent 2.2: Promoting use-cases 
The subcomponent will promote the use-cases of improved broadband connectivity in targeted rural settlements. Specific tasks include stakeholder and citizen engagement to develop and implement programs to promote use-cases in targeted settlements (in the first phase, education, health, and financial services), and mobilization of facilitators to coordinate and deliver training and outreach activities in targeted settlements. These activities will be implemented in coordination with other public agencies and entities to informing the development of digital platforms and services related to identified use-cases.
Subcomponent 2.3: Increasing digital inclusion 
This subcomponent will finance targeted interventions to boost the digital inclusion of rural populations, including of persons who are likely to face greater barriers either with digital literacy or affordability such as elderly women and men, ethnic minorities, persons with disabilities, and inactive youth. This includes the design and implementation of a mobilization and training program to address the causes of digital exclusion of the identified groups (initial focus will be on ethnic minorities, elder people, persons with disabilities, women-headed households, and youth not in employment, education or training). The project will also support the design and implementation of a pilot program to provide accessible technologies to facilitate digital accommodation for persons with disabilities and limited abilities in targeted rural settlements. Support for monitoring of the impact of all Project activities, with a focus (as applicable to the settlement) on digital inclusion of elderly women and men, households headed by women, older people, social minorities, and persons with disabilities, will also be included in this subcomponent.
Component 3: Project implementation support 
This component will support the management and implementation of the Project and associated activities, including capacity building. This would include hiring of consultants needed for key areas such as project management, technical expertise, procurement, financial management, environment and social protection, monitoring and evaluation, communications, and citizen and stakeholder engagement, to enable Project implementation. Relevant public officials will also receive trainings on climate change adaptation measures in the context of the Project, such as on emergency response procedures at times of natural disasters, to ensure rapid restoration of the telecom networks and minimize service outage. 
[bookmark: _Toc45711151]Summary of Prior Stakeholder Engagement Activities Relevant to the Project
The Log in Georgia project will finance the design and delivery of the awareness or capacity-building or training programs to promote multiple use-cases of digital connectivity in settlements connected by the ON network. At this stage, five types of use-cases have been identified. This includes education, health, financial inclusion, employment, and access to government services. The first three of these will form part of a first phase of activities under the Project, given their relevance to the response to the COVID-19 pandemic. In addition to the identified use-cases, the project will use a bottom-up approach through community-led consultations, mobilization, and community prioritization activities to identify and develop capacity and skills pertaining to locally prioritized areas (component 2).  The project will design a system for ingoing beneficiary to support to support the monitoring of stakeholder engagement and adapt it for greater impact in the course of project life. 
Prior surveys and consultations were conducted to better understand the views of different stakeholders (key government agencies), as well as the needs and expectations of local communities to inform the initial selection of priority use-cases. These are described in Table 1 below. 



 Table 1. Summary of prior stakeholder engagement activities
	Date & Location
	Stakeholders
	Format and Objectives
	Outcome

	April 2018
Tbilisi
	· Telecom operators 
· Internet Service Providers (ISPs)
	Workshop / Survey

Provide pertinent insights into the market dynamics within the sector – both on the supply and demand sides.
	Challenges pointed out by the operators were: competition, fair regulation, access to infrastructure, access to information, permit granting, and the wholesale market prices.

	June 2018
Tbilisi
	· Government agencies
· Telecom Operators
· Energy Operators
· CSO representatives
· Academia 
	Workshop 

Present findings of the broadband market diagnostic assessment and WB recommendations on the National Broadband Development Strategy (NBDS).
	Consultations helped identify specific policy and regulatory actions that could facilitate broadband network roll-out, activation of alternate sources of infrastructure (e.g. those owned by utilities), and promote competitive and non-discriminatory access to telecommunication networks. The team has also found broad consensus that Georgia should follow EU approaches to State Aid, by crowding in private investments, and utilizing policy and regulatory tools to expand the market, even as it invests public resources to extend access to commercially non-viable segments of the market.

	September 2018
Tbilisi
	· Government agencies
· EU Delegation

	Workshop

Present WB recommendations on the National Broadband Development Strategy (NBDS)
	Workshop participants provided significant inputs, reflecting practical considerations in implementing the strategy. They reiterated their agreement with the recommended targets and supported the recommended NBDS direction and priorities. 

	October 2018
· Lanchkhuti
· Batumi
· Lagodekhi
· Telavi
	· High-school students university/college students
· Employed/unemployed individuals
· Private sector representatives
· Small business owners
· Tourism industry representatives
· Online shopping services
· Sexual/ethnic minorities
· IDP community
	Focus Group Discussions and In-Depth Interviews[footnoteRef:2] [2:  Focus group discussions and interviews during project preparation have been conducted by World Bank task team, Open Net, and World Bank Youth Voices Group with groups of general population and in diverse locations across Georgia representing eastern, western, central, mountainous and valley locations. ] 


Conduct in-depth interviews with focus groups in four targeted locations to observe how local people perceive the Internet, how do they benefit from it, quality of Internet they receive, whether or not it helps them save money/time or earn money, to what extent is it used as a source of information, how does it help them in getting education, how does it help with building skills, etc.
	31 interviews conducted and findings of the survey were reflected in the Report.
Based on the interviews, the story - “Lives Changed, Thanks to the Internet” comprising of 7 short real-life stories were prepared.

	July 2019
Korbouli
	Citizen focus groups:
Group 1:
High school student Unemployed man/woman
Employed Adult man/woman
Entrepreneur 
House Wife 
Elderly
Group 2:
NGO Worker 
Government Administrator 
School/Kindergarten Principal 
Community Leader 
Village Head 
ISP (Internet Service Provider) 
Representative of the Church
Other 
	Focus Group Discussions

Conduct ‘digital inclusion and exclusion’ FGDs to collect citizen’s opinion towards using the internet, the level of their digital inclusion and the reasons for being excluded 
	The discussions reflected citizens’ attitudes and perceptions, information on internet access, internet use, awareness and skills, and barriers for digital inclusion.

	September 2019
· Zemo Kedi
· Kvemo Khedi
	Citizen focus groups:
Group 1:
High school student Unemployed man/woman
Employed Adult man/woman
Entrepreneur 
House Wife 
Elderly
Group 2:
NGO Worker 
Government Administrator 
School/Kindergarten Principal 
Community Leader 
Village Head 
ISP (Internet Service Provider) 
Representative of the Church
 
	Conduct ‘digital inclusion and exclusion’ focus group discussions to collect citizen’s opinion towards using the internet, the level of their digital inclusion and the reasons for being excluded
	The discussions reflected citizens’ attitudes and perceptions, information on internet access, internet use, awareness and skills, and barriers for digital inclusion.

	November 2019
Tbilisi 
	· MOESD
· MOF
· ComCom
· OpenNet
· MDF
	Face-to-face consultations to prepare LIG Project IPF and discuss with stakeholders Project PDO, Project components and results indicators with a focus on the scope and implementation plan for Open Net.
	As a result of the consultations key agreements were made: (i) updating Government Resolution on ON program implementation, (ii) organize a hands-on workshop with the Lithuania RAIN Project management team to review program design and implementation

	December 2019
· Chkhorotsku
· Zugdidi
· Ozurgeti
· Lanchkhuti
	Citizens of all ages, gender, occupation and place of residence
	Internet (facebook) survey followed by face-to-face workshops in the four locations

Familiarize citizens of four municipalities of Georgia with benefits of proper usage of the Internet through training – “Internet for Growth and Development”.
 It covered the following topics:
· The benefits of the Internet
· Tools for searching the news: How to identify real and fake news
· Online education/training courses for personal growth and development  
· Using the Internet to promote your business  
· How to identify real and fake news
· Using online planning tools for increased productivity  
· The Internet-related threats  
	110 participants in total. The workshops were conducted to familiarize participants with topics of their interest (for example, using internet for learning, starting a business, etc.) based on the online survey findings on how young people in the regions use internet and what are the internet-related topics they are willing to learn. 





Based on consultations with potential beneficiaries for the project, reference to Government programs, and analysis of current usage trends, five initial use-cases we identified for development. These are:
(1) E-learning: Online learning was growing over the past decade, but in the post-COVID-19 period, it is likely to be integrated more into how education is delivered or supplemented. Potential beneficiaries, especially the youth and teachers in rural areas, have expressed a strong interest in improved access to learning online. This activity will also link with the I2Q (education) Project, financed by the World Bank, to increase access to high-quality internet services to schools.
(2) Health information and services: Only 40 percent of rural Georgians reported seeking health-related information online, compared with 58 percent in urban areas. With the COVID-19 pandemic demonstrating the need for accurate, reliable, and timely access to information and to services, the Project will also prioritize increasing awareness of connected settlements about the Government’s health services and information available online. 
(3) Employment: Only 11 percent of rural Georgians reported using the internet to look for a job or to send a job application in 2019, compared with 21 percent in urban areas. This in despite the widespread popular understanding among rural Georgians that most good-jobs are in the cities. World Bank analysis has found that Georgia is “highly segmented between formal urban and informal rural work, is characterized by high educational qualifications and low female participation. The Project will thus highlight the possibilities for beneficiaries to search and apply for jobs online and to expose them to the possibilities of improving their skills (via e-learning) and even working online.
(4) Financial inclusion: One-in-five rural Georgians engaged in internet banking in 2019. This is low compared with the level of financial account ownership, at 61 percent. Only 9 percent of rural Georgians used the internet to pay bills in 2017. The Project will seek to increase the awareness of digital financial services, with special attention on the rural poor, drawing on the findings of planned Bank ASA on digital financial inclusion.
(5) Municipal services: The Government has rolled out a range of e-services for citizens. Among these, and supported by the World Bank, are municipal-level e-services. The Project will supplement this work through awareness building of citizens on how they can access those online services and engage with their local governments.
The Project will also promote other use-cases identified through overall citizen and stakeholder engagement. These could include support for agribusiness, small-scale tourism, or natural resource management. Implementation will avoid duplicating existing programs; where existing programs exist (e.g. for e-commerce support, tourism), the Project will involve those agencies in program delivery. Prior consultations have specifically inquired on the types of information, consultation and engagement channels that are most convenient and preferred by local residents. These include a combination of virtual and physical mediums such as social media, local authorities’ locations, print and audio-visual media, as well as through interactions with regional contact persons appointed by the project to implement project activities.
Given the impact of the COVID-19 pandemic and its aftermath, the Project will support three use-cases that form a first response to the measures imposed and their impacts. These are to support education, delivery of non-emergency health services, and financial inclusion. 

[bookmark: _Toc45711152]Stakeholder Identification and Analysis
Project stakeholders are defined as individuals, groups or other entities who:
1. are impacted or likely to be impacted directly or indirectly, positively or adversely, by the Project (also known as ‘affected parties’); and 
2. may have an interest in the Project (‘other interested parties’). They include individuals or groups whose interests may be affected by the Project and who have the potential to influence the Project outcomes in any way.

Cooperation and negotiation with the stakeholders throughout the Project development also requires the identification of persons within the groups who act as legitimate representatives of their respective stakeholder group, i.e. the individuals who have been entrusted by their fellow group members with advocating the groups’ interests in the process of engagement with the Project. Community representatives may provide helpful insight into the local settings and act as main conduits for dissemination of the Project-related information and as a primary communication/liaison link between the Project and targeted communities and their established networks. Verification of stakeholder representatives (i.e. the process of confirming that they are legitimate and genuine advocates of the community they represent) remains an important task in establishing contact with the community stakeholders.
In order to meet best practice approaches, the project will apply the following principles for stakeholder engagement:
· Openness and life-cycle approach: public consultations for the project(s) will be arranged during the whole life-cycle, carried out in an open manner, free of external manipulation, interference, coercion or intimidation;
· Informed participation and feedback: information will be provided to and widely distributed among all stakeholders in an appropriate format; opportunities are provided for communicating stakeholders’ feedback, for analyzing and addressing comments and concerns;
· Inclusiveness and sensitivity: stakeholder identification is undertaken to support better communications and build effective relationships. The participation process for the projects is inclusive. All stakeholders are encouraged to be involved in the consultation process, to the extent the current circumstances permit. Equal access to information is provided to all stakeholders. Sensitivity to stakeholders’ needs is the key principle underlying the selection of engagement methods. Special attention is given to vulnerable groups, in particular women, youth, elderly, persons with disabilities, and the cultural sensitivities of diverse ethnic groups.
The Log in Georgia Project through construction of broadband ‘middle-mile’ networks and promotion of digital use-cases has stakeholders from government, private sector, citizens of the certain region/village and a range of other interested parties.
For the purposes of effective and tailored engagement, stakeholders of the proposed project can be divided into the following core categories:
· Affected Parties – persons, groups and other entities within the Project Area of Influence (PAI) 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. These will include, among others:
· Landowners or land users along the rights of way (ROW) of the construction works whose properties or incomes may be impacted;
· Residents and community members who may be inconvenienced by construction works (e.g., by noise, dust, vibration, accidental damages);
· Business owners who may be inconvenienced and/or financially impacted by construction works;
· Local authorities in settlements connected and those through which the network will pass;
· Internet service providers as primary customers of the service provided;
· Schools, hospitals, and other public service providers in target settlements;
· Internet service providers and other telecommunication whose terms of service, customer base may be affected by the changing market conditions;
· Local households and businesses whose activities may be positively impacted by Component 2 (use-case) pilots.  

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. This will include among others:	
· Individuals, businesses, and institutions in the settlements being connected;
· All users of broadband services in rural areas, on account of improvements in affordability and reliability of broadband services
· Local municipalities and village trustees;
· Public and private service providers (of education, health, financial services);
· Line Ministries, public agencies, and their regional offices, providing public services, for example Education, Health, Social Protection / Social Service Agency, Police, Justice, etc.;
· Civil society organizations;
· International organizations who implement projects in the targeted areas; 
· Community and social organizations;
· Workers unions and Trade unions.

· Vulnerable Groups – persons who may be disproportionately impacted or further disadvantaged by the project(s) as compared with any other groups due to their vulnerable status[footnoteRef:3] and that may require special engagement efforts to ensure their equal representation in the consultation and decision-making process associated with the project. These include among others:  [3:  Vulnerable status may stem from an individual’s or group’s race, national, ethnic or social origin, color, gender, language, religion, political or other opinion, property, age, culture, literacy, sickness, physical or mental disability, poverty or economic disadvantage, and dependence on unique natural resources.] 

· Women;
· Youth;
· Elderly;
· Internally displaced persons; 
· Persons with disabilities; 
· Poor and unemployed persons; 
· Ethnic and language minorities. 
Where other affected parties, interested parties, and vulnerable groups are identified in the course of the project implementation their needs will also be taken into consideration and reflected in the SEP document.
[bookmark: _Toc45711153]Stakeholder Engagement Plan
The Stakeholder Engagement Plan envisages that consultation meetings will take place with relevant interested parties prior to the commencement of the Project as well as during the project implementation, on an as-needed basis. 

Consultation and engagement activities are required to address current stakeholder suggestions, ideas or concerns. Consultations will take place, as much as possible in face-to-face interactions within the affected and beneficiary settlements, with consideration of national guidelines on social distancing and other measures given the COVID-19 pandemic (and with such measures updated based on guidance from the Georgian government and the National Center for Disease Control and Public Health).[footnoteRef:4] [4:  Available here: https://www.ncdc.ge/Pages/User/News.aspx?ID=66254a4e-6c23-49ef-9157-4fcc247db00c] 


Local public institutions, such as community centers and public service halls will be equipped with dissemination materials, contact point information, and other project related information. The citizen and stakeholder engagement coordinator will have access to mechanisms under project activities—such as demand assessment surveys, training activities etc.—to proactively disseminate information and collect feedback from local population, organize consultations, support survey works, and ensure functioning of the project grievance redress mechanism (GRM) at the local level. In addition, stakeholders will be able to use several channels (phone, e-mail, social media and project website) for receiving more details about the project or state their comments, ideas throughout the project life cycle. 

Detailed record of all public consultations will be kept. Minutes should be supported with photo material taken during consultation and lists of attendees with their contact information and original signatures.

Engagement with stakeholders will continue during the construction phase and records of environmental and social issues raised, and complaints received during consultations, field visits, informal discussions, formal letters, etc., will be followed up. 

The records will be kept in the project office at Open Net. The project will ensure that the different activities for stakeholder engagement, including information disclosure, are inclusive and culturally sensitive. Measures will also be taken to ensure that the vulnerable groups outlined above will have the chance to participate and benefit from project activities. This will include among others, household-outreach through SMS, telephone calls, social media etc., depending on the social distancing requirements, in local languages including Azerbaijani and Armenian in communities with high concentration of these groups. Further, while country-wide awareness campaigns will be established, specific communications in every region will be timed according to the need, and also adjusted to the specific local circumstances of the region.



Table 2. Stakeholder Engagement Plan

	Target stakeholders
	Topic(s) of engagement
	Method
	Location/frequency
	Responsibilities

	Public and private institutions
	Project information incl. E&S instruments, benefits of the project, Grievance Redress Mechanism, Feedback
	Information meetings, 
Outreach via email, phone;
Inclusion as respondents in project surveys, Demand assessment studies prior to network deployment,

	At offices of or direct outreach to the targeted stakeholders  at least three times at the beginning, mid-term and end of Project
Channels for continuous feedback will also be in place (information desks, phone, email, web-platform)
	Open Net 

	Individuals and  businesses in rural areas where Log in Georgia project connects
	Project information incl. E&S instruments, project progress, , benefits of the project, Grievance Redress Mechanism, Feedback
	Information meetings, 
Focus group discussions,
Surveys, training programs, Demand assessment studies prior to network deployment,

	Within the respective municipalities at least three times at the beginning, mid-term and end of Project.
Channels for continuous feedback will also be in place (information desks, phone, email, web-platform)
	Open Net

	Internet Service Providers and other Media channels 
	Project progress, project information, benefits of the project, transparency of the project 
	Information meetings, Periodic consultations for demand assessment, 
Demand assessment studies prior to network deployment,,
Client engagement activities by ON
	Centrally and within regions prior to construction commencement. 
	Open Net

	Village and Region Authorities
	Project progress, project information, benefits of the project, Grievance Redress Mechanism, Feedback
	Information meetings, Demand assessment studies prior to network deployment,
Outreach via email, phone;
Inclusion as respondents in project related surveys

	Within the respective municipalities prior to commencement of construction as part of demand assessment.
Channels for continuous feedback will also be in place (information desks, phone, email, web-platform)
	Open Net

	Civil society organizations
	Project progress, project information, benefits of the project, partnerships and joint programs, Feedback
	Periodic project consultations, Project related surveys, Trainings
	Centrally managed and implemented consultations with wider stakeholder group
	Open Net

	Potential investors 
	Project progress, project information, benefits of the project, Grievance Redress Mechanism, Feedback
	Information meeting, presentation

	Investor and/or Open Net offices [on ongoing basis  or at the beginning/end of the project] 
	Open Net

	Educational Institutions, Schools, Universities
	Improvement of Education, new possibilities,
Involvement of educational institutions in the program, ensuring connectivity and remote education in rural areas
	Demand assessment studies prior to network deployment, Training programs financed by the project, surveys, focus groups and interviews 
	In each settlement as part of demand assessment studies and project related surveys
	Open Net

	Vulnerable groups 

(Women and women-headed households; elderly; persons with disabilities and their caregivers; ethnic minorities;
youth NEETs)
	In addition to including them in all consultation activities listed above, vulnerable groups will be targeted for:

Involvement in digital literacy programs, increasing literacy of the poor and unskilled people, supporting of sustainable economic development of the region
	Digital literacy camps, literacy programs, connecting with other stakeholders for training purposes, information meetings, presentations, workshops
	In each settlement as part of demand assessment studies and project related surveys; Training programs and activities implemented under component 2 at each settlement connected by the project
	Open Net

	Other interested parties 
	Project progress, project information, benefits of the project, Grievance Redress Mechanism, Feedback
	Information meeting, presentation

	Open Net offices and within municipalities throughout project implementation on a need basis  
	Open Net



[bookmark: _Toc45711154]Resources and responsibilities for implementing stakeholder engagement
A tentative budget for implementing the stakeholder engagement plan over five years is reflected in Table 3 below. The stakeholder engagement activities featured above cover a variety of issues, which may be part of other project documents, so it is possible that they have also been budgeted in other plans. Specifically, demand assessment and stakeholder consultation activities pertaining to the deployment of the ON network (component 1.1) have been budgeted for in the specific component itself, as have stakeholder and citizen engagement activities pertaining to the implementation of component 2.
The Project will finance the implementation of training programs to promote the use of digitally enabled services and increase digital inclusion of vulnerable populations. Implementation of these activities will entail the establishment of regional level presence to coordinate the various training programs and partnerships with other institutions and organizations in Georgia. These individuals will also coordinate implementation of component 2 activities at each settlement, providing a physical medium for stakeholders in the regions to engage with the project through.
The table below summarizes key stakeholder engagement activities in one place for better coordination and monitoring. Open Net will review this plan on an annual basis to determine if any changes to stakeholder classification or engagement are required. If so, the plan will be updated and the budget will be revised accordingly.
Table 3. Estimated SEP Budget (5 years)
	Stakeholder Engagement Activities
	Q-ty
	Unit Cost, USD
	Total cost (USD)

	Community Engagement Officer (5 years x USD 1000 per month)
	1
	12,000
	60,000

	Trainings on outreach and GRM for Open Net staff, local authorities, other stakeholders
	4
	500
	2,000

	Trainings for PIE staff and consultants, for vendors involved in works and field assignments
	4
	500
	2,000

	Communication materials (leaflets, posters, PR kits including design, per settlement)
	-
	-
	20,000

	Travel expenses of staff (cost for 5 years)
	-
	5,000
	25,000

	Subtotal
	
	
	109,000

	Contingency
	
	
	6,000

	Total
	 
	 
	115,000



The overall responsibility for implementation of SEP lies with Open Net. A designated staff person within the project implementation team, e.g., Community Liaison Officer will be recruited to oversee implementation of SEP and manage the grievance redress mechanism and all related outreach and training activities. The project manager, other project team members and all contractors and consultants implementing project activities will also share some of the responsibilities in SEP as outlined in Table 1 of this report, and in the GRM process below. 
[bookmark: _Toc45711155]Grievance Redress Mechanism
A Grievance Redress Mechanism will be established to allow a PAP to complain about any decision about activities regarding, assets or source of incomes and their compensation, as well as other problems or concerns regarding the project. All types of grievances will be recorded by the GRM. Anonymous grievances will also be accepted, recorded, and investigated to the extent feasible.  
Multiple channels for receiving grievances will be provided including by phone, email, mail, web-based comment box, and in person to local or Open Net headquarters project team. Verbal complaints delivered on site will also be recorded and processed via the GRM. A project / GRM brochure will be prepared and disseminated to all project locations. Local information desk officers, local authorities, contractors / consultants / NGOs operating in project sites will be fully trained by Open Net on the grievance receipt and processing to ensure functioning of the Project GRM.
Stage 1 - At each locality, local municipality or trustee officers, information desk officers, contactors, consultants, or other project implementation related stakeholders working on site will be made aware of the GRM and requested to assist with recording and local-level resolution of grievances. All grievance records will also be forwarded to the Open Net GRM designated focal point / Community Engagement officer. This individual will ensure overall functioning of the GRM and maintain a consolidated grievance log. The Contractor/ Consultant on site shall be warned that all complaints they may receive from PAPs shall be immediately submitted to the contact persons of Open Net who will then organize a meeting and review the complaint with the aggrieved PAP.
Stage 2 – Complaints which cannot be resolved locally will be referred to a Grievance Redress Commission (GRC) within Open Net. The GRC will be established by order of the Open Net director and comprise at least 3 members, including the Citizen and Stakeholder Engagement Manager . The GRC will investigate the complaint as needed and inform the PAP of the decision.  
At any stage in the process the aggrieved PAPs can pursue further action by submitting their case to the appropriate court of law.
All complaints should be acknowledged within 48 hours of receipt and response with resolution provided to the complainant within 10 business days. If the complaint would require a longer resolution process, the complainant will still be informed within 10 business days of the actions taken and required next steps. No complaints should take  more than one month to be resolved unless complaint is referred to court or other adequate justification prolonged delay is provided by Open Net. 
A detailed grievance log will be maintained and submitted to the Bank along with regular progress reports or upon request by World Bank team. 
All information regarding the grievances submitted  during the project implementation, received complaints and ways and means for their effective and timely solution will be collected in the annual reports prepared by Open Net and submitted to the WB. 

[bookmark: _Toc45711156]Monitoring and Reporting of the SEP
The SEP will be periodically revised and updated as necessary in the course of project implementation in order to ensure that the information presented herein is consistent and is the most recent, and that the identified methods of engagement remain appropriate and effective in relation to the project context and specific phases of the development. The SEP will be monitored by the Director of the PIE and implemented by the Citizen and Stakeholder Engagement Manager supporting the PIE. Any major changes to the project related activities and to its schedule will be duly reflected in the SEP. Quarterly summaries and internal reports on public grievances, enquiries and related incidents, together with the status of implementation of associated corrective/preventative actions, will be collated by the designated GRM officer / Citizen and Stakeholder Engagement Manager , and referred to the senior management of the project. The quarterly summaries will provide a mechanism for assessing both the number and the nature of complaints and requests for information, along with the Project’s ability to address those in an adequate,  timely and effective manner. Information on public engagement activities undertaken by the Project during the year may be conveyed to the stakeholders in two possible ways:
·  An annual report on project’s interaction with the stakeholders.
·  Monitoring of a beneficiary feedback indicator on a regular basis. The indicator will be determined in the updated SEP and may include: number of consultations, including by using telecommunications carried out within a reporting period (e.g. monthly, quarterly, or annually); number of public grievances received within a reporting period (e.g. monthly, quarterly, or annually) and number of those resolved within the prescribed timeline; number of press materials published/broadcasted in the local, regional, and national media.
Further details on the SEP will be outlined in the updated SEP, to be prepared and disclosed within 30 days after the project effectiveness date.




 


